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FIELD PERSPECTIVE

Navigating Medicare Preventing Medic

Local help for Nebraskans with Medicare




Website Chatbot - Doug

Nebraska Department of Insurance
= Licensing Division
= |nsurance Complaint Division
= Nebraska SHIP & SMP Division

Vendor of website chat — Tawk.to
Doug went Live April 2025
How Doug can address questions:

= Doug does not have free access to the internet.
= Dougis provided access to specific web pages.

= Dougis provided documents and tables.
= Dougis provided FAQs.

= Doug can escalate chats to division staff when
appropriate.

Question : What do | need to start Medicare sign up

Uy

- The Initial Enrollment Period (IEP) is a seven-month window starting three months before
your 65th birthday month (or 25th month of Social Security disability benefits).

[09:23] Doug has joined the conversation.

[09:23] Doug : To start Medicare sign up, here are key points you need to know:

- Enrollment into Medicare Part A and Part B is done through the Social Security
Administration.

- If you are receiving Social Security benefits, you must enroll in Medicare Part A when
eligible.

- If you or your spouse are still working and have employer insurance (with 20 or more
employees), you may delay enrollment without penalty.

- When you retire and your employer coverage ends, you get a Special Enrollment Period to
sign up without penalty.

- You can also get help enrolling in Part D and Medicare Advantage Plans through the SHIP
Division.

- For personalized assistance, you can contact the Nebraska SHIP & SMP office at (800)
234-7119.

If you want to enroll, you can start by contacting the Social Security Administration or the
Nebraska SHIP & SMP for guidance.

109:25] William [l : ok thank you.

[09:25] Doug : You're welcome! If you have any more questions, feel free to ask. Have a
great day!
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MEDICARE
GLP-1BRIDGE

Al Proteger su PROGRAM 4 Pl
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a simismo. =  $50 per month ) g . 4
3 i ¢ 3 GLP-1Drugs available S
1. Foundayo
Nunca comparta su nUmero de Medicare. 2. Wegovy ]
3. Zepbound (KwikPen only)
¢ Must meet 4 requirements
to be eligible NEBRASKA

To learn more, call the SHIP SHlP | SM,P‘
and SMP at 1800.234.7119 o A

Revise los estados de cuenta mensualmente.

@ Reporte llamadas o facturas sospechosas.

Si sospecha de fraude de Medicare

= Flyers
@ — Llame al SHIP & SMP de Nebraska @f o .
- ame al 1-800-234- resione 9 para Espafio svip
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Este proyecto fue apoyado, en parte, por a subvencion numero 240inemiaa, de la Administracion para ta Vida Comunitaria de los EE. UL,
Departamento de Salud y Servicios Humanos, Washington, D.C. 20211,
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N ASKA Medicare Fraud Prevention Quiz
PROTECT YOU R M EDICARE SEﬁDP“ = S:\A’P Test your knowledge and learn how to protect yourself from Medicare scams

S| S = Presentations

Unsolicited Contact: Scammers posing as
Medicare representatives call, email, or visit GET HELP

. . .
our home unexpectedl) . g
# » i If you think you are a Someone calls claiming to be from Medicare and asks for your .
. . potential victim of Medicare Medicare number. What should you do?
“Free” Offers: Offers of free medical supplies, fraud, report it.
genetic testing, or prescription drugs in

exchange for your Medicare number. Call Nebraska SHIP & SMP at Give them the number — they said they're from Medicare
1-800-234-7119.

. .
et rumber, ol Sy b . I ra n S lat I 0 n I n to Ot h e r
Med‘c‘are num‘ber, 20 at_sicumy ndmberor Hang up and call Medicare directly at 1-800-MEDICARE
bank information to “verify” your account or
Ask them to mail you the information la n g l I a ge S

issue you a new card.
+ Correct!

Medicare will never call you unsolicited to ask for your personal
infermation. Always call them directly using the official number.

Next Question —

Pressure Tactics: Creating a sense of urgency,
such as threatening to cancel your benefits if m’;:g;
you do not join a new plan or provide DETECT
information immediately. scams
. ‘ REVIEW
Unrecognized Charges: Seeing charges on your MEDICARE
Medicare Summary Notice (MSN) or Explanation SUMMARY
of Benefits (EOB) for services, tests, or e
equipment you did not receive or that were not SERVICES
ordered by your doctor. TTEMS
BILLED
REPORT
SUSPECTED
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DEPARTMENT OF HEALTH AND HUMAN SERVICES, WASHINGTON, D.C. 20211




Articulate
360

= Create Online Courses:

= STARS System Volunteer
Training: Accurate SHIP
& SMP Report

= Navigating Medicare.gov

= 2025 Fall Update
Training — What’s New
with Medicare in 20267

= Al Narration

Published October 2, 2025 4 Lessons 45 Minutes

Patti French - Training
Coordinator

Have you ever wondered how your volunteer efforts can make a
measurable impact on the lives of Medicare beneficiaries? This course
will guide you step-by-step through the essentials of using the STARS
system to report your SHIP & SMP activities accurately and
confidently. You'll learn how to securely access the system,
distinguish between different types of reporting, and complete both
Beneficiary Contact and Group/Media Outreach forms in compliance
with all guidelines. Through clear instructions, practical examples,
and supportive guidance, you'll develop the skills to ensure your

reports are complete, accurate, and make a real difference in program

outcomes.

START COURSE

Understanding SHIP & SMP Reporting Types

How to Report Beneficiary Contacts in STARS

Getting Started: Secure Access to the STARS System

Reporting Cost Changes and Uploading Documentation in STARS

Welcome to Secure STARS Access

Secure access to the STARS system is essential for all volunteers. By ensuring that only
authorized individuals can log in, we help protect sensitive beneficiary information and
uphold the integrity of our programs. Following secure login procedures not only
safeguards your own account but also supports the overall security of the STARS platform

for everyone involved.

A > e 0:27 x ) B
. Receive and manage your STARS credentials.
. Log in and out of the STARS system securely.
. Use multifactor authentication (MFA) for added security.
. Respond to session timeouts and maintain account security.
. Troubleshoot common login and account access issues.
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Please enter the verification code that was sent to
ek Pk @k goy

Please allow 1-2 minutes for the code to be received via
email. Authentication codes are valid for 15 minutes
once the code has been requested. Please ensure to
ccheck spam and junk folders for the code. If multiple
codes have been requested, please ensure the most
recently received code is utilized.

Verify Cancel

Did not receive a code? Click here to resend.
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Wait for the Verification Code




VoxLog — Automated. Local. Compliant.

\)
\)

Need for Voicemail
Transcription Identified

Open Enrollment Planning
Began February 2026

Opportunitiesto Increase
Efficiency and Capacity
Identified

¢

Project began March
2026

Met with IT Business Systems
Analyst and SHIP & SMP Staff

Discussed Needs
IT Built Tool
Tested Results

Met Again

v/

Beta Testing began
June 2026

Current VoxLog Unveiled
Positive Feedback from Team

No Major Adjustments

¢

AN

Three Automatic
Steps

Voicemail Arrives
Local Al Transcribes It

Message is Added to Channel
List in Microsoft Teams

@
D

Information for
Teammates

Caller Name
Phone Number
Call Date & Time
Transcript

Listen-to Link

Status: Pending



Voxlog + ©

CallDate

2026-07-30

2026-07-30

2026-07-30

2026-07-30

CallTime

11:02 AM

11:47 AM

1217 PM

127 PM

PhoneMumber

402

402

402

605

CallerName

NAMNCY

WIRELESS CALLER

WIRELESS CALLER

SIOUX FALLS,SD

Transcription WAV Link

R T |

My phone
number is 402-

Hi, my name is W
Mancy and
I'm approaching age
65 and I'm looking
at Medicare
Supplement options
and | wonder if |
could wisit with
someone about that.
My phone number is
402

Thanks. Bye-bye.

This is Roseanne %
_ . the last name
of spelled

I'm calling
about the Federal
Lifeline Program,
please give me a call
back, 402

Thank you.

Yes, this is Tony W
4021

can you please call

me back. Thank you

Hi, this 1s Amy W
,and I'm

calling from a Vera

Health Planes, and

we have just some

questions as it

Status

Unreachable

StaffName

@ Mimick, Lon

Motes

sent plan G and part
D quotes via email

7/30/2026 1:00 PM



Mimick, Lori mentioned you in "VoxLog". B Summarize
_11""', i @ 9 Reply | % Reply Al Forward b

4 W. To Burlison, Jonathan Thu 7/2/2026 11:47 AM

If there are problems with how this message is displayed, dick here to view it in a web browser.

Mimick, Lori mentioned you

= On a list item in VoxLog

Mimick, Lori mentioned you
"@Burlison, Jonathan @Hansen, Eric Thank you! | called her and let her know
she can come in person 3"

‘This email is generated through State of Mebraska's use of Micrasaft 365 and may contain contant that is controlled by State of Nebraska,

Comments:

- Callerisrequesting specific
staff member.

- Teammate requires
help/clarification.

Edit all Copylink (]

Item properties Comments v

Mimick, Lori

@Burlison, Jonathan @Hansen,
Eric Thank you! | called her and
let her know she can come in
person 3}

You
@Mimick, Lori 've sent an
email regarding this question.

Mimick, Lori
@Burlison, Jonathan will you

please clarify? then let me know
and i will call her back again :)

Transcription
This is Deanna 402 | just registered for navigating Medicare the workshop on July
22nd in Lincoln. The event details page says that it's at SCC Jack J. Hunt Continuing Education

Center. When | registered it said that it's virtual just needing to know which one it's. Accurate. Hope
you're from Houston. Thank you.

MNotes

7/3 - called back and let her know she may attend in person and provided the address, she said that
works for her and thanked us for clanifying

7/2 - retumed call, said she registered for in person but the confirmation she was sent states it is
virtual and provides a link. told her 1 would seek clarification tomorrow 7/2 and give her a call back...



VoxLog — Automated. Local. Compliant.

No Per-Minute API Fees
= The Al runs on workstations we
already own —transcription is free to
run
No New Licensing

= Built on the standard Microsoft 365

connectors we already pay for - Ongoing COStC pt‘.l‘ VO'iCﬁm.‘:lil.
nothing premium.

= Scales for Free

= More call volume costs nothing extra
— unlike a cloud service that bills by

the minute. NEBR/\\S KI/\\

= Fully aligns with Nebraska
Information Technology SH |P SM P
Commission POlICy 8-609. Artificial Navigating Medicare Preventing Medicare Fraud

Intelligence Policy.

Local help for Nebraskans with Medicare

_
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