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Why is Quality Assurance important?

• Annual QA  ensures contract compliance for 
SHIP (including MIPPA) is complete in 
accordance with the agency, and indicates if 
the contractors met the contract requirements 
through observation, documentation, and 
interview. 



Protocol From 4/1/2018 – 3/31/2020

• QA folders were created, annually, for each region.

• Those folders were maintained within the agency 
giving the coordinators the ability to add to these 
folders throughout the year.

• Coordinators were able to scan everything and send 
information, in addition, but it was mandatory to 
have this folder of information.

• This did not apply to volunteer files as I asked each 
volunteer coordinator to pull a random number of 
files (typically 10% of their total volunteers).



Protocol From 4/1/2018 – 3/31/2020

• We had a call and planned the date of the visit one 
month before the monitoring team was scheduled to 
travel to that agency.

• Therefore they must have the information prepared 
and ready by the date of our QA visit.

• If it is not completed and in order, it will go in the 
report.



Protocol From 4/1/2018 – 3/31/2020

• I brought a replacement folder to leave with 
the coordinators and took these files back to 
my office to file and use for the next year.



Protocol From 4/1/2020 – Current

• A request for information is sent to each 
agency before the week that “monitoring” 
was scheduled and the agency must submit 
that information to us by the following week.

• Rather than submit a hard copy folder to me 
the coordinators scan the requested 
information, volunteer files, and send 
information to myself or monitoring team 
lead.



QA 
CHECKLIST

Wow…that’s a lot...let’s 
just break it down!



 Basic Grant – 4/1/2018 – 3/31/2019 

 MIPPA Grant – 10/1/2017 – 9/30/2018



• Signed job description

– Get a copy of it from benefits coordinator/ HR 
rep/ fiscal director

• Timesheet of one pay period

– From fiscal person or printed from timesheet 
entry program



• I will call each coordinator’s phone line and 
check their voicemail.



• Copies of the agencies SHIP materials 
distributed to make sure they contain:

- SHIP logo (ACL or TN SHIP)

- And include the tagline regarding ACL



• Initial Trainings

– Agenda from each

– Sign-in Sheet from each 

• Update Trainings

– Agenda from each

– Sign-in Sheet from each 



• Emails sent to Loni, Sidney, the Volunteer 
Coordinator, QA Coordinator and/or the SHIP 
Director regarding any trainings planned to get 
required certification for staff and/or 
volunteers



• Print out a copy of the list of consumer the 
agency send the Part D Worksheets before 
Open Enrollment.

• Those worksheets MUST be mailed out prior 
to September 30th 2019

• Meaning that those mail outs should be keyed 
in by October 31st 2019



• Copies of SHIP materials distributed 
to consumers regarding the topics 
listed above.



• Copies of SHIP materials including the 
toll-free SHIP help line.

• Any info on advertisements, radio/TV 
commercials, blogs, or billboards.



• Spot checking your volunteer files, making 
sure they all include these above things.



• Collect copy of a budget vs. actuals report 
from agency fiscal director on line item 
categories.

⁻ Invoices of all charges to SHIP and MIPPA within a 
two consecutive month period

⁻ I would suggest the two busiest months!



Performance
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Performance Measures: SHIP

Performance Measure Definition 

Performance Measure 1:
Total Client Contacts

Percentage of total client contacts (in-person office, in-person home, 
telephone [all durations], and contacts by e-mail, postal, or fax) per 

Medicare beneficiaries in the State.

Performance Measure 2:
Total Outreach Contacts

Percentage of persons reached through presentations, booths/exhibits at 
health/senior fairs, and enrollment events per Medicare beneficiaries in the 

State.

Performance Measure 3:
Medicare Beneficiaries Under 65

Percentage of contacts with Medicare beneficiaries under the age of 65, 
and Receiving or applying for Medicare and Social Security benefits due to 

disability, per Medicare beneficiaries under 65 in the State.

Performance Measure 4:
Hard-to-Reach Contacts

Percentage of low-income, rural, and non-native English contacts per total 
“hard-to-reach” Medicare beneficiaries in the State.

Performance Measure 5:
Enrollment Contacts

Percentage of unduplicated enrollment contacts (i.e., contacts with one or 
more qualifying enrollment topics) discussed per Medicare beneficiaries in 

the State.



Running Reports for PMs
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Step 1

Step 2Step 3



Running Reports for PM’s



Running Reports for PM’s



Running Reports for PM’s



Performance Measures: SMP

Performance Measure Definition 
1. TOTAL NUMBER OF ACTIVE SMP TEAM MEMBERS Total number of individuals who spent time on the SMP program, including SMP-paid, in-kind 

paid, and volunteer team members 

2. TOTAL NUMBER OF SMP TEAM MEMBER HOURS Total number of hours contributed by team members while performing SMP work and receiving 
training to perform SMP work, including time spent by SMP-paid, in-kind paid, and volunteer 

team members 

3. NUMBER OF GROUP OUTREACH AND EDUCATION EVENTS Total number of community outreach events, education activities, and presentations to educate 
beneficiaries, family members, caregivers, and others about SMP services and detecting health 

care fraud, errors, and abuse 

4. ESTIMATED NUMBER OF PEOPLE REACHED THROUGH GROUP 
OUTREACH AND EDUCATION EVENTS 

Total estimated number of people reached as a result of SMP group outreach and education 
activities 

5. NUMBER OF INDIVIDUAL INTERACTIONS WITH, OR ON BEHALF 

OF, A MEDICARE BENEFICIARY 

Total number of individual interactions between SMP team members and beneficiaries, family 

members, caregivers, or others for the purpose of discussing or gathering information about 

potential health care fraud, errors, or abuse 

6. COST AVOIDANCE ON BEHALF OF MEDICARE, MEDICAID, 

BENEFICIARIES, OR OTHERS 

Health care expenditures for which the government, a beneficiary, or other entity was relieved of 

responsibility for payment 



Performance Measures: SMP

Performance Measure Definition 

7. EXPECTED MEDICARE RECOVERIES 
Actual and expected Medicare recoveries from criminal actions, settlements, 

civil judgments, or overpayments that resulted from the referral. Includes 

recoveries associated with a project’s referral that resulted in the opening of 

an investigation or where the SMP made a meaningful contribution to an 

existing investigation. 

8. ADDITIONAL EXPECTED MEDICARE RECOVERIES 
Actual and expected Medicare recoveries from criminal actions, settlements, 

civil judgments, or overpayments that resulted from the referral. Includes 

recoveries associated with a project’s referral to an existing investigation 

where the SMP’s information validated existing information. 

9. EXPECTED MEDICAID RECOVERIES 

Actual and expected Medicaid recoveries from criminal actions, settlements, 

civil judgments, or overpayments that resulted from the referral. Includes 

recoveries associated with a project’s referral that resulted in the opening of 

an investigation or where the SMP made a meaningful contribution to an 

existing investigation. 

10. ADDITIONAL EXPECTED MEDICAID RECOVERIES 

Actual and expected Medicaid recoveries from criminal actions, settlements, 

civil judgments, or overpayments that resulted from the referral. Includes 

recoveries associated with a project’s referral to an existing investigation 

where the SMP’s information validated existing information. 

11. ACTUAL SAVINGS TO BENEFICIARIES Amount of money recouped to beneficiaries 

12. OTHER SAVINGS 
Amount of money recouped to an entity other than Medicare, Medicaid, or a 

beneficiary 



Performance Measures: MIPPA

Performance Measure Definition

Performance Measure 1: Overall MIPPA Contacts
Percentage of total beneficiary contact forms per Medicare beneficiaries 

under 150% FPL in the State.

Performance Measure 2:
Overall MIPPA Persons Reached through Outreach

Total number of MIPPA people reached as reported on group outreach and 
education forms.

Performance Measure 3.1:
MIPPA Target Populations - Beneficiaries Under 65

Percentage of MIPPA contacts with under the age of 65, and Receiving or 
applying for Medicare and Social Security benefits due to disability, per 

Medicare beneficiaries under 65 in the State.

Performance Measure 3.2:
MIPPA Target Populations - Rural Beneficiaries

Contacts with MIPPA beneficiaries whose zip code is located in county 
classified in a nonmetropolitan category.

Performance Measure 3.3:
MIPPA Target Populations - Native American Beneficiaries

"Includes MIPPA contacts with anyone who selects one of the following: –
American Indian or Alaskan Native, or – Native Hawaiian or Other Pacific 

Islander "

Performance Measure 3.4:
MIPPA Target Populations - Beneficiaries with English as a Secondary 

Language

A client should be considered a Beneficiary with English as a Secondary 
Language if (a) they answer “no” to “Is English your first language?” or (b) if 

the counselor can reasonably conclude that the client is not fluent in 
understanding, speaking, reading, and/or writing the English language. 

Performance Measure 4: Contacts with Applications Submitted

"Beneficiary Contact forms with at least one of the subtopic options (listed 
in chart below) selected from:• Part D Low Income Subsidy (LIS/Extra Help) 

Topics Discussed -- Application Submission OR• Medicaid Topics Discussed --
Application Submission and/or Recertification"



QA Report

• Draft up a report of how the agency 
performed in the QA visit

⁻ Did they meet their PM’s and were they 
compliant?

⁻ Do you have any recommendations?

⁻ Did you have any findings?



SHIP TA Center Tips and Resources



Key Resources for Accurate SHIP Reporting

• SHIP Performance Measures At-A-Glance 

– Table with forms, fields, and answer for each PM

– Definition of rural

– Medicare-Eligible Population Data in STARS

– Qualifying enrollment topics (PM5)

• STARS Reports webinar archive (6/18/2020)

• STARS Manual

– Fields affecting SHIP PMs are flagged



SHIP Beneficiary Contacts Data Entry Checklist
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• “Session Conducted By” a SHIP Team Member? 
– “SHIP” must be checked for “Program” on that Team Member’s 

record

• Topics Discussed (PM 1): At least one topic in any category 
• Under 65 (PM 3)? 

– both "Receiving or applying for Social Security Disability or 
Medicare disability" and "64 or younger" are selected.

• Hard to Reach (PM 4)?
– “Beneficiary Monthly Income” = Below 150% FPL or
– “English as a Primary Language” = No, or
– “Zip code of beneficiary residence” meets rural classification

• Enrollment (PM5)? 
– One of the 23 topics ACL has deemed qualifying for this 

measure are checked (see SHIP PM at-a-glance reference)



Key Resources for Accurate MIPPA Reporting

• MIPPA Performance Measures At-A-Glance

– Table with forms, fields, and answer for each PM

– Definition of rural

– MIPPA-qualifying topics + definitions

• Webinars (Past and Future)

– 2/21/2020 - Entering MIPPA Beneficiary Contacts

– Register! 7/16/2020 - MIPPA Reports webinar

• STARS Manual

– Fields affecting MIPPA PMs are flagged

https://nei3a-webevents.webex.com/mw3300/mywebex/default.do?nomenu=true&siteurl=nei3a-webevents&service=6&rnd=0.493549436511023&main_url=https%3A%2F%2Fnei3a-webevents.webex.com%2Fec3300%2Feventcenter%2Fevent%2FeventAction.do%3FtheAction%3Ddetail%26%26%26EMK%3D4832534b0000000455478226bc5c14564c068b2bf09f42bd4b4ec77ed5bfd276b1d3ee4fbb53ff73%26siteurl%3Dnei3a-webevents%26confViewID%3D163222328410406530%26encryptTicket%3DSDJTSwAAAARW0Wlnx0SW7ivuV2escBkbZcTS6YUG4PXTUXZf42-BNQ2%26


MIPPA Beneficiary Contacts Data Entry Checklist
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• “Session Conducted By” a MIPPA Team Member? 
– “MIPPA” must be checked for “Program” on that Team 

Member’s record

• MIPPA Yes/No? Must be yes 
• Topics Discussed? At least one MIPPA-qualifying 
• Hard to Reach (PM3 – Beneficiary Contacts)?

– Under 65 and receiving/applying for disability benefits, or 
– Beneficiary Race (Native American – two options), or
– Rural (zip code-based), or
– English as a Primary Language = No

• Application Submission (PM4)? 
– Topics Discussed > Part D Low Income Subsidy (LIS/Extra Help) > 

Application Submission, or
– Topics Discussed > Medicaid > Application Submission or

Recertification



SHIP Login at www.shiptacenter.org
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• As of March 26, 2020, this is our login page.

– A green banner provides tips for first-time users



STARS Access and Resources



STARS Manual and Other Resources

STARS Manual:
• Chapter 1: Introduction
• Chapter 2: User Basics
• Chapter 3: Team Member Management
• Chapter 4: Beneficiary Contacts
• Chapter 5: Group and Media Outreach and Education
• Chapter 6: STARS Searches
Handouts, PPTs, and Webinars about:
• Reports 
• Performance Measures
• User roles
• Data Entry
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SMP Center Resources 



Performance Measures & Accuracy

PM* Description

1 Number of Active SMP Team Members

2 Number of SMP Team Member Hours

3 Number of Group Outreach & Education Events

4 Estimated Number of People Reached Through Events

5 Number of Individual Interactions

6 Cost Avoidance

7 Expected Medicare Recoveries

8 Additional Expected Medicare Recoveries

9 Expected Medicaid Recoveries

10 Additional Expected Medicaid Recoveries

11 Actual Savings to the Beneficiary

12 Other Savings
* PM = Performance Measure

Importance of SMP 
Data Accuracy

• SIRS is the primary 
information source for 
SMP federal reports.

• ACL depends on 
accurate information 
for reports to HHS, 
OIG, and Congress.

• SMPs rely on this data 
to accurately identify 
programmatic needs 
and issues.



National Resources and Technical Assistance

SMP Center Technical Assistance

SMP Performance Measures and SIRS

• Sara Lauer: SIRS@smpresource.org or Slauer@smpresource.org

SMP Resource Library & TRAX
www.smpresource.org

• OIG Report Training Curriculum (SMP Login > TRAX > Available Training > Curriculum)  

o SMP Performance Measure Definitions and Guidance

o OIG Report Webinar 

o OIG Report Data Accuracy Checklist 

o OIG Report Tutorials 

• SIRS training is also available in TRAX

mailto:SIRS@smpresource.org
mailto:Slauer@smpresource.org
http://www.smpresource.org/


Questions?
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