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Massachusetts SHINE by the numbers
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4.0 FTE at state level
13 regional programs,-2 staff, 3660 counselors
1 statewide Greater Boston Chinese Golden Age Center

700 +£ volunteer and paid staff counselors coverineq commu?'mfsed .
organizations, mufiservice and senior centers, independent living, hospite
housing, cancer clinics

Independent sector states that volunteer hours in MA are worth $34/hour
88 bilingual counselors
In CY 202@lmost 62,000 client contacts

Group Outreach and Education Ever#t&5 statewide; total of 576 hours
Estimated # of attendees 10,706

Media Outreach and Education Everti64 statewide: total of 861 hours
Estimated # of attendees 3,095,267

15 cable television shows including the Young at Heart show in Dracut, v
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Prior SHINE Counselor Training
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2020 Training Changes

Do Io o Do
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All in person training paused, suddenly became virtual

Some counselors took a leave of absence (60% of
counselors > 65 years old)

Some acquired new roleMeals on Wheels, food banks

Conducted a survey in early spring 2020

A Surveys returned revealed a need for immediate new
counselor training with computer competency, increased
broadband etc.

Training on technology needed (Zoom, privacy, sharing
screen?and posted on counselor web site

Over 100 new counselors trained by 9/15
Mentoring via Zoom or Phone
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Counseling Session

A By phone, Skype, Zoom omaail with mail/drop off
component

A Counseling demand lower from some, but digital
competency led to creation of short educational
videos for consumers and counselors

A Process established to retrieve call or email, forward
aSRAOINEBE . STIAYYSNXa DdzA RS
then counselor make call or emall

A Privacy concerns, blocked phone numbers led to use
of agency emails, Google Voice, more training and
work arounds
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Counselor Website

A Before COVIRO9
A SHINE has a counselor website where
counselors can gain access to documents,
charts and any updates needed
A During COVI9
A Creation of new sections of the website:
A Remote Counseling Tools
A COVIBL9 Resources
A Counselor Appreciation Page
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Tools that were created for remote counseling

A Remote counseling tip sheet
A When to password protect (or encrypt) a document
A How to password protect (or encrypt) a document
A Open enroliment checklist
A Preappointment Form
A Counseling by phone tools:

A *67 process (blocking phone number)

A Google Voice

A How to sign up for Google Voice Account

A How to make a phone call with a Google Voice Account
A Counseling by video process:

A Zoom Tutorials

A How to create a Zoom account

A How to share documents on Zoom

A The basics of Zoom

A Some of the not common, but we provided resourcesebexad Ring CentraFI)age o
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When to Password
Protect a document

(encrypt)

l
\\\\\\\‘ / ////

SHINE

Serving the Health
Insurance Needs
of Everyone

Important things to remember when sending documents to
Medicare Beneficiaries electronically

1. Always remember PIl and PHI when sending documents.

Pll and PHI

Personally Identifiable Information (Pll) | Protected Health Information {PHI)
Information which can be used to Individually identifiable health
distinguish or trace an individual's information that is explicitly linked to a
identity, such as their name, social particular individual, and heaith

security number, biometric records, etc.  information which can allow individual
alone or when combined with other identification.?
personal or identifying information which  PHI includes many common identifiers

is linked or linkable to a specific (e.g., name, address, birth date, Social

Individual, such as a data and place of Security Number) when they can be

birth, mother’s maiden name, etc.”! associated with the heaith information
listed above.

2. Documents need to be password protected if they contain:
A client's name

Address

Birth date

Medicare number

Social Security number

3. Information that does not need to be password protected:
® Plan comparisons
® Plan enrollment confirmation
e Brochures on the program, fraud prevention, or identity theft

Dated Created: 9/19/2020 1
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How to password protect (or encrypt) a document
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Medicare Beginners
Guide Created

Medicare Beginner’s Guide

A Medicare Beginners Guide is a

brief overview of the parts of THE. =

Medicare, enrollment periods, SHINE

penalties, Medicare Plan Finder PROGRAM

and how to create an account, e
Massachusetts Medigap Chart of Everyone

and Massachusetts Medicare

Advantage Chart Massachusetts SHINE Program

A Medicare Beginners Guide was
created and then distributed to
consumers before counseling

sessions (email, mail, etc.) Updated March 2021
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Counselor Appreciation

TO ALL OF OUR INCREDIBLE SHINE COUNSELORS:
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Once again, it’s time to celebrate our amazing counsalors during Volunteer/Counselor
Appreciation Month. We know this has been an incradibly difficult year for everyone,
with 30 much loss happening all around us. The way our counselors stepped up to the
plate and showed such flexibility in learning new ways to counsel, ensuring that no
beneficiary would be left behind is an inspiration. Our counselors are the heart and soul
of our program. Here's to you and all you have accomplished this year!

EVERVONE
ﬂl MEET i
FIGHTING

o HARD BATTLE
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Hi Kaye,

Just wanted to thank you for your Medicare 101 presentation today. For «

presentation, you guys did an awesome job and were very informative .. ;
| know the information covered was extensive, covering a lot of information in a short & 994.( S - “, "62,‘_"
thought all three of you touched the main points of how the = <y, ot 2 VS
system works in a concise and fairly easy to understand manner. You have my email address and e ek 5 y,'/"ﬂ'r‘ '«Q/’{ ™ g, -
certainly would welcome the opportunity to complete a survey, of : Ge, s A.VQ "%'%/ e,
course with high marks. TR O, P =

il A0 o, @ue
Furthermore, | appreciate the amount of time you had spent with me to insure | would be hooked up to < <&,
the presentation. | also want to thank you for emailing the file on the power peint presentation of Medicare ‘<\
101 and the information on creating a Medicare Account. | know this is the new way to reach people or at
least during

our current times and you all did it in an informative and professional manner.
Again, thanks for all your help,
RG|
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Collaborating with Resources

A Worked with the Massachusetts SCSEP (Senior
Community Service Employment Program)
A To employ and assist with phone satisfaction surveys
and Beneficiary Contact Form data entry

Great success with the virtual environment

Trained the SCSEP trainees in privacy training,
phone surveys, when to escalate issues to
Regional Directors, how to quality check the BCFs
and enter into the STARS system

o T
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Spreading the Word about Health and Drug Insurance

Flexibilities
A Communication with Re_%i_qnal Directors, counselors, partner organizations
about the COVIR9 Flexibilities with Medicare and MassHealth
Federal and state qovernmen_t, national programs like NCOA educated
partners on new rules that relieved consumers and counselors via virtual
meetings, guides and mailings
Examples: _ _ o
q \C/:VSI\\//FEgl %f 3day hospital stay for SNF coverage if the patient is affected by
1 Expanded telehealth benefits
o Some MA plans may waive-pays
1 MA plans _ . .
o Must charge in network costs for services receivedatmetwork
o Referral and prior authorization requirements waived
1 As of 3/18/20 Mass Health members will not lose coverage or have a decrease

in their benefits during the Public Health Emergency (PHE)
Seltattestation for eligibility factors (except citizenship and immigration)
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Importance of Partners in Outreach

A

Important eligibility changesvledicare Savings plan
translated flyers & brochures to Meal on Wheels for
pIOzlic_emats, rown bag lunches, CHCs, resident
advisors

SHINE shared NCOA & national info e_.g. COVID
Advocates Guide in walkkceived statewi tral_nlnézjs
for hundreds of providers and partners organized by
UMass, MH and Health Connector

WebinarsTenant Assistance Program, Boston Public
Library, 3 Adult Ed Centers, DEAF consortium, private
companies

Created videos for MCOA for to distribute and post to
almost 350 senior centers and cable TV channels

MCOA has a reach of 454,656 consumers
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HOME  ABOUTUS  MEDICARE v ~ MASSHEALTH  OTHER RESQURCES v  VOLUNTEER v  VETERANS  COVID-13v  MORE v

I l l e : ‘ | | ' | )
‘ ‘ SHINE Southeastern MA
1 Serving the Health Insurance Needs of Everyone (SHINE) provides free health insurance information, ¢
{ |
) (R V Posts  About  Photos  Videos

Intro Pinned Post

: 3 1 i
J & 102 Followers wuwe SHINE Southeastern MA
. March 8.3t 11:15 AM - @
\ /N © Page: Local Senvice Medicare Information Sessions are now on Zoom! New Dates
Available!

-3 558 Plymouth Street, Middleboro, MA,

Urtiad Shatas Miascachvasetie Please join SHINE Program Regional Director, Christie Rexford, for an

interactive Zoom presentation of Medicare 101: Understanding Your
§, (800) 231-1155 Medicare Benefits and Options

TO REACH A CERTIFIED '

® -

MEDICARE COUNSELOR CALL : y—

© Price Range - Not Applicable

1-800-243-4636 \

Several dates have been added: ... See More
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