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Supporting family caregivers to help keep care at home
• Our country depends on family caregivers to meet the long-term care needs of
individuals with disabilities and older adults. Caregivers are committed to caring
for a loved one at home, they should not have to do so alone.
• Family caregivers need coaching (training), ongoing professional support, and the
opportunities to share their insights on the needs of their loved ones; Seniorlink
helps caregivers to:
• Provide personal care (e.g. bathing) safely
• Identify and manage behaviors
• Understand the implications and progression of complex conditions
• Recognize signs and symptoms of changing health care needs
• Communicate their observations, ask the right questions of health care providers,
and appropriately utilize health care resources
• Seniorlink has been providing professional support to family caregivers since 2005
• We currently serve over 7,500 Medicaid consumers and over 11,000 caregivers in
ten States (CT, GA, IN, LA, MA, OH, PA, RI, SD and now NC)

2

The need for family caregivers continues to grow as
does the imperative to support them in the role
Evolving preferences for care at home, changes in health care practices (e.g. shorter
hospital stays), and direct care workforce shortages are pressing family caregivers into
roles for which most are not prepared.
• Increased demand for flexible and culturallyinformed services requires us to adapt our thinking:
• Addressing the growing caregiver gap by
To reduce the risk of COVID-19
including family caregivers as part of the
infection, homes have become the
workforce solution
default setting for both medical
• Providing these informal caregivers with
care and long-term care, and
professional and financial support
family members have become

• Caregivers are stepping away from the traditional
workforce to take on increasingly complex
caregiving responsibilities
• Managing physical and behavioral health care
needs, providing skilled care, providing long-term
care
• Neglecting their own health and self-care needs

frontline workers.

- RAND Corporation Perspective, January
2021
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Coordinated
Caregiving
Overview

Coordinated Caregiving – a new service available though the
Community Alternative Program for Disabled Adults (CAP/DA)
Waiver
Core components of the service:
• The consumer (beneficiary) receives help with her/his
daily care needs from a trusted family caregiver who lives
in the same home
• The caregiver receives ongoing professional and
financial support from professional care coaches
(agency)
How it works:
• The caregiver and home are “credentialed” to ensure that
they meet State-established criteria (e.g. caregiver
background checks, safe and accessible home)
• The caregiver is assessed to identify her/his strengths
and support needs; a family-focused coaching plan is
established
• The caregiver and the care coach “meet” and connect
regularly (through video visits, phone, etc.)
• Care coaches provide updates to case managers about
changes in the consumer’s health or behavioral
conditions, events (e.g. hospitalizations), and relevant
circumstances in the home
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Care Coaches connect with family caregivers using Vela

Send and receive
text messages and
images to share
information and
communicate

Access a shared
calendar to easily
schedule and view
appointments, events
and tasks

Receive real-time
alerts to stay informed
of changing
consumer health and
incidents

Provide educational
content based on
the care needs of
the consumer or
caregiver
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Examples of
Seniorlink
Outcomes

Caregivers are engaged and using technology daily to share
their insights and let us know what they need
•

•

During the measurement period (8/16/20 – 9/14/20), ~7000 caregivers:
• Sent more than 21K messages to their coaches
• Each had an average of 33 digital connections (messages, Questionnaires, content shares)
with their Care Coach
• Read 87% of messages received within a day
• Responded to 58% of messages received within a day
• Had an 82% response rate to structured Questionnaires (e.g. an assessment, a daily check-in,
a survey to understand the impact of COVID-19).
The high rates of engagement enable Seniorlink to test and evolve caregiver-focused coaching
content and media (e.g. documents and videos)

Caregiver Messaging
21,427

Total # of Messages Sent by Caregivers

Read Rate
1.0
Days to
Read

87%

Caregivers
Messaging

55%

Response
Rate

58%

1.1
Days to
Respond
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Care coaches use real-time feedback to inform their
coaching and collaborate with case managers
We asked caregivers
“What are you most concerned about?”

Pre-COVID
Utilities

Currently
20%

Transportation 18%

Food

10%

Supplies for care 8%

Medicine

16%

Medicine

6%

Housing

16%

Transportation

4%

Food

11%

Utilities

4%

Safety

5%

Safety

5%

Housing

2%

At the start of the public health emergency, the coaching topics most frequently used with families shifted
substantially toward topics such as: addressing increased behaviors and social isolation, effective hand washing,
homemade sanitizing wipes and PPE, how to self isolate while at home, and accessing additional resources.
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Coaching support improves caregiver knowledge and
confidence and reduces caregiver burden
•

Caregivers report high rates of confidence in managing medical conditions and
challenging behaviors, and caregiver capacity to engage with medical professionals

•

Focused coaching on caregiver self-care and respite helps caregivers recognize
when and how to take breaks from caregiving

How confident do you feel in managing medical conditions?

99.1%

How confident do you feel in talking with medical professionals?

99.2%

How confident do you feel in managing difficult behaviors?

97.7%

Do you know how to identify when you need a break from caregiving?

96.4%

Source: Seniorlink 2019 Caregiver Satisfaction Survey; results shown combine top two box scores (confident and very confident)
in first three measures.
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Connecting caregivers to consistent coaching drives
improved clinical outcomes for consumers
•
•

Coaching practices and protocols focus on helping caregivers acquire the
knowledge and confidence to make informed and accurate medical care decisions
In a study that evaluated outcomes for consumers served through Seniorlink’s
caregiver coaching and support programs compared to populations with
comparable complex care needs, consumers with supported caregivers had
substantially lower rates of falls, ER visits, and hospitalizations

Events Per Person Per Year

High Complexity Consumers ≥65 Years Old
1.0
0.8

-75%

-40%

-32%

0.78

0.76

0.77
0.53

0.6

0.46

0.4
0.2

0.19

0.0

Falls
MCBS Benchmark

ER Visits

Hospitalizations

Seniorlink Clients

Anne Tumlinson and Jay Patel, Improving Outcomes in Complex Populations, Medicare Current Beneficiary Survey vs.
Seniorlink Study Population, 2018. https://cdn2.hubspot.net/hubfs/2580292/Seniorlink%20MCBS%20Whitepaper.pdf
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Seniorlink is the most
wonderful program out there.
My care coach is great. We
work together and he knows
me and my mom’s struggles
and supports us. I thank God
for putting them into
my life.
- Richard, Caregiver to his Mom,
Gloria

Caregiver Testimonials
“They really care for both the member and the
caregiver. It is a big difference when the company
cares about the caregiver.”
Patricia, Caregiver to her niece, Kierra and in our
program since March 2020

“If you are overwhelmed and feel like you are
all alone caregiving, Seniorlink can help.
Seniorlink is a great advocate for me and they
make my job easier as a caregiver.”
Zenqueria, Caregiver of her Father Moreo, and in our program
since December, 2019

“For 22 years all I wanted to do was stay at
home and care for my son who has severe
epilepsy and Seniorlink allowed me to do that.”
Theresa, Caregiver to her son Justin, and in our program since
February 2020
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Supporting
Family Caregivers

When Coordinated Caregiving is the right fit
• Consumers want trusted live-in caregivers to provide daily care and
supervision; spouses and legal guardians can participate
• Caregivers have been providing support to loved ones and need
additional support to continue their caregiving role
• Coordinated Caregiving is the right fit when caregivers would benefit
from:
• Professional support to help manage changes in the health and care needs of
consumers and to reduce caregiver burnout
• Help to improve their confidence and skills to communicate effectively with
clinicians and specialists
• A fixed tax-free stipend because hourly paid wages or income could negatively
impact caregivers’ access to public benefits (e.g. SSI, Medicaid, SNAP)

• Less burdensome administrative responsibilities (no timesheets and no EVV
requirements)
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Seniorlink’s Service Area
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Thank you
Want to learn more?
We are hosting presentations with local organizations (DSS offices, CMEs,
advocacy organizations, etc.)

Shannon Butler-Greene, Program Manager sbutlergreene@seniorlink.com
Seniorlink
Call 866-667-0080 or
email NorthCarolinaSL@seniorlink.com

Visit us at: cc-nc.com
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