Department of Elder Affairs

Area Agency on Aging Communications Policy

I. Preface

Department of Elder Affairs (DOEA) staff are encouraged to keep the lines of communication with Area Agency on Aging (AAA) staff as open and efficient as possible.  However, to promote the highest level of efficiency and prevent unnecessary workload and confusion, the following policies have been revised effective October 1, 2007 and shall remain in effect until further notice from the Secretary of Elder Affairs.

II. Communications Received from AAAs

A. Whenever any written correspondence of consequence to DOEA-AAA business is received, it will be the point-of-contact’s (i.e. the contract manager’s) responsibility to keep all necessary parties informed.  Depending on the nature or severity of the individual correspondence, copies may need to be distributed to:

1. The employee’s immediate supervisor

2. All or certain individual DOEA Division Directors

3. All or certain individual AAA Directors

4. All or certain individual Lead Agency Executive Directors

5. DOEA General Counsel

6. DOEA Secretary or Deputy Secretary 

7. Others, as appropriate on a case-by-case basis

B. Whenever oral communication is received from a AAA requesting instruction or clarification from DOEA Headquarters, it will be the expert consultant’s (i.e. the staff person contacted) responsibility to: 

1. Discuss the issue with the AAA and provide resolution, if possible. 

2. Complete the fields in the Telephone Contact Tracking System as noted in the user guide. 

3. If additional telephone contact is needed to resolve the issue, the expert                                                                                        

   consultant will complete the fields in the Telephone Contact Tracking               

   System as noted in the user guide.

4. Based upon information in the Telephone Tracking System, the contract manager will notify appropriate parties of the request pursuant to section II-A.

5. If requested by the contract manager supervisor, the contract manager will draft an appropriate response pursuant to sections III or IV.

C. It shall be DOEA’s policy that Senior Managers shall be kept informed of all important communication between the AAAs and their subordinates.  Unless an employee’s Senior Manager specifically communicates to them that there is no need to copy him/her in certain routine instances, a copy should always be provided.

III. Communications Sent to All AAAs

A. DOEA recognizes that communication is the cornerstone to efficient and effective business practices, and in keeping with this recognition, it shall be the policy of DOEA that whenever correspondence is deemed to be of informational value to all AAAs, regardless of impact on each particular agency, it shall be shared with every area agency.

B. Whenever communications are necessary with every AAA, the DOEA employee responsible for sending the correspondence shall draft a memo in accordance with one of the following forms.

1. Notice of Policy

a. Designed to communicate to AAAs a new policy or change in existing policy.

b. Must contain an effective date of the new or amended policy.

c. The memo may only be sent under the signature of the Secretary or Deputy Secretary, unless the Secretary expressly authorizes another designee.

d. The memo shall be distributed to all AAA Directors and a copy sent to all Senior Managers.

2. Notice of Policy Clarification

a. Designed to provide insight, explanation, or illumination on a policy that is currently in existence, or request adherence to a policy that is currently in existence.

b. The memo may only be sent under the signature of the Secretary or Deputy Secretary, unless the Secretary expressly authorizes another designee.

c. The memo shall be distributed to all AAA Directors and a copy sent to all Senior Managers.

3. Notice of Instruction

a. Designed to communicate to the AAAs that they are required or requested to perform some task.

b. Must contain a deadline by when the task should be completed.

c. The memo may only be sent under the signature of the Secretary or Deputy Secretary, unless the Secretary expressly authorizes another designee.

d. The memo shall be distributed to all AAA Directors and a copy sent to all Senior Managers.

e. Examples of this type of notice may include: notifications requiring AAAs to complete their area plan; requests for financial information; or requests for computer data.

4. Notice of Transmittal

a. Designed to provide a notice to the AAAs that is informational in nature, and will not require any activity on their part.

b. The memo may be sent under the signature of the Secretary, the Deputy Secretary, or any Senior Manager.

c. The memo shall be distributed to all AAA Directors and a copy sent to all Senior Managers.

d. Examples of this type of notice may include: notice of grant availabilities; notice of legislative activities; or notice of possible severe weather or other crisis situations.

C. Each memo drafted in accordance with one of the above forms should clearly denote in the subject line:

1. The category of notice it falls under (i.e. Notice of Transmittal, etc.)

2. The specific item the memo references (i.e. RWJ Accepting Grant Applications, etc.)

D. Employees preparing a memo pursuant to this section shall submit a first draft to their Division Director for review and/or revision.

E. Once the memo is approved by the appropriate Division Director, the following shall apply:

1. If the memo is a Notice of Policy, Policy Clarification, or Instruction:

a. The employee shall submit the draft memo to the Secretary’s Office to be reviewed and logged in.

b. The Secretary, Deputy Secretary, or the Secretary’s designee shall review the memo.

c. If approval is received, the memo shall be sent out.

d. If approval is not received, the Secretary’s Assistant shall return the draft memo to its author.

2. If the memo is a Notice of Transmittal:

a. The Division Director may give approval to send the notice out.

b. The employee shall send a copy of the notice to the Secretary’s Assistant to be logged in.

F. The Secretary’s Assistant shall maintain a numerated log and a copy of all notices sent in accordance with the above provisions.

IV. Communications Sent to Individual AAAs 

A. DOEA recognizes that in the course of business, certain correspondence may be necessary that shall affect only individual AAAs and shall have no informational value to the other AAA Directors.  In keeping with this recognition, employees shall be allowed to communicate solely with the AAA in question, provided that the following rules are followed:

1. Communication with the Area Agency shall always include the AAA Director, unless that Director has specified in writing that he/she does not need to be copied on correspondence of that nature;

2. Employees keep their supervisor informed of the matter, pursuant to section II-C; and

3. Employees are cognizant of the need to keep other persons informed of important matters pursuant to section II-A.

AAA Communications Policy Reference Sheet

(On Letterhead)
SAMPLE MEMORANDUM

To:
All AAA Directors

From:
Doug Beach, Secretary

Date:
September 1, 2007

Subject:
Notice of  
(1 of 4 types)
 : 
(Description of Specific Item in Memo)



Body of memo describing reason for notice and deadline, if applicable.

TW/(author’s lowercase initials)

Attachment (if applicable)

cc:
Senior Managers (if applicable)


NOTICE TYPES

Notice of Policy

· Communicates a new policy or change in existing policy

· Examples: New payment rates; New state guidelines for RFPs

Notice of Policy Clarification

· Explanation of a policy currently in existence

· Examples: Adherence to meals-on-wheels food heat requirement; Clarifying the term “in-home” as it relates to the RELIEF Program

Notice of Instruction

· Notifying or requesting AAAs to perform some task

· Examples: All AAAs must complete area plans; Please submit CIRTS data for a report

Notice of Transmittal

· Informational in nature; will not require activity on AAA’s part

· Examples: Notice of new point-of-contact at DOEA HQ; Information on Federal elderly legislation being considered


REFERENCE TABLE

	
	Authority to Send
	Must Contain an Effective Date or Deadline?
	Sent To

	Notice of Policy
	Secretary or 

Deputy Only
	YES
	All AAAs, Copies to Senior Managers

	Notice of Policy Clarification
	Secretary or 

Deputy Only
	NO
	All AAAs, Copies to Senior Managers

	Notice of Instruction
	Secretary or 

Deputy Only
	YES
	All AAAs, Copies to Senior Managers

	Notice of Transmittal
	Secretary, 

Deputy, or

Senior Managers
	NO
	All AAAs
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