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OUR MISSION
To provide older adults and people with physical or
developmental/intellectual disabilities the resources needed
to live with dignity and security and to achieve maximum
independence and quality of life. The goal of the Aging and
Disability Resource Center is to empower individuals to make
informed choices and to streamline access to the right and
appropriate services and supports.
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I am pleased to present the 2019 Annual Report for the Aging
and Disability Resource Center of Waukesha County. The
success of the ADRC, a division in the Department of Health
and Human Services, is attributed to our dedicated staff,
volunteers, Advisory Board, county and community partners
who collaborate on various initiatives. The ADRC of Waukesha
County continues to provide services and programs to our
citizens to enable them to live a quality life in our community.
As we reflect on 2019, the ADRC Advisory Board would like to
share the following information regarding the increasing
population of Waukesha County. Statistics show that between
2000 and 2010, Waukesha County had significant increases in
the 45 to 64 years of age group (35%) and the 65 and older age
group (28%), due to the aging baby boomer population. Almost
one out of every seven people in Waukesha County in 2010 was
65 years of age or older. By 2030, 24.6% of the population, or
110,000 residents, will be 65 years of age or older. This equates
to almost one out of every four people. Between 2010 and 2025,
the population of age 65 and over is projected to increase by
48%. As we look at these numbers, we at Waukesha County are
reviewing and revising our programs and services to meet the
needs and provide options to our consumers.

This report provides information on the activities and initiatives
provided to our community in 2019. We continue to strive for
excellent customer service and quality services for the people
we serve. Please contact the ADRC for assistance related to
aging or adults with disabilities.

MARY C. SMITH
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Aging & Disability Resource Center of
Waukesha County, Manager

AN OVERVIEW
2019 REVENUE & EXPENSES
REVENUE - BY SOURCE
Other Revenue
1.7%

Donations
3.6%

County
19.2%

Federal
31.9%

The ADRC of Waukesha County
received over 8.8 million dollars of
revenue in 2019 from various
sources. The ADRC receives a number
of grants through the federal and
state government. The community
services revenue is mostly funded
through the Older Americans Act,
while transportation and the Resource
Center are largely funded by various
state programs. Our consumers
benefit from the county tax levy
support provided to our division. 3.6%
($318,000) of our revenue is
generated by donations from
recipients of our services funded by
the Older Americans Act.
The Resource Center unit accounts
for the highest percentage of
expenditures, followed by the
Nutrition program, which includes
both senior dining and home delivered
meals. The Adult Protective Services
unit receives the most county tax levy
as it provides services and
intervention to protect the most
vulnerable adults in our community.

State
43.6%

EXPENSES - BY PROGRAM
Nutrition Program
17.5%

Administration
7.3%
Adult Protective Services
15.4%

Community Services
9%

Resource Center
38%

Transportation
12.8%
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AGING UNIT PLAN UPDATE
2019 WAS THE FIRST YEAR OF IMPLEMENTATION OF OUR 2019-2021 COUNTY AGING PLAN.
SUCCESSFUL COMPLETION OF 2019 GOALS OCCURRED IN EACH CATEGORY.
NUTRITION
Goal: In order to achieve greater participation in Congregate Dining throughout the County, targeted
marketing efforts will be developed and implemented.
Marketing efforts included a focus on the Menomonee Falls senior dining center. Postcards were
mailed to registered participants who have not been attending and provided a complimentary lunch for
them to return.
Goal: In order to encourage increased consumption of vegetables by community seniors,the ADRC will
promote and provide activities and opportunities for clients to participate in the Waukesha County
CHIPP’s Eat Well, Move Well Waukesha County vegetable promotion program.
Senior Dining menus incorporate the vegetable of the month. Promotion through social media and
marketing. Nutrition Supervisor is Co-Chair for the Eat Well Move Well campaign.

ADVOCACY

SERVICES FOR PEOPLE WITH DEMENTIA

Goal: In order to increase greater awareness of
issues with potential impact to those older adults
and adults with disabilities in our community, the
ADRC will create a standing Advocacy
Updates/Action Alerts in our ADRC newsletter.
Advocacy articles are included in each ADRC
monthly newsletter.

Goal: In order to address the growing need of
support for individuals with dementia in the
community, the ADRC will assist in providing the
guidance for the development of one new
Dementia Friendly Community Coalition.
The Elmbrook Dementia Coalition was
established and the ADRC remains a strong
partner in this initiative.

CAREGIVER SUPPORT

HEALTHY AGING

Goal: In order to continue to address the complex
needs of working caregivers, the ADRC will partner
with the Waukesha County Business Alliance to
present to local businesses HR Departments the
availability of Caregiver Support Services.
Meeting with the Waukesha County Business
Alliance was held and resources shared.
Several presentations to Employee Assistance
providers of employers in the County were
completed.

Goal: In order to promote physical exercise,
increase mood and decrease isolation, the ADRC
will create and have available for distribution a
listing of community walking locations, explore
incorporating an additional evidence based
prevention program focus on physical activity.
In collaboration with Waukesha County Public
Health, “Cup of Health” presentations were
conducted. The initial walking locations
resource tool is under development.

LOCAL PRIORITIES
Goal: In order to increase awareness about the danger of mixing prescription drugs and other substances
the ADRC, In partnership with Heroin Task Force agencies, distribute materials via our interactions with
consumers.
Opioid awareness handout is developed and distribution being piloted through local pharmacies.
ADRC Manager is Co-Chair for the Heroin Task Force Prevention Pillar.
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COMMUNITY EVENTS
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1. Honoring community partners during Older
Americans Month.
2. 2019 Aging Summit - A full day workshop for
local professionals who work with older
adults.
3. Substance Use in the Elderly presentation for
community professionals.
4. Book Club event for family caregivers.
5. Volunteer recognition event.
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RESOURCE
CENTER
The Resource Center staff provide many of the core services of the ADRC. Our
staff provide information and assistance, options counseling, long-term care
program eligibility screenings, and referrals to other agencies both inside and
outside of Health & Human Services.
In 2019, the dedicated Resource Center staff handled almost 35,000 contacts
with more than 11,000 unique individuals.

These contacts included:

2,529

1,900

Home Visits

Contacts to provide
assistance with the
Medicaid Application
process

20,167

780

Contacts made to
provide Information
& Assistance

Long-Term Care
Functional Screens
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*The State of Wisconsin revised the data tracking
requirements in 2016 and again in 2018, resulting in
a decrease in recorded contacts.

year. This could be
via phone calls or
face-to-face
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TARGET GROUP DISTRIBUTION
OF CONTACTS

TYPES OF CONTACTS MADE
The Resource Center has 28 ADRC
Specialists who rotate their duties
between assisting consumers
through the call center and
conducting in-person visits. In 2019,
these staff provided more than
34,000 contacts with community
members, which amounts to almost
3,000 contacts per month, or over
130 contacts per day.

Physical Dis.
17%

Dementia
8%

Intellectual Dis.
8.3%

Mental Health
8.5%

NUMBER OF CALLS BY AGE GROUP
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ADULT PROTECTIVE SERVICES (APS)
APS investigates and intervenes in reports of abuse, neglect, and financial exploitation of
adults at risk and elder adults at risk in the community. APS staff works to ensure safety,
promote self-determination, and intervene on behalf of clients that cannot protect
themselves.
APS also provides court services to provide protection and services in the least restrictive
setting. Examples include: petition for guardianship and protective placement, and
providing comprehensive assessments for new and annual reviews of protective
placements of wards placed outside their homes for 24/7 care (WATTS reviews).
TYPES OF INVESTIGATIONS

IN 2019 APS STAFF:
Responded to 315 Adult at Risk/Elder
Adult at Risk referrals of
abuse/neglect/financial exploitation.
Completed 313 court ordered annual
reviews of protective placement
orders (WATTS Reviews).
Petitioned for 41 Guardianships for
youth turning 18 years of age.

Caregiver Neglect
13.3%
Physical Abuse
9.7%
Sexual Abuse
1.8%

Fin. Abuse
38.8%

Self Neglect
36.4%

APS also worked diligently to build relationships with law enforcement, financial
institutions, court personnel, and community partners to build capacity in providing an
improved response to the growing number of elder financial exploitation concerns.

Left: APS partnered with NAMI to offer a Dementia Crisis Intervention training for Waukesha County
first responders.
Right: In honor of World Elder Abuse Awareness Day on June 15th, APS partnered with the Waukesha
County Sheriff to offer a community training on identity theft and cyber security.
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COMMUNITY PARTNER
HIGHLIGHT
Bank tellers, and other front line staff, are often the last line of defense between a
customer's money and a scammer. They are also personally familiar with their clients,
and they can tell when a withdrawal or behavior is out of place. In partnership with the
Waukesha County District Attorney's office, our Adult Protective Services Supervisor
and Dementia Care Specialist held a training for front line bank staff on what to watch
out for when it comes to elder financial abuse and other red flags related to dementia.
This training, titled Elder Financial Abuse and Prevention, was provided for 23
employees representing banks throughout Waukesha County and included information
about working with customers with cognitive concerns, financial exploitation of older
adults, identifying and responding to financial exploitation, and resources available
when these issues have been identified by bank officials.

"I used the skills I learned in the training to identify a
client who was the victim of an online relationship scam
and I was able to work with the client and his guardian
to end the relationship before there was a financial loss."
- Katie, Waukesha State Bank

11

910

950

CLIENTS SERVED BY TWO
ELDER BENEFIT
SPECIALISTS

CLIENTS SERVED BY TWO
DISABILITY BENEFIT
SPECIALISTS

The Elder Benefit Specialists
helped Waukesha County
residents access $4,100,000 in
publicly-funded benefits.

The Disability Benefit Specialists
helped Waukesha County
residents access $900,000 in
publicly-funded benefits.

PAT'S STORY

When Pat got a letter in the mail from Social Security
saying they were reviewing his need for disability
benefits, he became very worried he would lose them.
Pat has been diagnosed with severe anxiety and a
cognitive disability, and his monthly Social Security
Disability Insurance was vital.
Pat immediately contacted the ADRC and was put in
touch with one of our Disability Benefit Specialists.
She was able to walk Pat through the letter and
explain to him that a benefit review was something
Social Security did every few years as a formality.
Although Pat was still experiencing a lot of anxiety
about the review, together with the Benefit
Specialist, he gathered the necessary paperwork and
submitted everything on time. After months awaiting
a decision, Pat was very relieved when he found out
his benefit was approved to continue.
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TRANSPORTATION
The ADRC administers subsidized transportation services for older adults
60 years of age and older, and for individuals with disabilities who are
under the age of 60. The shared-fare taxi is available for residents who can
enter or exit a car with little or no assistance. The accessible RideLine
program is available for riders who need more assistance.
In 2019, the ADRC changed the minimum age requirement for the taxi
program from 65 to 60 in order to serve the needs of more older adults and
establish consistency with age requirements for other programs.

68K

41%

Total One-Way
Rides

Percent of rides
that were used for
medical needs.

15K 42K 11K
RideLine
Rides

Shared-Fare
Taxi Rides

Other
Rides
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AGING
SERVICES

547

Cases assigned to
Aging Services in 2019
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As the population ages, the ADRC
is seeing an increase in the
number of seniors who need these
support services, as noted by the
73% of consumers who were new
to the program in 2019. A total of
874 consumers were provided a
service through this program.
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Funding for these programs is
provided through the Older
Americans Act, Elder Abuse Direct
Services grant, and Waukesha
County tax levy.

NUMBER OF PEOPLE PROVIDED
WITH EACH SERVICE IN 2019

Re
sp
ite

The Aging and Disability Resource
Center of Waukesha County
(ADRC) offers a variety of programs
to meet the needs of older adults.
They are available directly from
the ADRC or in cooperation with
other agencies.

400

Consumers who were new to
Aging Services in 2019

THE BUSH
FAMILY
Like many families, John and Patti were
too busy dealing with the daily
struggles of aging to give much thought
to their future. Unfortunately, when John
ended up in the ICU it became clear that
he was no longer able to be the sole
caregiver for Patti, who has dementia.
“Our family did not have a plan for our
parent’s long-term care needs.
We were suddenly faced with making
some very quick and life dependent
decisions without any knowledge of what
to do,” Don, the couple’s son, said.
The social worker at the hospital
provided John, Patti and their children
with the ADRC Resource Guide and
recommended they give us a call to speak
with someone about long-term care
options and other resources to support
them.

After that first conversation it became clear that the
family’s needs were numerous and it would take a
team approach to ensure both Patti and John were
well cared for. An ADRC Specialist, our Dementia
Care Specialist, and someone from our Aging Unit
all sat down with the family to discuss their needs
and options.
John and Patti were immediately set up with home
delivered meals and transportation options that
allowed John to get back and forth from his dialysis
appointments. The Dementia Care Specialist worked
with the family to help them understand Patti’s
needs and how to best assist her, and a staff member
was able to walk the family through the Medicaid
application process and the long-term care options.
“Navigating through all of the paperwork and
insurance care options for our parents was made
easier by the help of the staff at the ADRC.
Throughout the entire process, our family felt as if
the ADRC was like a good friend helping the family,”
Don said.
Unfortunately, John passed away in late 2019, but
with the help of the ADRC, Patti’s Medicaid
application was approved and the family now has
peace of mind knowing Patti’s needs are being met.

"Throughout the
entire process, our
family felt as if the
ADRC was like a good
friend helping
the family,” - Don
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SENIOR DINING & HOME DELIVERED MEALS
The ADRC operates 10 senior dining centers throughout the county and
also provides home delivered meals to those 60 years of age or older, who
are homebound or unable to prepare nutritious meals for themselves.
There is no cost to participate in either program, but confidential
donations are accepted. No eligible client is denied a meal because of
inability to contribute financially.

TOTAL MEALS SERVED IN 2019

SENIOR
DINING

HOME
DELIVERED

39,928

126,000

PARTICIPANTS
REPORTED AN IMPROVED
QUALITY OF LIFE

85%

TOTAL MEALS OVER YEARS
Over the past five years, the total number of meals served has
remained relatively steady. However, we have noticed a decrease in
senior dining meals and an increase in home delivered meals.

2015
2016
2017
2018
2019
0
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VOLUNTEERS
Volunteers provide thousands of
hours of services to the ADRC every
year and the impact is
immeasurable. Without volunteers,
the ADRC would have to reduce
programming and limit the
services provided to the residents
of Waukesha County.
Volunteers opportunities included:
Home Delivered Meal Drivers
Senior Dining Assistants
Office Assistants
Greeters
Volunteer Guardians
Advisory Board Members
And More!

OUTREACH
In 2019, the ADRC focused on
building relationships with other
community organizations in an
effort to increase awareness of our
services and available resources.
Outreach activities included:
Producing a monthly newsletter,
Participating in local health
events,
Printing an annual Resource
Guide,
Organizing educational events
for the public,
And more!

VOLUNTEERS:

675
TOTAL HOURS

36,931
VALUATION OF
VOLUNTEER HOURS

$927,707
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Doreen had been suffering from chronic
pain for years. She tried numerous types
of therapy, visited dozens of doctors,
and took many prescriptions and
supplements with little to no relief. In
order to gain some control over her
pain, Doreen decided to sign up for the
Healthy Living with Chronic Pain
program offered by the ADRC.
Healthy Living with Chronic Pain is a
researched and proven program that
teaches participants strategies to better
manage pain by building a “pain
management toolbox.” Facilitated by
two trained leaders, the program delves
into topics related to mental, physical,
and emotional well-being. The small
and interactive group setting allows
participants to share their experiences
and learn from others. By attending the
six-week long workshop, Doreen gained
invaluable tools to help her adapt to her
“new normal.”
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DOREEN'S
STORY
“The ideas from the instructors and
classmates on how to deal with my
pain has assisted me immensely.”
Doreen said.
Since completing the Healthy Living
with Chronic Pain program, Doreen is
now better equipped to talk to her
doctors about her health conditions.
She was able to make tweaks to her
treatment plan to better address her
pain. She also pays closer attention to
what she eats and makes a point to
exercise more often. Doreen is
confident that the changes she’s made
as a result of attending the program
will stick with her for years to come.

DEMENTIA CARE
In 2019, the Dementia Care Specialist was able to:
Provide support for five area Dementia Friendly Communities in Oconomowoc,
Pewaukee, Elmbrook, Muskego, and Menomonee Falls.
Provide 15 Dementia Friendly Business Trainings and 27 awareness presentations
in the community.
Facilitate 15 community memory screen events, and provide more than 120
memory screens collectively between events, home visits, and walk-ins.
Update on Dementia Challenging Behaviors Response Initiative:
Individuals with dementia who display challenging behaviors present unique risks to
their well-being and the ability to be cared for by others in the community. The purpose
of this community partnership is to build upon the recommendations of the Dementia
Crisis Innovation Grant project conducted throughout 2018. Three action teams were
formed in order to move this project forward. The three teams are each focusing on
one of these target areas:
1. Building capacity for professionals responding to dementia challenging behavior.
2. Building capacity for informal caregivers responding to dementia challenging
behavior.
3. Developing a clear intervention process for when an individual’s challenging
behaviors has escalated and there is a need to call outside assistance.

HEALTHY AGING
The ADRC works in partnership with other county departments and external
organizations to offer programs and information to help older people in our
community prevent common health problems, manage chronic conditions, and
maintain good health.
In 2019:
375 community members attended one of many Health & Wellness classes.
17 "Cup of Health" community workshops were held to provide information
on topics such as bone health, self-care, and medication safety.
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