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Dear Fellow Citizens: 

As our economy continues to struggle and unemployment rates remain in 

the double-digits, the Department of Social Services is committed to our 

vision of ñusing a holistic approach to assure safety, promote self-

sufficiency and permanency in the lives of adults, children, and families 

through collaboration and partnership within the community.ò During 2009, 

the department received over 85,000 applications for assistance from Guil-

ford County residents. 

With a growing demand for the services we provide and limited resources, our challenge has been to find 

efficiencies in our operations to meet the growing demand.  I challenged the program areas to identify Wildly 

Important Goals (WIGs).  WIGs are the most critical issues facing the program at the moment to ensure the 

success of our operation.  By focusing on our WIGs, we have been able to improve the outcomes of the citi-

zens we serve. 

As a result of our WIGs, staff made customer service a focal point.  In Family & Childrenôs Medicaid, staff 

set a goal to return phone calls within 24 hours; the average time to return phone calls is now less than 8 

hours.  In our continued effort to reduce the clientôs wait time, we have reorganized our reception area and 

staffed the windows with program specific workers that are able to meet many of the needs of our clients.  

We have also implemented an appointment system that allows clients to make the decision to wait to be  seen 

by a worker or to schedule an appointment. The Aging and Adult Services Division volunteered at partner 

agencies to increase collaborative services for our adult clients; and child welfare continually seeks innova-

tive practices to reduce the number of children in custody.  These are just a few strategies we have imple-

mented to meet our growing demand. 

We are committed to providing efficient and effective service to the citizens of Guilford County. 

Sincerely, 

 

Robert Williams, Director 

 



 3 

 

 

Aging and Adult Services Division 
Addressing the needs of  the most vulnerable adults in Guilford County 

Elderly and disabled citizens need access to an inte-

grated health and social services system that encom-

passes the entire continuum of care from home and 

community based services to residential care. Aging 

and Adult Services helps meet this need through pro-

grams designed to promote independence, choice and 

self-sufficiency.  Aging and Adult Services includes 

Adult Protective Services, Adult Foster Care, In 

Home Aide and Adult Medicaid. 

Protective Services 

The Adult Protective Services (APS) Unit is com-

prised of two segments of social workers-Adult Pro-

tective Social Workers and Adult General Social 

Workers.  Protective Social Workers evaluate re-

ports of abuse, neglect, and/or exploitation for dis-

abled adults and provide assistance if protection is 

needed. General Social Workers provide case man-

agement for disabled adults who are in need of as-

sistance in identifying needs and locating and coor-

dinating services to meet those needs. 

Services offered include intake, adult protective ser-

vices evaluation, adult protective services mobiliza-

tion and planning, individual and family adjustment 

(counseling and general case management), repre-

sentative payee services (budgeting for those who 

are incapable of managing their social security 

benefits), at-risk case management (case manage-

ment for those at-risk of abuse, neglect, and/or ex-

ploitation), information and referral services, and 

community outreach.  

 

Traditionally, the average APS client has been 

elderly with the accompanying age related chal-

lenges.  Over the past 2-3 years, there has been a 

shift in the client base in both APS and General 

Cases.  More clients are below the age of 60 with 

severe, persistent mental illness as their primary 

disability.  Many of these clients are not physi-

cally frail and, as such, are more capable of pro-

ducing a detrimental effect in their own lives, 

placing themselves and providers at higher levels 

of risk and professionals at higher levels of li-

ability. 

Community Support Services were discontinued 

statewide (no referrals after 10/09) to reduce 

mental health costs. Unfortunately, there are no 

viable alternatives for clients who received these 

valuable services leaving a gap in service provi-

sions.  In turn, this has placed a greater strain on 

the APS unit workers who are serving these cli-

ents as they lack the support they need to meet 

the mental health needs of these clients. 
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Adult Foster Care 

The Adult Foster Care Unit provides assistance to 

aging and disabled adults and their families in lo-

cating substitute homes or residential health care 

facilities suitable to their needs when they are un-

able to remain in their own home; provides consul-

tation; technical assistance and monitoring of li-

censed adult care homes or assisted living facilities; 

provides guardianship services to those individuals 

who have been declared incompetent by the courts; 

provides reimbursement through adult care home 

case management to licensed adult care homes for 

the provision of heavy (enhanced) personal care 

assistance to special assistance Medicaid eligible 

residents; and provides case management services 

to authorized residents, their families and facilities. 

Average Adult Guardianship Cases by 

Fiscal Year
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Over the last four years, the Adult Foster Care 

Unit has seen an increase in the number of fami-

lies/individuals requesting services. A significant 

component of this increase can be attributed to 

Guardianship appointments of adults with a pri-

mary diagnosis of mental illness.  As of FY2010, 

the guardianship program caseload size is 183 

compared to 167 in FY 2009.  The average 

caseload size per social worker is 47+, which ex-

ceeds the state recommended caseload size of 25-

30 cases per worker. 

The economic crisis is having a significant impact 

on Adult Foster Care programs. There has been an 

increase in the number of requests for placement 

assistance from elderly and disabled adults and/or 

caregivers without income or a payer source.  Our 

elderly and disabled adults are unable to maintain 

their current living situations at Adult Care Homes 

due to exhaustion of private pay funds and ineligi-

bility for social security disability and/or special 

assistance benefits.  This exhaustion of private pay 

funds also impacts their ability to pay for medica-

tions needed to maintain their current health status; 

making Adult Care Home monitoring challenging 

for facilities that can not afford to cover the cost of 

care and medications for their residents. 

Effective October 1, 2009, the Special Assistance/

Adult Care Home (SA/ACH) basic rate decreased 

from $1207 to $1182.  This policy change presents 

a crisis for most Medicaid funded Adult Care 

Homes.  The Adult Care Homes provide 24/7 per-

sonal care services and supervision of residents for 

approximately $57.60 per day; which compro-

mises the quality of care that residents receive at 

Adult Care Homes.  This compromise increases 

allegations of neglect; causes a lack of appropriate 

staffing; and unsafe physical environments which 

impacts the number of Adult Care Home com-

plaints. 
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In  Home Aide 

The In Home Aide Unit (IHA) provides services to  

aging and disabled adults living privately in our com-

munity. The services are designed  to help prevent the 

deterioration of an individualôs functional capacity 

and assist adults to remain safely in their homes 

rather than experience premature placement into a 

long term care facility. IHA provides home care ser-

vices such as light housekeeping, laundry, meal 

preparation and personal care for customers through 

contracts with local home care agencies. 

The Special Assistance In-Home (SA-IH) program 

presents an alternative choice to those clients who are 

in need of assisted living level of care by providing a 

money payment that will help meet their needs and 

maintain their safety at home. 

Adult Day services are provided to support adults in 

the community who might otherwise require long 

term care by providing access to certified day pro-

grams that prevent social isolation; provides the op-

portunity for care providers to work or have respite 

time; and for individuals to enhance their quality of 

life. 

The Guilford County Department of Social Services 

has the responsibility of providing technical support 

to and monitoring of the Adult Day Care and Day 

Health (ADC) centers for compliance with state certi-

fication standards to ensure the safety and wellbeing 

of participants. Staff also investigate allegations of 

participant rights violations and report allegations of 

abuse and neglect.  Adult Day Services Coordinators 

also provide training opportunities 1-2 times per year 

for Guilford County daycare providers. 

Services provided by the In Home Aide unit offer an 

opportunity for adults to remain independent in the 

least restrictive environment, their home. Staff works 

closely with other community partners and are part of 

the Piedmont Triad Community Resource Connection 

(launched November 16, 2009) offering a ñno wrong 

doorò approach to service access in our community. 

Statistical Data 

In Home Aide is serving 116 adults. 

Special Assistance In Home is serving 85 

adults. 

Adult Day Care is currently assisting 53 adults 

with financial access to services and monitor-

ing 8 Adult Day Care/Health centers in Guil-

ford County. 

The IHA unit has 181 persons waiting for ser-

vices across 3 programs. Additional funding/

staffing to support our community is needed. 

Home Management services are limited to 4 

hours per week, Personal Care services are 

limited to 8 hours per week in order to stretch 

funding and provide services to as many peo-

ple as possible. 

The IHA unit also has staff from the NC Division of 

Services for the Blind.  Their purpose is to enable 

individuals, who meet program eligibility guidelines 

and who are blind or visually impaired to reach their 

goals of independence and employment.  Division of 

Services for the Blind staff currently serve 113 citi-

zens in Guilford County.  Some of their services in-

clude: 

Assessment of independent living and employ-

ment needs. 

Individual and group instruction in daily living 

skills, technology, travel and other adaptive 

skills. 

Post-secondary, vocational and other job-related 

training. 

Job counseling, placement and follow-up. 

Eye care and related medical services. 

 




