
AI and I&R/A

AI tools are rapidly emerging in software,
systems, and platforms. These tools may
assist with administrative tasks, resource
database management, quality
assurance, transcription, analytics, and/or
direct consumer interactions (e.g.,
chatbots or automated referrals).

To better understand AI use across
Information & Referral/Assistance (I&R/A)
programs, including those that may also
be described as Community Navigation,
ADvancing States conducted a survey in
April of 2026. The survey gathered data on
how I&R/A programs are currently using,
or considering, AI tools, and what policies
and practices are in place.

This infographic covers the status of AI
use, areas of use, and benefits and
concerns. 

Use and Considerations

ABOUT THE SURVEY
Out of 128 respondents, 29 percent were
Area Agencies on Aging (AAAs), 20 percent
were Centers for Independent Living (CILs),
15 percent were State Agencies on Aging
and/or Disability, 13 percent were Aging and
Disability Resource Centers (ADRCs), nine
percent were other non-profit organizations,
an additional nine percent were 211s, and five
percent were “other”. 

Respondents

The majority of respondents represent
small to modest-sized I&R/A programs.
65 percent of respondents reported they
have between one and 10 staff on their
I&R/A program. Just 18 percent of
respondents said they have over 20 I&R/A
staff.

Program Size

September 2026



Currently Using Exploring Piloting Not Currently Using Not Allowed Unsure

0 20 40 60 80 100
Percent of Respondents

Survey respondents selected the option that best represents their organization’s current
AI use status. Out of 128 respondents, roughly half of respondents are using, exploring, or

piloting AI tools and about half are not currently using AI or AI tools are not allowed.

AI Use and Non-Use

Reasons for Non-Use of AI
Non-users are respondents who told us that AI is not allowed or their agencies are not
currently using AI tools. The top reasons for non-AI use include (n=59):

Status of AI Use

Top Reasons for Non-Use of AI
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Areas of AI Use

Administrative
Activities

Consumer-Facing
Activities

Highest
percentages of
reported use
are for
administrative
activities. 
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Note taking and/or summarization

Transcription or call documentation

Reporting or data analysis

Chatbots

Administrative functions

Translation tools

Communication access

Workflow automation

Intake or referral support

Quality assurance/call evaluation

AI-assisted phone tree navigation

Data quality review

Sentiment analysis

Automated referral matching

Automated follow-ups

Other

Predictive analytics

Risk scoring or prioritization

Taxonomy management

These activities reflect areas where respondents reported AI is being used, piloted or
explored (n=61).



Benefits and Concerns
Users reported the
top benefits of AI use
(n=34):

Compared to top
concerns cited by AI
users, explorers, and
those piloting tools
(n=59):

TOP BENEFITS

Increased Efficiency: 71%

Reduced Documentation
Burden:

38%

35%

Improved Quality
Monitoring:

29%

Enhanced Language
Access:

Improved Data
Accuracy:

18%

TOP CONCERNS

Privacy/Confidentiality: 58%

58%

System Integration: 42%

41%

Inaccurate Outputs:

Improved Reporting:

Data Security:

29%

Cost: 37%

Legal/Regulatory: 31%

24%
Staff Buy-In Concerns: 29%

Faster Response Times: Staff Training Concerns: 29%

The AI survey was conducted through the National I&R Support Center administered by ADvancing States with funding provided in part by the
Administration for Community Living, U.S. Department of Health and Human Services. The project period ended July 31, 2026. 
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