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Massachusetts SHINE by the numbers

Å 4.0 FTE at state level
Å 13 regional programs, 2-3 staff, 30-60 counselors
Å 1 state-wide Greater Boston Chinese Golden Age Center
Å 700 +/- volunteer and paid staff counselors covering community-based 

organizations, multi-service and senior centers, independent living, hospitals, 
housing, cancer clinics

Å Independent sector states that volunteer hours in MA are worth $34/hour
Å 88 bilingual counselors
Å In CY 2020almost 62,000 client contacts 
Å Group Outreach and Education Events- 225 statewide; total of 576 hours

Å Estimated # of attendees 10,706
Å Media Outreach and Education Events- 564 statewide; total of 861 hours

Å Estimated # of attendees 3,095,267
Å 15 cable television shows including the Young at Heart show in Dracut, MA
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Prior SHINE Counselor Training

Å New counselor training -January-April  100+/-, 40 
hours of face-to-face training, group work and 
mentoring to provide personalized health benefits 
counseling 

Å Training includes Medicare, supplements, prescription 
drug coverage options, billing, Medicaid, 
medicare.gov, duals plans, cultural competency, fraud 
and abuse,  STARS data base; Certification exam

Å Recertification training April-June for all veteran 
counselors- review, privacy training, LGBTQ training, 
Volunteer Risk Program Management training, data 
collection and analysis to improve program 
performance and Recertification

Page 4



2020 Training Changes 

Å All in person training paused, suddenly became virtual
Å Some counselors took a leave of absence (60% of 

counselors > 65 years old)
Å Some acquired new roles- Meals on Wheels, food banks
Å Conducted a survey in early spring 2020

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

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

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

Å By phone, Skype, Zoom or e-mail with mail/drop off 
component

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

Å Process established to retrieve call or email, forward 
aŜŘƛŎŀǊŜ .ŜƎƛƴƴŜǊΩǎ DǳƛŘŜ ƻǊ ƛƴŦƻ ōȅ ŜƳŀƛƭ ƻǊ ƳŀƛƭΣ 
then counselor make call or email

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

Å Before COVID-19 

Å SHINE has a counselor website where 
counselors can gain access to documents, 
charts and any updates needed

Å During COVID-19 

Å Creation of new sections of the website:

Å Remote Counseling Tools

Å COVID-19 Resources

Å Counselor Appreciation Page
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Tools that were created for remote counseling 

Å Remote counseling tip sheet
ÅWhen to password protect (or encrypt) a document
Å How to password protect (or encrypt) a document
Å Open enrollment checklist 
Å Pre-appointment Form
Å Counseling by phone tools:
Å *67 process (blocking phone number)
Å Google Voice
Å How to sign up for Google Voice Account
Å How to make a phone call with a Google Voice Account

Å Counseling by video process:
Å Zoom Tutorials
Å How to create a Zoom account
Å How to share documents on Zoom
Å The basics of Zoom

Å Some of the not common, but we provided resources to: Webexad Ring Central
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When to Password 
Protect a document 
(encrypt) 
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How to password protect (or encrypt) a document
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Medicare Beginners 
Guide Created

Å Medicare Beginners Guide is a 
brief overview of the parts of 
Medicare, enrollment periods, 
penalties, Medicare Plan Finder 
and how to create an account, 
Massachusetts Medigap Chart 
and Massachusetts Medicare 
Advantage Chart

Å Medicare Beginners Guide was 
created and then distributed to 
consumers before counseling 
sessions (email, mail, etc.)
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Counselor Appreciation

Counselor Kudos
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Collaborating with Resources

Å Worked with the Massachusetts SCSEP (Senior 
Community Service Employment Program)
Å To employ and assist with phone satisfaction surveys 

and Beneficiary Contact Form data entry

Å Great success with the virtual environment 

Å 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
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Spreading the Word about Health and Drug Insurance 
Flexibilities

Å Communication with Regional Directors, counselors, partner organizations 
about the COVID-19 Flexibilities with Medicare and MassHealth

Å Federal and state government, national programs like NCOA educated 
partners on new rules that relieved consumers and counselors via virtual 
meetings, guides and mailings

Examples:
¶ Waiver of 3-day hospital stay for SNF coverage if the patient is affected by 

COVID-19
¶ Expanded telehealth benefits

o Some MA plans may waive co-pays
¶ MA plans

o Must charge in network costs for services received out-of-network
o Referral and prior authorization requirements waived

¶ 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) 

¶ Self-attestation for eligibility factors (except citizenship and immigration)
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Importance of Partners in Outreach

Å Important eligibility changes- Medicare Savings plan-
translated flyers & brochures to Meal on Wheels for 
placemats, brown bag lunches, CHCs, resident 
advisors

Å SHINE shared NCOA & national info e.g. COVID 
Advocates Guide in well-received statewide trainings 
for hundreds of providers and partners organized by 
UMass, MH and Health Connector 

Å Webinars-Tenant Assistance Program, Boston Public 
Library, 3 Adult Ed Centers, DEAF consortium, private 
companies

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

Å MCOA has a reach of 454,656 consumers
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SHINE website/Facebook pages
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