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Empowering Seniors To
Prevent Healthcare Fraud
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Volunteer Role: 
Counseling
Sample Role Description

Instructions for using this volunteer role description
Purpose

To empower and assist Medicare beneficiaries and their caregivers to prevent, detect and report health care fraud, error, and abuse by educating them in individual counseling sessions. 

Suggested Activities
SMP counselors discuss individual situations with beneficiaries and/or their caregivers and may review Medicare Summary Notices (MSN), billing statements, medical records, and other related financial and health documents. Counselors also educate beneficiaries about how to prevent, detect, and report Medicare fraud, error, and abuse. Counselors listen carefully to the beneficiary's or caregivers account of a situation and determine whether to:

· Share information with, or provide an explanation to, the beneficiary or caregiver
· Send the beneficiary or caregiver to an SMP staff person or volunteer who handles complex issues, or 

· Send the beneficiary to another more applicable organization for assistance (such as the SHIP, QIO, 1-800-Medicare, etc.)
When an SMP counselor decides to refer a beneficiary’s case to a staff person or volunteer who handles complex issues, the counselor may receive and confidentially transmit the beneficiary’s documents to that person with the SMP’s confidentiality and data security procedures in mind. Counselors provide their services in person or by telephone. Counseling may take place at locations such as senior centers, SMP or Medicare education events, and libraries, to name a few.
Limitations

Counselors may receive and hold confidential beneficiary documents such as MSN and medical records only when referring a case to a staff person or volunteer that handles complex issues, unless the counselor is also designated as a complex issues volunteer. 
Measures

This activity is measured by the number of counseling sessions the volunteer provides and an evaluation tool, such as a client feedback form. 
Qualifications

· Good oral communication skills
· Active listening skills
· Ability and willingness to learn and share information related to preventing, detecting, and reporting health care fraud, error, and abuse
· Ability to explain Medicare coverage and program integrity rules and procedures in terms that beneficiaries can understand
· Ability to work and get along well with others from diverse backgrounds
· Ability to request assistance as needed, i.e.,  to refer complex issues and/or when the answer to a question is not known by the volunteer
Time Commitment

Volunteer schedules are flexible. The local SMP coordinator of volunteers works with each volunteer to determine the number of hours the volunteer works each month, and to schedule assignments accordingly. Because of the training SMP One-on-One Counselors receive, they are asked to commit to a minimum of one year. 

Location

SMP counselor volunteers work at the offices of the local SMP host organization and at sites in the community where SMP activities such as presentations and information dissemination take place. 
Supervision    

SMP volunteers report to the local SMP program coordinator or coordinator of volunteers and, when appropriate, to the statewide SMP program coordinator. 

Benefits

SMP volunteers receive training on the basics of Medicare and Medicaid for dual eligible beneficiaries, fraud, abuse, and typical scams. SMP counselors receive additional training on counseling skills, available local service providers (such as SHIP, AAAs, etc.) and triage procedures. All SMP volunteers have the satisfaction of participating in a national effort to educate and empower Medicare beneficiaries, their caregivers, and the general public about health care fraud, error, and abuse. They  receive recognition for their contributions to the program.
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