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Today’s Webinar

• Description of Eldercare Locator
• Overview of Caller Needs
• Overview of Key Resources and 

Materials 
• Q&A/Discussion
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About the Eldercare Locator:

• The Eldercare Locator was established in 1991 and is funded by the US 
Administration on Aging, of the Administration for Community Living, Health and 
Human Services and is administered by the National Association of Area Agencies 
on Aging. 

• It serves as a trusted gateway to accessing information and resources that are 
crucial to one’s health and well-being. 

• The Washington D.C. based call center operates M-F from 9:00 am - 8:00 pm ET.

• Over 4 million people have been connected to local programs and services through 
its national call center.

• Callers contact the Eldercare Locator from all fifty states, the District of Columbia 
and most U.S. Territories.

• An After Hours Voice Prompt System allows callers to have direct connection to 
agencies that are open after normal business hours. 



National Association of Area Agencies on Aging

How the Eldercare Locator Works:

• Staffing:  A Team of 17 Information Specialists 

• Certified through the Alliance of Information and Referral Systems

• Call Center Environment – Average call handle time is 7 minutes

• Over half of callers are referred by another Federal agency

• Two-tiered response system
• Information Specialists
• Enhanced Services Counselors
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How the Eldercare Locator Works:

• An average of 1,200 contacts each day
• Chats
• Emails
• Written Letters

• Enhanced Website: eldercare.acl.gov

• Customer Relation Management System

• Taxonomy Classification System

• ACL Approved Resources for Referrals

• Resource Updating - A partnership approach
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Call Volume 
Call Complexity

Call Statistics
Major Findings:
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Emerging Issues
Call complexity continues to  increase. This 
includes escalated calls regarding reporting 
of suspected elder abuse, emergency 
housing and crisis calls.
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Emerging Issues
Transportation needs continue to be the 
most requested service and there has been 
an increase in requests for supportive in-
home services. Combined these two service 
requests comprise 38% of the calls into to 
the Eldercare Locator.
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Emerging Issues
Unexpected events continue to cause 
spikes in calls to the Eldercare Locator.
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Caller Examples

1. Medical Transportation Request 

2. Help After a Natural Disaster

3. Reporting of Suspected Elder Abuse
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The Eldercare Locator
Eldercare.acl.gov
Online Resources 
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The Eldercare Locator
Eldercare.acl.gov
Online Resources 

I am concerned about a situation involving my neighbor. 
Where do I report suspected elder abuse? 

In the event of an emergency related to elder abuse, call 911. 
All instances of suspected abuse, neglect or exploitation 
involving an older adult should be reported to the designated 
adult protective services program in your state. All reports are 
confidential. To find the contact information for the adult 
protective services program that serves your area, enter your 
ZIP code or city and state in the search bar at the top of this 
page. The Eldercare Locator publication, Older Adults and 
Elder Abuse, provides additional information about elder 
abuse. 

https://eldercare.acl.gov/Public/Resources/BROCHURES/docs/factsheet-elder-abuse-508.pdf
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Service Listings in the
Eldercare Locator 

Database
Eldercare.acl.gov

1. Information and Assistance
2. Aging and Disability Resource Center
3. Area Agency on Aging
4. Title VI American Indian, Alaskan Native and 

Native Hawaiian Program
5. State Unit on Aging
6. Elder Abuse Prevention
7. Health Insurance Counseling
8. Legal Service Program
9. Long Term Care Ombudsman
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Search Example: Sacaton, AZ
Welcome to the Search Results Page. Below is a listing of resources in your community that provide information 
and assistance for older adults and caregivers. 

To locate additional services for tribal elders in your state visit the Native Service Locator.

Gila River Indian Community Elderly Services 
Program Pima-Maricopa Tribe

Address:
431 E. Pima Street

City : Sacaton
State : AZ
Zip : 85147
Website : http://www.gilariver.org/
Contact Email : Mary.Weston@gric.nsn.us
Office Phone : (520) 562-5232
Languages : English
Hours : 8:00 am - 5:00 pm, MST Monday to Friday
Directions : View on map

https://www.nrcnaa.org/service-locator
http://www.gilariver.org/
mailto:Mary.Weston@gric.nsn.us
http://maps.google.com/?q=PO%20Box%2097,Sacaton,AZ


National Association of Area Agencies on Aging

To locate additional services for tribal elders
in your state visit the Native Service Locator.

https://www.nrcnaa.org/service-locator


National Association of Area Agencies on Aging

Native Service Locator
Use the interactive map to 

locate tribal elderly services in 
your state.

Gila River Indian 
Community

Elderly Services Address:
431 E Pima Street,  Sacaton, 

AZ 85147
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Eldercare Locator 
Consumer Publications
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Eldercare Locator
Critical Conversations
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Eldercare Locator
Critical Conversations
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2018 Home for the Holidays Campaign 
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