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Beneficiary Information on Medicare Rights
12100.
BACKGROUND

As specified in your contract, conduct activities in your area to inform beneficiaries about Medicare and the PRO program.  Gear your activities toward educating beneficiaries about:

o
The purpose of the PRO program;

o
The rights of Medicare beneficiaries under the PRO program; and 

o
How these rights may be exercised.

Collaborate with organizations that serve the same geographic areas (e.g., Medicare carriers, intermediaries, State offices on aging, Social Security District Offices, etc.) and coordinate your activities with them.  You may also subcontract portions of your activities where it results in more efficient and effective efforts.

12110.
BENEFICIARY HOTLINE

Maintain a cost-free hotline for beneficiary use, i.e., provide a toll-free number or agree to accept collect calls.  The hotline must be staffed during normal working hours.  Record beneficiary calls received outside of normal working hours and respond to them during the next business day. 

Ensure that beneficiaries are aware of the hotline and its purpose by publicizing it using a variety of communication methods (e.g., meetings,  advertisements in newspapers and senior citizen newsletters). 

Provide information regarding Medicare beneficiary rights and responsibilities,  beneficiary protections (including HINNs, discharge planning, and beneficiary complaints), and appropriate health education issues related to active projects (e.g., flu vaccinations).  Make appropriate referrals when information or assistance that the beneficiary requests is not related to PRO activities or responsibilities.

Document all calls to the hotline.  At a minimum, include:

o
The caller's name;

o
The reason for the call; and

o
Your action(s).

If you cannot respond while the caller is on the telephone, follow-up either by telephone or in writing within 15 calendar days.  Any information you give must meet the confidentiality and disclosure requirements set forth in §1160 of the Act and 42 CFR 476.  (See §§10000-10090.)

Use the information collected from hotline calls to determine patterns of beneficiary information needs and to improve the hotline process.
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12120.
INTERACTION WITH BENEFICIARY GROUPS

Implement cost effective methods for interacting with beneficiaries and their representatives and providing information on Medicare rights.  Structure your activities to reach the maximum achievable audience.  When possible, coordinate activities with other organizations that serve the beneficiary population.  If you are unable to fulfill a request to meet with a beneficiary group (e.g., sending a speaker to make a presentation to a small group at a distant location would not be an effective use of resources), offer to help arrange for alternative presenters who could also provide the information (e.g., a representative from a local agency or Medicare contractor) or provide the information using an alternative method (e.g., video, brochures).  Request partners to provide information on Medicare rights when they interact with beneficiaries.  When presenting information on Medicare rights, also include health promotion and disease prevention topics, as appropriate. 

12130.
OTHER ACTIVITIES

In addition to the activities described in the preceding sections, you may consider engaging in other activities that are cost effective ways of educating beneficiaries of their Medicare rights (e.g., brochures, videos, audios).

NOTE:
HCFA may also provide you with informational material (including camera-ready copies) for distribution.

12140.
EVALUATION

Evaluate the efficiency and effectiveness of activities you carry out to educate beneficiaries regarding  their Medicare rights.

o
Evaluate the number of beneficiaries reached in comparison to the Medicare population in your area.

o
Determine if the information presented/disseminated meets the  beneficiaries' needs (e.g., relevant topics and information) and is easy to understand.

o
Determine if the information (e.g., in verbal form, brochures, videos) is presented/distributed effectively (e.g., evaluate the communication vehicle or format used, content and visual presentation of written materials, delivery of verbal messages).

o
Determine if the information presented/distributed achieves the desired outcome (e.g., increase in knowledge about rights/where to receive assistance with quality of care concerns).

o
Determine if educational materials  are produced/distributed in a cost effective manner (e.g., used/modified materials developed by other PROs or community organizations.

o
Evaluate your effectiveness in coordinating/networking with other Medicare contractors, State and local agencies, and organizations that serve the beneficiary population.

o
Utilize your evaluation findings when developing and carrying out new educational initiatives.

Consider budget limitations when evaluating outreach communication efforts and utilize inexpensive, simple evaluation methods whenever possible (e.g., requesting attendees to complete questionnaires at events; conducting limited surveys; including a section within a written document that requests comments or responses).  Share evaluation methods used with other PROs.
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