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INTRODUCTION

In 2022 the Senior Medicare Patrol (SMP) awarded five 18-month grants to existing partners in the states
of: California, Hawaii, Massachusetts, New York, and North Dakota.

The purpose of the grant is to:
* |dentify gaps and barriers to the SMP project’s service to Medicare beneficiaries.

* Increase awareness, empowerment, and actions taken to prevent healthcare fraud among populations
thus far generally underserved by the SMP program.

* Expand upon and use strategic collaborations with federal, state, and local community partners to

increase the SMP project’s reach.

e Adjust SMP project administration to address barriers to diversity, equity, and inclusion within program

management both at the state and local levels.




MEDICARE FRAUD

Medicare fraud is big business for criminals. Medicare loses billions of dollars each year due to fraud,
errors, and abuse. Estimates place these losses at approximately S60 billion annually, though the exact
figure is impossible to measure.

Characteristics of many victims of Medicare Fraud:

1. Social Isolation

o Fraudsters often target older adults who live alone or have limited support systems.
- Victims who are socially isolated may be more trusting of perceived help.

2. Cognitive Decline

- Seniors suffering from cognitive decline may be vulnerable to scams.
- These individuals are more apt to trust any promises of assistance.

3. Chronic Health Issues

- Scammers specifically target seniors with chronic health conditions.
o They use promises of medical equipment and supplies to build rapport.

Source: smpresource.org
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SMP’S DEI PROJECTS

Each state was charged with a project that represents their best practices:

California— Media Outreach and Education Focusing on Hospice Fraud in the Hispanic/Latino LEP Community
Hawaii — Be Relatable, Memorable: Coin a Catchphrase that Impacts Across Cultures

Massachusetts — Consumer Centric Outreach and Education to Promote Engagement and Understanding in
their Healthcare

New York — Development of a Consumer Peer Empowerment Council

North Dakota — Produced and Published (2) Consumer Friendly Resources
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CALIFORNIA’S DEI PROJECT

Enhancing Healthcare Literacy
and Fraud Prevention for Hispanic/Latino

Medicare Recipients with Limited
English Proficiency (LEP)

aaaaaaaaaaaaaaaaaa




OVERVIEW - CALIFORNIA
JE

The California Senior Medicare Patrol (CA SMP), launched the Diversity,
Equity, and Inclusion Outreach and Education Project. This initiative,
spanning from September 1, 2022, to February 29, 2024, aimed to enhance
access to accurate and current information about Medicare hospice services
for Hispanic/Latino individuals with limited English proficiency (LEP). The
project’s primary goal was to empower these individuals to make informed

healthcare decisions and prevent Medicare fraud.
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LANGUAGES SPOKEN BY MEDICARE BENEFICIARIES

» Spanish is the most common language spoken

\oridy in the U.S. at 52%.

12%
OWTED STA7e > Two-thirds reside in CA at 30%

> New York at 13%
Spanish 52

> Florida at 12%

» Texasat 11%

. > West Virginia 0.25%




-
PARTNERS CALIFORNIA

& SMP

Senior Medicare Patrol

Preventing Medicare Fraud

CALIFORNIA SENIOR CALIFORNIA HOSPICE &
MEDICARE PATROL PALLIATIVE CARE
ASSOCIATION

igati d Preventi aud

Navigating Medicare




-
PROCESS CALIFORNIA
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OUTCOMES CALIFORNIA

Toolkit and
Marketing Assets
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Listening Sessions
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MARKETING ASSETS CALIFORNIA

1-Page Flyers Video
Hospice 101 Hospice Fraud Caregiver Tools Hospice 101 :
English Spanish English Spanish English Spanish English f Spanish WHAT IS i . <QUE ES

HOSPICE? - HOSPICE?
=L E 3

Hospice Fraud

; _ ISITA ZES UNA
R glinks:/ Spmaatali HOSPICE . ESTAFA DE
SCAM? R HOSPICE?
3-Page Flyer Access All Marketing Assets :
- Using this QR Code

:"r' _I X
HAVE YOU 3 g ZHA HABLADO

Caregiver Tools
SOBRELOS

English / Spanish TALKED ABOUT EUIDADOS ENLA

R i ETAFA FINAL DE
CARE? " Ny LA VIDA?

Ragigdio
Hospice 101 Hospice Fraud Caregiver Tools
English Spanish English Spanish English Spanish
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CALIFORNIA

IMPLICATION
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This project highlighted the critical need for culturally relevant and accessible

healthcare information for the Hispanic/Latino community. By bridging healthcare
access and literacy gaps, the project empowered individuals to make informed

healthcare decisions and protect themselves from fraud. The success of this

in addressing the unique needs of diverse communities. The project’s
outcomes have paved the way for its expansion to other non-English

speaking populations, ensuring broader protection against healthcare
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fraud and enhancing healthcare literacy across various demographics.
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CONCLUSION CALIFORNIA

The collaborative efforts of CA SMP, CHAPCA, and ICRC have
established a solid foundation for ongoing outreach and education,
demonstrating a sustainable model that can be replicated with
additional funding. The development of targeted educational
materials and community engagement strategies are crucial

in safeguarding vulnerable populations and promoting

equitable access to healthcare resources.
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STATISTICS IN STEP 1: NEEDS ASSESSMENTSsep 2022 - Feb 2023

80.7
Years

Life Expectancy Cost of Living Have 2+ Races

Target Groups - Older Adults Populations:

« Low-Income: 9% live below FPL; highest risk for homelessness.
« LEP: 27.3% of households speak a language other than English.
* Rural: 8.1% of state; only Hawaii & Kauai designated as “rural.”
 Disabled: 154,000 Caregivers = $2.6 Billion of Unpaid Care.




STATISTICS IN STEP 1: NEEDS ASSESSMENTSsep 2022 - Feb 2023

80.7

Years

Life Expectancy Cost of Living Have 2+ Races

l * Older Workers: V2 are low-Income; must continue to work.
i# | - LGBTQ: Focused outreach to 60,000+ who identify.

= * Tech Un-Savvy: Built upon 18%+ internet usage since

COVID-19.
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____________________________________________________________________________
PROCESS IN STEP 2: IMPLEMENT & EVALUATE, REPEATMar — Aug 2023

* Translate documents with simple language using cultural sensitivities.
* Create a safe space for staff and volunteers to welcome diversity.

* First transform within to promote cultural humility to build sustainability.
* Listening to understand vs. rushing to be heard.

@ Senior Medicare Patol
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RESULTS IN STEP 3: DEI IS SET IN STONE; HAWAII'S ON A ROLL!
Sep 2023 - Feb 2024

Swat Those Scams Campaign uses common
local references

Aloha > Sharing
Sharing > Food
Food > Flies
Flies > Scammers

Join the Fight Against the Bad Guys

Swat Da Buggah!
T SMPHawaii.orq
HAWAII 808-586-7281 or 1-800-296-9422

Paid lealth ar
Supported, In part by grant number , from the U.S. for Community Living (ACL), Department of Health and Human Services, Washington, D.C. 20201 S H I P
@ SHIP @ SMP 22
sl i Senior Medicare Patrol
igati are Preventing Medicare Fraud




RESULTS: THE POWER OF DEI!

www.smphawaii.org

RAWA |1 " 500-556 6423 o B0 586 7281

&/ SMP 23

Preventing Medicare Fraud



http://www.smphawaii.org/

RESULTS DO THE MATH: NO TURNING BACK NOW

Compared to Pre-COVID 2018
Increase in ACTIVE SMP Team Members: Over 30%!
Increase in Team Member Hours: 78.20%
Increase in Group Outreach and Education Events: 44.52%
Increase in Number of People Reached: 8.14%
Increase in Individual Interactions: 207.51%
* From 4 to 14 Counselors providing statewide service.
* Increased TRAX use and application.
 Increased use of appropriate vocabulary; decreased

what may be considered inappropriate vocabulary.
Other things we couldn’t avoid...

« Calendar of Events converted to digital.

« Cultural awareness from Medicare 101 trainings.
* “We Are SMP* invite via Zoom.

@& SMP 24
Sl Assislance Program Senior Medicare Patrol
il il Preventing Medicare Fraud

aaaaaaaaaaaaaaaaaa



I
MOVING FORWARD JUST THE BEGINNING WITH DEI

Increase equity and access to services & support

Integrate translations to improve emergency preparedness
Continue to enhance training for our diverse volunteers
who work with our diverse population

Enhancing access to on-demand resources

Computer literacy
Computer Basics for Kiipuna
and continue to empower Hawaii’s people to Swat Those Scams!

Mahalo!

. SHIP
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Diversity + Inclusion= Equity

Statewide Advisory Council

AgeSpan

Executive Office of Elder Affairs

Mass Association for the Blind and Visually Impaired

My Ombudsman

Disability Policy Consortium

Native American LifeLines Urban Indian Center

North American Indian Center of Boston

Legislative Aide—Office of Congressman Seth Moulton (MA-06)
Veterans Administration

VVVVVVVYVYY
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Regional Advisory Councils (RACs)

Cape Cod and Islands

Central Massachusetts

Greater Boston

MetroWest

Merrimack Valley and North Shore
Southeastern Massachusetts

VV VYV VYV V VY

Western Massachusetts
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Diversity + Inclusion = Equity Work Group

Membership of this group is made up of:

» Volunteer Team Members

» Community Partners

» Regional Advisory Committee Members (minimally one from each Region)
» Diverse Consumers/Beneficiaries

A4
@@
Administration for Community Living

OHIC NATIONAL CONFERENCE | 2024 29




Resources Produced

My Health
Care Tracker

Protect yourself from fraud by tracking your health care!

l
Massachusetts SMP Program
AgeSpan
280 Merrimack Street, Suite 400

Senior Medicare Patrol
Lawrence, MA 01843
800-892-0890 - www.MASMP.org

Preventing Medicare Fraud
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General

& Fraude en el cuidado de la \
Srrat salud afecta a los beneficiarios
iticar de Medicare, en su salud como
i también en sus finanzas; y ademas,
v afecta directamente la industria de
seguro y al sistema del cuidado de

salud.

Todo Fraude en el Sistema de
Salud es un Delito!

Errores y abusos en el cuidado de
1a salud tipicamente son incidentes
involuntarios o procedimicntos
inconsistentes con practicas

10
S ¢
5 c dr médicas o fiscales que sean validas.
¥y k:ﬂfe‘?f“;na\ “:u(:\chca‘ :’cf;‘mnc i Errores y abusos :?1 el sistema
Jehea o Gire nd 0V ((;\ cqui? Gad de salud resultan en pagos por
in-pe g ("bgd al i ‘medi ines: servicios que fallaron en satisfacer
Gons: P" and durab CVAY A i criterios profesionales o no son
1ab (65‘5; (e al o mess mc( eald medicamente necesarios.
»races am c;.ﬂ“s of oth Consu\‘ Los consumidores deben proteger
SMP prog heit phys g “cs"\ot\s- 103 toda informacién personal.
S vefol = theif o Tarjetas de Medicare, Medicaid/
ne¥ he (csp"“év por MassHealth, Social Security
as i fo o Seguro Social), tal como protegen
2% Medica™ s tarjetas de crédito. Traigan )
; as tarjeras con ustedes solo WMoY dive .

ndo sea necesario.




MA SMP Program’s Diversity + Inclusion = Equity

Training Schedule

May 23, 2023, (1 hr. training) Reframing Aging: Transforming the Narrative Melissa Donegan
November 30, 2023 (2 hr. Training) Our Identities: The Stories We Carry TLB Consulting
January 31, 2024 (2 hr. Training) From Past to Present: Paving the Way for a TLB Consulting

Just and Inclusive Future

February 22, 2024 (2 hr. Training) Power Play: An Exploration of Power and Play TLB Consulting

June 13, 2024 Vision 101: What You Need to Know About Chyrs Peralta

Vision and Vision Impairment
July 25, 2024 Commission for the Deaf and Hard of Hearing MA Commission Staff
August 22, 2024 LifeBridge North Shore LifeBridge Staff

OHIC NATIONAL CONFERENCE | 2024 31




Multicultural and Multilingual Beneficiary

Conference Planning Committee

* This committee met virtually on a regular basis to plan the conference

* Reviewed and approved conference flyer produced by the MA SMP Program
* Decided on presentations by committee

e Discussed and agreed upon the “Conference Agenda”

* Discussed and agreed upon the Keynote Speaker, Lunch, and Entertainment

* Each language group facilitator recruited beneficiaries from their respective
communities
* MA SMP Program translated all materials for the conference and requested

ﬁSL and CART services from the Mass Commission of the Deaf and Hard of
earing

* |dentified Breakout Rooms by ethnicity and country flag/s

* Language Facilitators/Providers conducted post conference evaluations and
surveys

-4
Administotion for Community Living
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Multicultural & Multilingual Beneficiary Conference

* Two presentations—
 We Hold the Key to Preventing Healthcare Errors, Fraud, and Abuse
* Savvy Saving Seniorse: Steps to Avoid Scams

* Seven Languages:
* English
Chinese (Cantonese and Mandarin)
 Khmer
* Portuguese
* Spanish
* Viethamese

@ SMP 33
Nl fssistance Progiam Senior Medicare Patrol
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Conference Evaluation

1. Was this conference valuable to you?

2. Did you understand the presentations?

3. Did any of the information surprise you?

4. Would you attend a future conference?

5. Do you feel more confident in protecting
yourself from being scammed?

Medicare Group Presentation
Satisfaction Survey

6. | would recommend this presentation to others

7. Based on what you learned today, do you plan to
take specific actions?

8. What could we do to improve the information or
service(s) provided to you today?

Outcomes:

Questions 1-6:

220 Beneficiaries reported YES to each of
these questions—No. 6 through 8 were
taken ?rom the Medicare Group
Presentation Satisfaction Survey.

Question 7.
v Protect my Medicare Card/Number

\/B?l more attentive to my MSNs/EOBs and
Bills

v'Use My Health Care Tracker

v’ Ask questions

Question 8.

v'Nothing

v'"Have more conferences like this one.



Quote

“As an SMP partner in Diversity + Inclusion =
Equity Project, | was thrilled to represent SHINE
and share information about the newly improved
Medicare Savings Program in several languages
as translated by MassHealth contractors. It was
a great opportunity to meet people, share the
fIYers and describe how the Medicare Savings
Plans (plus LIS) helps them save money on
Medicare expenses, afford their heath care visits
and pay for medications.

It was obviously a place of joy and connection for
the attendees where they could learn about
Medicare scams and protecting themselves
while enjoying a nice lunch and having some
resources for a better future. The fantastic dance
troupe of seniors, poet, guitar music and singing
were icing on the cake!’

Cindy Phillips, MSW

SHINE Program Director
Executive Office of Elder Affairs
1 Ashburton Place, 5th floor
Boston, MA. 02108

v ACL




We will integrate all advancements and lessons
learned through the efforts of the MA SMP Program’s
Diversity + Inclusion = Equity Project into all aspects of
the operationalization of the MA SMP Program in an
intentional and purposeful manner going forward.
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OVERVIEW - NEW YORK

The NYS SMP addressed Medicare fraud and health disparities within New York City's Environmental

Justice (EJ) Zones. The project's primary objective was to form an SMP Empowerment Council, also:

e Train community partners & agency representatives on SMP training requirements for all outreach roles.

* Collaborate with 4 diverse partners, the project seeks to identify gaps, barriers, and implement more

inclusive practices in Medicare fraud prevention, detection, and reporting.

* Engage beneficiaries and community partners to conduct outreach activities, presentations, multi-media

messaging, aligned with the culturally and linguistically appropriate needs and feedback obtained from
local residents.




DEI - STATS IN NYC

* NYC has half of New York State’s elderly

population residing in the five boroughs.

* NYC has the highest ethnic diversity in
the state, where social, economic, and
health access issues are magnified.

* These issues are evidenced most in the
Environmental Justice Zones (EJ Zones)
in New York City.

NYC older adults are more likely to
live below the poverty line than US
(o] [o [T = To [¥]} &5

00% of FP ' e !

200% of FPL

10% 15% 20% 25% 30%
Percentage of 60+

NYC Department for the Aging: Older Adults: 60+ Source: 2021, American
Community Survey 5-year Estimate (Civilian noninstitutional population)
Public Use Microdata Custom Tables FPL: Federal Poverty Level Limited
English Speakers: Speak English Less Than Very Well
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PROCESS NEW YORK

1. ldentified Underserved Communities Using e —
Population / Demographic Tools T T h k- '
Environmental Justice (EJ) Zones are definedas ... .. \; TN
any census block group where 23.59% or more | | U SEe
individuals live in poverty, and/or 51.1% or rS
more of the population is minority. ' '

2. Developed Community Specific Needs
Assessments 3
Each subcontractor identified groups and | ) _
initiatives that they would like to organize o X .
and implement according to the needs they e WA
experience in their communities. u
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PROCESS NEW YORK

3. Devised & Implemented Plans of Action Tailored to Specific Communities.

BRONX: Scheduled presentations and BROOKLYN: Deployed volunteers to community
disseminated literature in English & Spanish events where there is high Spanish speaking
to senior centers & older adult residences. participation.

P QswmP H
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PROCESS NEW YORK

3. Devised & Implemented Plans of Action Tailored to Specific Communities.

QUEENS: Hosted HHS Regional Director, Dr. Dara STATEN ISLAND: Sponsored the closing
Kass, for a Town Hall on Health Care and Senior ceremonies of the Senior Olympics, tabled
Issues conducted in English, Mandarin, Spanish. and presented at the 2024 Aging Conference.

SHIP_

Navigating Medicare
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DESPERDICIO DE MEDICARE

El Desperdicio en el programa de Medicare representa casi el
10% de todos los costos del Medicare.

Existen 3 Tipos de Desperdicios

ERRORES FRAUDE

ABUSO

‘ocurren debido a las L

comete un
sinintencion. El proveedor

e intencional.  fraude

de Medicare. S no son ocurre cuando se le cobra
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LA PATRULLA ANTI-FRAUDE DE MEDICARE (SMP) LE PUEDE AYUDAR

Protéjase Detecte

Reporte
Proteja su nimero de Medicare Revise sus Resimenes de Ser-

Sive cualquier error, repértelo
inmediatamente. Lame a su
comparelos con sus récords  proveedor o 2 la inea de la Pa:
personales por i hay algin  trulla Anti-Fraude de NY para
corregirlo al 1-800-333-4374.

Llame Al 1-800-333-4374
@/SMP  STATEC)WIDE

ork St Wi Senor Acton Coml e

nadie que no sea su proveedor
e salud o su compaia de
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DETENGA EL FRAUDE A MEDICARE

La Inspectoria General de EE. UU. informa de $60 mil millones en pérdidas por fraude y uso

indebido de Medicare y Medicaid a través de estafas y actividades ilicitas.

iTrabajemos juntos para
prevenir, detectar y denunciar el
fraude a Medicare en el estado de Nueva York!

La Patrulla Medicare para Adultos Mayores faculta alas personas de la tercera edad,
los cuidadores y los profesionales a luchar contra quienes cometen fraude, despilfarro
y uso indebido en el programa Medicare. He aqui cémo ayudamos:

DETECT

StalrW Stamde
@ ®

StateWide
de | |2 Linea ce ayuda GRATUITA
para llamar con preguntas
e inquietudes

g

@ Educacion: para detectar
posibls problemas en su
Resumen de Medicare
MSN)y s Explcacion de
Beneficlos (EO)

@ presentaciones

B Volantes, folletos, carteles y
otro material promocional para
sus eventos comunitarios

Remisiones a
organizaciones externas
para obtener ayuda cuando

Llame a la linea de ayuda de la SMP 800-333-4374 L SMP £ 3875 Bl R4k 800-333-4374

@/SMP STATECDWIDE

X
275 State Strest, Alany,RY 1220800334374 - Fax$18-36.7642
“wew.ysenior.org

Proventing Modicare Fraud

STATE & D WIDE

New York State!

sWide Senior Action Counil, Inc.
Stato Siroe, Abany, NV 12210 - 800-333-4374 - Fx (58) 436-7642

Lineas de ayuda de Medicare, derechos del paciente y prevencién del fraude
800-333-4374

www.nysenior.org
Derechos del paciente
Ayudar a todos los neoyorquinos a hacer valer los derechos de sus

pacientes en relacion con la cobertura de calidad y el acceso a la atencion
médica.

Cobertura sanitaria y de medicamentos recetados de Medicare
Educary ayudar a los beneficiarios de Medicare y a sus familias a tomar
decisiones informadas sobre la cobertura de la atencion médica.

Servicios y beneficios para adultos mayores
Ayudar a encontrar los servicios y beneficios estatales, locales y federales
disponibles para los aduitos mayores.

Prevencién del fraude al Medicare

Empoderar y ayudar a los beneficiarios de Medicare, sus familias y
cuidadores 5 prevenir, detectary demuncir fraudes, arores y abusos en la
atencion médica.

StateWide proporciona servicios GRATUITOS:
* Asesores experimentadosy certficados *  Foros sobre atencion médica
* Presentaciones en su comunidad % Ensenanzas via telefonica

* Capacitacion a proveedores y adultos mayores % Volantes, boletines, folletos

info@nysenior.org @msssrnu @ www.nysenior.org

NY StateWide Senior Action Coundil es una organizacién de base de defensa, fundada en 1972 para

mejorar a calidad de vida de los adultos mayores de Nueva York y de sus familias.

@

Navigating Medicare

BEL 1k = FR 1 Bhi

ARG, W VR BEST AR AIBR 7 B VE B
ANl F AR 600 AZ R TT IR o

HLIN StateWide ZFENITHE R
H P E AR — AN EE T E
ZAERITIRA AL (SMP)
StateWide ##t T+ K /LT AL (ACL) (1%
AU GBI N DS (-l o
A2 155 107 8 &wmﬁmmamvswms

StateWide ##t: StateWide fi4t: StateWide $#4:
o M O A ABETAEINL& O A5 s
o U O Mt RIEST s YT S ety
O g b, BRI BRI "R
REEE CMSN) L O 7230, HEEIS
i AL LR B

& ; SMP STATE & D WIDE
ot St S s et

5 ik
B AR AR

STATE € D WIDE

New York StateWide Coundl, Inc.
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Brochures and flyers were translated into Mandarin and Spanish versions
and distributed by our DEI sites during tabling events and presentations.

NEW YORK

ENTENDIENDO
LOS DOCUMENTOS DE MEDICARE

ZQUE ES EL MSN?

« Esel resumen de los senvicios y
articulos de atencion médica
recibidos en los timos tres

MSN: tres elementos de busqueda
Ubicacion del proveedor. ile
facturé un proveedor de otra
ciudad o estado?

Fecha del servicio: ;le facturaron
888 un servicio de un dia en que no
% fue atendido?

Facturacion duplicada: ile
facturaron un producto o senvicio
ms de una vez?

Recursos de M

e envia a las personas con Medicare original.

INO es una factural

888,

Enumera los senvicios denegados o no.
cubiertos por Medicare.

COMO REVISAR EL MSN

* Leaatentamente las
definiciones y descripciones
delos senvicios.

* Consulte enla seccion de
notas las decisiones de pago
uotra informacion
importante.

re en

1. 5in tiene una cuenta,viste Medicare.gov,
y seleccione “Crear una cuenta’

Siun senvicio bierto, pued 2. Inscr recibic
apelar. Encontrard las instrucciones en la
Gitima pagina del MSN.

recursos de Medicare, como los Resumenes.

de Medicare y su manual “Medicare y usted".

+ Guarde sus MSN como constancia del pago
efectuado por Medicare, por silo necesita en
el futuro,

Consulte su elegibilidad, inscripcion y otros
beneficios de Medicare.

Vea el calendario de sus senvicios preventi
vos actuales y préximos.

Si pierde ¢l MSN o necesita un duplicado,
llame al 1-800-MEDICARE o visite:
ww.medicare.gov. Para preguntas, llme 2
nuestra linea de ayuda al 800-333-4374.

STATE € ) WIDE

New York StateWide Seaor Action Council, Inc

“wew nysenior.org

EXPLICACION DE BENEFICIOS

ENTENDIENDO
LOS DOCUMENTOS DE MEDICARE

¢QUE ES LA EXPLICACION
DE BENEFICIOS (EOB)?

« Los beneficiaios inscritos en los planes
Medicare Advantage (Parte C) o en los planes
de Medicare de medicamentos recetados
(Parte D) reciben la EOB.

 Esel resumen de los servicios y articulos
recibidos, cuanto factur el proveedor, la
cantidad aprobada que pagara su plany
cuinto puede deber usted.

© NO es una factura y o es lo mismo que el
Resumen de Medicare.

« Seenvia por coreo una
vez al mes 0 puede
consultarse en linea.

REVISAR EL EOB

« Leaatentamentela
informacion y os servicios que figuran en el
aviso.

i un servicio recibido no esta cubierto, puede
apelar. Encontrara las instrucciones al final de
1a EOB.

 Siun articulo 0 servicio no est cubierto,
busque la seccidn con notas, comentarios o
notas a pie de pagina para saber la razén,

 Comuniquese con su plansi tiene alguna
pregunta o necesita mas ayuda con 1a EOB

Cuando revise las EOB:

* Compare la factura de su
médico y la EOB para verificar que:
coincidan las fechas, os

edores, los tipos de senvicio
¥ o cédigos de facturacién.

« Verifique que no le cobren por
senicios que no recibio, i le
facturen varias veces por un servicio que
recibié una sola vez.

« Sila empresa asequradora rechazo una
reclamacién, busque una nota o un “cédigo
de motivo" que explique Ia razon.

« Sialgo no le parece correcto, comuniquese
on su aseguradora al nimero de atencién al
clente que aparece en la

* Conseve unarctivo de us 0. Son una
documentacion importante
necesita objetar un cargo, \mougnsf una
decision del seguro, o busc
Nosaciars i Dol 13 1D wgzmzaman
benéfica o una agencia estatal o loca,

o Cuando se deshaga de las EOB,
en papel, tritgrelas para evitar
el robo de identidad.

« Sisospecha que se ha
producido un fraude ena
facturacién, comuniquese con su NYS SMP al
800-333-4374 o visite nysenior.org

* Todas las llamadas son confidenciales y.
gratuitas.

@ SMP sm@wmnm

Preventing

www.nyseniororg

datos importantes sobre
sus tarjetas de Medicare

iSU TARJETA MEDICARE NO TIENE SU SSN!

el nimero del Seguro Social (SSN) de todas las tarjetas de s
Medicare. Su tarjta tiene su nombre completo, el identificador de

dela Parte A la Parte B de Medicare.

TENGA CUIDADO CON LAS ESTAFAS
5@ hacen pasar por Gen llamarle para pedirle su

de
2 nadie sospechoso por teléfono!

TARJETA PERDIDA
Si perdi su tarjeta de Medicare, puede solicitar una tarjeta de reemplazo con el mismo.
' al 3

e TARJETA ROBADA

Sile robaron o puso en peligro su tarjeta, puede solicitar otro nimero. Nota importante: €l
sistema genera este ndmero, por lo que no podra solicitar ninguno en especifico.

51 SOLICITA UN NUEVO NUMERO DE MEDICARE...
USTED es responsable de informar a los médicos, farmacias y otros proveedores médicos
sabre su nuevo nimero, Solo para

una
por los servicios

antiguo nimero.

RECUERDE QUE DEBE DENUNCIAR CUALQUIER SOSPECHA DE FRAUDE, ERROR O ABUSO.

LLAME a la Patrulla Medicare para Adultos Mayores de NYS

@ SMP STATE C)WIDE

wdcore P New York StateWide Sealor Action Councll, Inc

Proventing
wwnysenior.org

y lafecha de S EE

tarjeta. Nunca facilite sus datos

33-4374
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NEW YORK
PROCESS
DD R &K

Print Advertising — Monthly; Total Circulation: 561,746 PROTEIASE

del fraude de farmacia y medicamentos recetados

* Japage print advertising in support of our Medicare e e e

PAID ADVERTISEMENT * Revise sus pastillas para asegurarse de que no le dieron
menos intencionalmente o de que le dieron un

Fraud of the Month campaigns IDATTENTIO NG| | oot

SENIDRS! e e ] » E$?ﬁ§ &«
H Medicare (MSN, por sus siglas en igr:Jng: !:‘E o ?jz
* Placed with (12) New York State newspapers PROTECT YOURSELF i

from Pharmacy & Prescription Drug Fraud PODEMOS AYU ’{%% E a
i n C | u d i n . * Be suspicious of all unsolicited calls = Pa":g: ::s';ﬁ:siE;:j:g:::::;:ﬁ; 17 58 5 0 B 7 B
g . and offers for FREE or DISCOUNTED Llame a nuestro teléfono de ayuda o BEETA A B A S B e AT 4 i B S R

prescription drugs. V] SM P Sl:AI‘Eﬂ BIGE R,
» Check your pills to make sure you were T o ARG, FEOR AT D W R T

v" NY Post, Newsday, Albany Times Union, Buffalo S R

different medication than prescribed. o R ] G B P S (5
* Don't accept payment for the use of

News, Rochester Democrat, White Plains vourMedicare rumber. e AR
. Chec.kyou;::::::yc::ttr::m;;;a;\:r BHUMAHUE ' Bl
Journal, Poughkeepsie journal, Middletown gt | P e Ko

you did not receive. 3ALLMNTUTE CEBA
OT MOLIEHHUYECTBA C IeKapcTBaMu 1 AP n] F Bh i i v T
' Id, S S dard WE CAN HELP PeuenTYpHSINY MeauKameTaNA SRR P
TI m e S H e ra ’ y ra C u S e P O St ta n a r The NY5 SMP can help you with ’ ?;::lf:n:e:::wumeumm O:ﬁ:é::::::::u BECTUIATHBIX ml:l 00-333-4374
potential fraud, errors & abuse issues. CRUMONHbIX PGME"TEVPHNXJ‘EKEEPCTZ

+ MposepaiiTe csom TabneTku, 4To6bI y6eauTLCA, 4TO 5am He

v’ El Diario (Spanish); Russian Bazaar (Russian); 800-333-4374 et e weorsen |DWIDE (G SMP

4 Vi : et = o bl

* He NpuHUMaATE ONAaTy 3a UCNONL30BaHMe Bawero Homepa | Preventing Medicare Fraud

Medicare.

Mposepbe sawe sassnerme n Caogroe yoegomnenue Medicare R RN st roco o0 M N2 N

Sing Tao Daily (Chinese)
-
Mbl MOXEM NMOMO4Yb

NYS SMP MO)eT NOMOH BaM OTHOCUTENIBHO MOTEHLMANBHOTO
'] y . MNozsoHKTe Ha
Hawy AMHUI NoMoLM Ne Homepy 800-333-4374,

TCs HOMEpoM rpanTa SOMPPGO1701 o1

WWWw.nhysenior.

o VEl 4

Navigating Medicare

eventing Medic:



RESULTS NEW YORK

v' 100% of the partner sites were trained using SMP Foundations Training

v Trained in 2 languages (English & Spanish)

JAN 2023 - MAY 2024

32 132030 262

ACTIVE TEAM GROUP
MEMBERS HOURS OUTREACHES

* e 3 +*
- , *
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RESULTS NEW YORK

NYS SMP DEI Empowerment Council Meeting, May 17, 2024 “

We were honored to hear the information
Speakers: shared by the volunteers and many of our
_ .. _ Regional Administrators as well as some
e Kathleen Otte, CMS Regional Administrator, Region 2 ©
of our managers from health plans, were

on the call...

The partnership with you and the SMP/NY
Statewide Advocates is so important to

* Rhonda Schwartz, ACL Regional Administrator, Region 2

* Frank Winter, CMS Partnership Manager, Regional Office _
us. It allows us to share ground truth with

, ) ) our leadership while we learn as well.
* Maria Alvarez, Executive Director

Kathleen Otte, Regional Administrator,
* Harold Rivera, Volunteer Coordinator CMS, Region 2

o VR, 46
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-
RESULTS NEW YORK

NYS SMP DEI Empowerment Council — Volunteers

Volunteers shared their firsthand

knowledge of Medicare Fraud practices
that they witnessed or received reports
of in the 5 boroughs of NYC.

e Some of the volunteers are victims of
fraud and shared their personal
stories.

* They also spoke about the lack of
, | _ trusted sources to confer with
JCC of SI (Staten Island); Newtown Senior Center (Queens) regarding their healthcare choices

Neighborhood Shopp (Bronx); RAICES (Brooklyn) and services.

& swp v

Navigating Medicare




NEW YORK

MOVING FORWARD
o WETHEDATE

Continued volunteer recruitment and training. 2024 Convention

|

Develop new partnerships with community organizations.

Participation in StateWide’s Annual Conference in Saratoga Springs, NY | Wi
Embassy Suites in Saratoga Springs
planning future initiatives. | coeTmaren A

NY StateWide Senior Action Council , NYS Senior Medicare Patrol
and Erie County Senior Services presents:

T ) THE SENIOR
SAFETY SUMMIT

AUGUST 29, 2024 9 AM - 12 PM

William Emslie YMCA,
585 William St, Buffalo, NY 14206

Outreach and presentations at various conferences and seminars.

Senior Safety Summits throughout New York state.

Reproduce the translated materials as we replicate this program in our
new SMP grant cycle focusing on communities around the state
including Central NY, Western NY, the Hudson Valley and Long Island.

FRAUD, SCAMS & RESOURCE FAIR

Hear from experts, services, and community organizations committed to

rotection of your fil | & healthcare needs.

ALL ARE WELCOME. REFRESHMENTS WILL BE PROVIDED.
To RSVP, please contact Tiffany Erhard at 800-333-4374.

New York StaeWide Sesior Acton Counc, nc

MEDICARE FRAUD HELPLINE 800-333-4374

@&/ SMP 48
T Assistance P seay Senior Medicare Patrol
ledicare Preventing Medicare Fraud
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CONCLUSION

66

This program has opened the conversation of scams, fraud & abuse as well as

empowering our community to seek more information and obtain resources that
they did not know were available to them. Through our peer-to-peer connections
and presentations around our neighborhoods, we have been able to alert people

of health care fraud, and also expand our offerings in English, Cantonese and

Mandarin.

- Maria Cuoco (Newtown Senior Center Director)

@ SHIP
Na: care

Preventing Medicare Fraud




OHIC NATIONAL CONFERENCE

HPNON

July 15-18, 2024 | New Orleans, Louisiana

North Dakota’s SMP Program:

Best Practices for Diversity, Equity, and Inclusivity in
Community Programs

Speaker(s): Linda Madsen (ND)
Presentation Date: July 17, 2024; 9:00 AM - 10:15 AM

State Health Insurance
Assistance Program

Navigating Medicare
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OVERVIEW - NORTH DAKOTA

Outcome: ND’s targeted underserved populations will have access to modified resources that increase
community awareness and understanding of potential Medicare fraud and scams.

DEI - STATISTICS IN ND ®* ND does not have the racial diversity seen in

other parts of the country.
Race and ethnicity in ND
e White 82.9% ® Through the creation of “Your Guide to Medicare
and Common Medicare Scams,” ND SMP
promoted EQUITY for Medicare beneficiaries in
rural, underserved counties, people with
disabilities, and those with limited income.

® Native American 5.0%

® Black, Asian, Hispanic or Other 12.1%

® This handbook, written in plain language, is
easier for the targeted populations, as well as the
general public to understand.

Assistance Program




PROCESS

What is Plain Language?

Language that is clear, concise, well organized, and appropriate for the
intended audience (Plain Language Act of 2010).

Plain Language Promotes Equity
The most obvious reason to use Plain language writing is to make all
information and ideas more accessible to people with intellectual and
developmental disabilities (IDD) and other disabilities affecting reading,
comprehension, and other cognitive functions (Pulrang, 2020).

SHIP A

aaaaaaaaaaaaaaaaaa

NORTH DAKOTA
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Plain Language

Literacy Levels

General public - Grade 6

People with disabilities — Grade 4
Diverse cultural backgrounds — Grade 2
Older people — Grade 2

The average reading level of most
public information is Grade 11

Plain language is not “dumbing” down information, rather
it is making information intellectually accessible for a wide
audience.

Basic Tips for Writing in Plain Language

* Know your audience and write for them

* Use common words - avoid jargon and acronyms
* Use short words, 3 syllables or less

* Use short sentences, one idea per sentence

* Use an active voice

* Use “you” and other pronouns

* Aim to write at a 6t grade reading level or below

Editing and writing tools used by the ND SMP in creating
the handbooks were Hemingway Editor and ChatGPT.

53



RESULTS

* A Medicare beneficiary, a person with a cognitive
delay, a person knowledgeable in plain language who
is also the daughter of a Medicare beneficiary, and a
beneficiary who uses English as a Second Language,
all reviewed and provided input for the handbook.

 The handbooks were disseminated through partners
who provide services to the target populations.

 American Indians are a diverse, hard-to-reach
population in ND. Due to the overwhelming response
of our original handbook, ND SMP created a similar
product for use in tribal communities.

* The handbooks and resources for using plain
language can be found in the SMP Resource Library.

SHIP

Navigating Medicare

NORTH DAKOTA

Your Guide to

MEDICARE

and Common
Medicare Scams

Medicare Basics for
American Indians

Your Guide to Medicare and
Common Medicare Scams

S Sy

2 Senior Medicare Patrol

Preventing Medicare Fraud
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MOVING FORWARD

New Unique Partnerships
* North Dakota Association for the Disabled (NDAD)

* ND Navigators with the Marketplace Health
Insurance

* ND Tribal Health Liaisons from the ND Department
of Health and Human Services.

Partners were trained on the contents and rationale
for developing the handbook. Staff disseminated the
handbook to people who receive services.

Navigating Medicare

NORTH DAKOTA

Lessons Learned

Plain language was more time consuming and
difficult to implement than we had anticipated.

In creating the Tribal handbook, it was reviewed by
Tribal Health Liaisons. Some of their suggestions:

* Include information about notifying close family
members about a potential scam

» Keep content on each page to minimum

» Difference between Indian Health Services (IHS)
and Medicare and how they work together

* Include pictures and graphics to help explain the
content

e Pictures of Tribal members should be local
and include Tribal affiliation
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CONTACT INFORMATION

Maria Alvarez Norma Kop Lucilia Prates-Ramos

Executive Director, New York StateWide Program Specialist, Executive Office on Aging Statewide Director, AgeSpan, Inc.
Senior Action Council Hawai‘i State Department of Health | Ka ‘Oihana Olakino (800) 892-0890

(800) 333-4374 (808) 586-0100 |prates@agespan.org
maconsult@aol.com norma.kop@doh.hawaii.gov

Catherina “Trina” Isidro Linda Madsen

Executive Director, California Health Advocates  Project Director, North Dakota Senior Medicare Patrol

Statewide Director, Senior Medicare Patrol (800) 233-1737

(916) 465-8105 linda.madsen@minotstateu.edu

cisidro@cahealthadvocates.org

@ SMP
Assistance Program Senior Medicare Patrol
Navigating Medicare Preventing Medicare Fraud
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