
ROLES AND RESPONSIBILITIES 
WEBINAR 1 -2016 

 



Welcome to Alaska’s  
Medicare Information Office (MIO) 

• We are the State Health Insurance Program 
(SHIP) and the Senior Medicare Patrol (SMP)  

• Counselors help with several major roles: 
– Provide one-on-one personalized counseling for 

people with Medicare 
– Conduct outreach to the public and media 
– Empower seniors to prevent healthcare fraud 
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How We Are Organized 

• We are the State of AK, Dept. of Health & 
Social Services/Senior & Disabilities Services 
(DHSS/SDS) 

• Both the SHIP and SMP are housed in the 
Medicare Information Office 

• We try to be a one-stop-shop for all things 
Medicare  

• We coordinate with many other agencies 
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Every State has a SHIP 
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• The State Health Insurance Program (SHIP) is the 
way that Medicare tries to meet the needs of 
beneficiaries in each state and US territories. 

• SHIP is all about helping people get enrolled into 
the appropriate parts and pieces of Medicare, 
navigate their health insurance benefits.    
 

This is our logo as Alaska’s SHIP                             
We are currently #10 out of 54!  



Every State has a SMP 

2/9/2016 5 

• The Senior Medicare Patrol (SMP) is the 
federal government’s way of stimulating each 
state to empower seniors to prevent Medicare 
fraud 

• This effort helps empower people how to 
protect their identity and Medicare benefits 



This is a grass-roots effort 

 
We rely on trained volunteer counselors 

throughout the state to help seniors and people 
with disabilities in their communities understand 

and navigate Medicare.    
 

It is very satisfying and thankFUL work. 
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How to Become a 
Counselor or Volunteer 

At a minimum, the process requires: 
 1. a completed application form 
 2. interview with MIO staff 
Depending on the role, the screening process may 

also include:  
 1. reference check 
 2. criminal records check 
 3. driving records check 
 4. education or employment background check 
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Background Checks  

• Because of the sensitive nature of health and 
financial information, background checks are 
required for all volunteers.   

• Counselors or volunteers working for other 
agencies or facilities funded by the State of 
Alaska may already have completed a 
background check. 
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Not All Volunteers Are Counselors 

• Medicare Minute presenters 
• Information Distribution 
• Appointment scheduling 
• Directing traffic at outreach events 
• Administrative 

– Copying  
– Filing 
– Data Entry 
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Not All Counselors Are Volunteers 

Alaska SHIP/SMP funds are granted to the following 
agencies to staff Medicare counselors: 

 -Anchorage Senior Activities Center  
 -Kenai Independent Living Center 
 -ACCESS Alaska, Fairbanks 
 -Southeast Independent Living Center 
 -LINKS, Mat-Su  
  

There may be paid staff at various agencies who learn 
about Medicare to assist their clients needs.  
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Qualities and Skills We look for in 
Medicare counselors 

• Dependable, patient, and compassionate 
• Can explain and simplify complex information 
• Enjoys problem solving 
• Good interpersonal skills 
• Good listening skills 
• Can protect client confidentiality (HIPAA) 
• Public speaking experience 
• Can work during the workday  
• Strong computer skills with web & email access  
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Counseling and Media  
• Counseling can include: 

• telephone calls  
• face-to-face  
• researching a topic or issue 
• contacting outside providers and insurance companies 

 
• Outreach may involve:  

• Presentations to the public or media 
• Booth or exhibits at health or senior fairs 
• Enrollment events 
• Radio or TV Shows 
• Other printed or electronic media 
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Counselor Roles 
• Act within the scope of your responsibilities 

and abide by all program policies and 
procedures 

• Participate in initial and update trainings 
appropriate for your position/role 

• Record all Client Contact (CC) or Public Media 
(PAM) events in SHIP NPR 

• Record fraud events in SMP data base (SIRS)* 
• Sign a memorandum of agreement    
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Presenter
Presentation Notes
*The SMP Information and Reporting System (SIRS) is the nationwide, web-based data collection and reporting system that facilitates reporting of SMP activities including: individual interactions, group outreach and education, media outreach and education, and team member information. 

I will touch more on fraud reporting in the SIRS data base during our webinar regarding Medicare & Medicaid Fraud & Abuse prevention on April 6, 1-2:30pm.   



MIO Staff Roles 
• provide program management and leadership to reach SHIP 

and SMP goals 
• provide resources to support counselors throughout Alaska 
• provide assistance, supervision and mentoring to the 

counselor 
• provide counselors news releases and other media about 

Medicare 
• assign counseling cases to local counselors 
• assist in organizing outreach events 
• handle advanced resolution casework referrals from 

counselors 
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Expectations 

• We expect all counselors to represent the 
Medicare Information Office in a professional 
manner 

• Maintain confidentiality of clients, staff, 
volunteer, and counselor information 
according to HIPAA 
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Presenter
Presentation Notes
Confidentiality is a priority for both the Volunteer Counselor and client.  All information (medical, financial, personal) provided by the client is absolutely confidential and not to be shared with anyone except on an “as needed” basis with physician offices, insurance companies, or governmental agencies with the client’s permission.

The Volunteer Counselor’s confidentiality is also a priority.  Counselors do not give out names, addresses or phone numbers of Counselors to a client.  The Counselor will be given the client’s contact information and will make the initial contact.  The Medicare Information Office staff may follow up with the client to ensure that all their needs were met as it relates to the Medicare counseling issue they called about.

Volunteer Counselor and client information is not to be distributed to any third party for any reason to protect everyone’s privacy.





Volunteer Dismissal 

The Medicare Information Office maintains the 
right to dismiss any member of the volunteer 
staff who does not participate according to 
agreements and responsibilities reviewed.  
A warning will be discussed and provided in 
writing with a suggestion for corrective action.   
If the problem persists, the volunteer counselor 
may be dismissed. 
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Justifiable Causes for Dismissal 
- A counselor continuously provides erroneous information during 

counseling or outreach events 
 

- A counselor creates a discriminatory environment based on gender, race, 
nationality, color, age, disability, religion, creed or sexual orientation 
 

- A counselor profits, in any way, from providing Medicare counseling 
services 
 

- A counselor fails to respond to emails or voicemails suggesting that they 
have moved and they cannot be reached 

 
- A counselor fails to maintain documentation of activities and file 

necessary reports in a timely manner 
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www.shipnpr.acl.gov  

All instances of counseling and outreach are 
documented in the SHIP NPR online system.  
 

This information goes to the Administration for 
Community Living (ACL) to track how and where 
counselors are helping Medicare consumers in 
Alaska.   
 

Not reporting data can mean reduced funding 
for our grant! 
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http://www.shipnpr.acl.gov/


SHIP NPR and Unique ID’s 

• You need to register for SHIP NPR 
• Data entry takes about one minute for each 

contact or event 
• Certified counselors also get a direct “hotline” 

to the 1-800-Medicare Customer Service 
• Contact the Medicare Information Office staff 

to get help with SHIP NPR and Unique IDs 
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Websites 

• The national, official, authoritative and 
current website is www.medicare.gov 
 

• We maintain the www.medicare.alaska.gov 
which is specific to Alaska. 
 

• Please utilize both these sites to stay current 
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http://www.medicare.gov/
http://www.medicare.alaska.gov/


Medicare Information Office 
1-800-478-6065 

Judith Bendersky  
Medicare Information Office Director 
Desk: 907.269.3669 
judith.bendersky@alaska.gov 
 
Jeanné Larson 
Lead Counselor and Trainer 
Desk: 907.269.3649  
jeanne.larson@alaska.gov 
 
Anthony “TJ” Zielinski 
Administrative Assistant 
Desk: 907.334.0841 
anthony.zielinski@alaska.gov  
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