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HAP’s Guide to Volunteer Program Development
Volunteers are a critical part of SHIP programs. Approximately ninety-five percent of SHIPs use volunteers to help reach out to their communities, counsel more Medicare beneficiaries, and meet the increasing demand for services. 

However, it can sometimes be challenging to develop and maintain a strong volunteer program. That’s why HAP, in partnership with several SHIPs, has created tools and resources to help you develop or expand your volunteer program. We’ve compiled the materials into this guide, along with tips about how you can incorporate the ideas into your SHIP. 

We offer practical resources and tools in four main areas:

· Planning: How to create a solid foundation for your volunteer program

· Recruitment: How to find and select the right volunteers for your SHIP

· Training and Certification: How to equip volunteers with the knowledge and skills they need to succeed

· Management: How to keep volunteers motivated, manage risk, and evaluate your volunteer program

This guide includes a variety of replicable materials that you can modify and use for your unique volunteer program. Please feel free to customize them to meet the needs of your SHIP. 
Throughout this guide, we also link to other relevant HAP materials. You can access those resources using the electronic version of this guide by holding the Ctrl key and as you click on the item you’d like to view. Or, you can simply visit our website at www.hapnetwork.org.  
We hope these tools are helpful to you as you develop or expand your SHIP volunteer program!

Sincerely, 

The HAP Team 
Table of Contents
I. 4Planning for Your SHIP Volunteer Program


5Volunteer Program Planning: Things to Consider


6Why Build a SHIP Volunteer Program?


7Developing a Role-Based SHIP Volunteer Program


8Creating Volunteer Job Descriptions


9Sample SHIP Volunteer Job Descriptions


19Sample SHIP Volunteer Recruitment Brochure


21Sample SHIP Volunteer Application


25SHIP Volunteer Agreement


27Sample Facilitation Questions


29Sample Volunteer Project Schedule


II. 30Recruiting the Right Volunteers


31Why Volunteer for SHIP?


32Tips for Recruiting SHIP Volunteers


33Strategies for Recruiting SHIP Volunteers


36SHIP Volunteer Recruitment Plan


47Sample Media Recruitment Tools


53Tips for Screening Potential SHIP Volunteers


III. 64Training Your SHIP Volunteers


65Topics to Include in SHIP Volunteer Orientation


66Sample SHIP Welcome and Orientation Letter


67SHIP Training and Certification


68SHIP Certification Methods


69Sample SHIP Training Guidelines


IV. 75Managing Your SHIP Volunteer Program


76Tips for Retaining Your SHIP Volunteers


77Simple and Low-Cost Volunteer Appreciation Ideas


78Celebrating SHIP Volunteers through Media Coverage


8330 Ways to Show Appreciation for SHIP Volunteers


85Managing Risk and Liability in SHIP Volunteer Programs


89Self-Assessment: Volunteer Risk Management


90SHIP Volunteer Feedback Form


92SHIP Client Feedback Survey


95Additional Resources





I. Planning for Your SHIP Volunteer Program
Take a little time to plan now, and you’ll be better prepared to recruit and utilize new SHIP volunteers! Planning can help you assess your needs, consider how volunteers might fit into your agency, and set up an infrastructure to support your new helpers. Once you’ve tackled these important issues, you’ll be ready to start recruiting!

This chapter includes information and tools to help you start your planning. Below is a list of the resources that follow, as well as a brief description of how each item can help you plan for your SHIP volunteer program.  

· Volunteer Program Planning: Things to Consider: This list helps make sure you’ve considered all the important issues during your planning process. 

· Why Build a SHIP Volunteer Program: This summary reflects on why SHIP volunteers are critical. You can also use many of these messages for recruitment! 

· Developing a Role-Based SHIP Volunteer Program: This piece explains the basics of role-based volunteer programs, offers SHIP examples, and provides a few tips to help you develop your own role-based program. 

· Creating Volunteer Job Descriptions: This summary highlights key elements to include in volunteer job descriptions, as well as tips to help you write them. 

· Sample Job Descriptions: This section includes 10 role-based job descriptions. You can modify these samples and use them for your volunteer program!

· Sample Recruitment Brochure: This brochure offers a sample layout and language to help you design a recruitment brochure for your SHIP. 
· Sample Volunteer Application: This application includes a variety of questions to help you gather information about prospective volunteers.  

· Sample Volunteer Agreement: This agreement contains several key items you may want applicants to commit to before volunteering with SHIP. 

· Sample Needs Assessment Questions: This section includes questions that can help you identify (and plan for) needs and challenges facing your volunteer program. HAP uses similar questions to guide each Collaborative State Project (CSP) planning process.   

· Sample Volunteer Project Schedule: This schedule includes a sample timeline to can use to implement a new volunteerism initiative in your program. HAP uses a similar schedule to guide each CSP.  

Volunteer Program Planning: Things to Consider

Here are a few things to consider as you plan for your SHIP volunteer program: 

· Think about the SHIP mission and how volunteers could help fulfill that mission. 

· Assess your organization. How would volunteers fit in? Does your organization have the capacity to support volunteers with workspace and equipment?  

· Consider trends that may affect your SHIP for better or worse; for example, the growing number of beneficiaries or Medicare’s increasing complexity. Take these trends into account as you plan. 

· Decide how much time you’ll be able to dedicate to volunteer management. Then, based on that amount of time, set a practical goal for the number of volunteers that can be well-engaged and utilized with your SHIP. 
· Establish the budget for volunteer management activities. Do you have money to print flyers, pay mileage, or buy small items to recognize your volunteers?
· Think about why people would want to volunteer for SHIP. Then, use those reasons to help shape your planning and recruitment messages. 

· Design meaningful roles and interesting projects that will attract volunteers. 

· Determine how volunteers will be trained, mentored, and supported throughout their commitment. 
· Prepare for new volunteers by establishing policies and procedures. Clarify how staff and volunteers will work together.
· Create a welcoming space for the volunteer your office. If space is a problem, consider engaging volunteers remotely (e.g. at a senior center, hospital, etc.).
· Prepare your organization for the idea of volunteers by discussing and sharing your vision for the volunteer program.
You don’t have to do it alone! Many organizations form volunteer committees to help with planning. The committee may consist of paid staff, board members, current volunteers, and community leaders with an interest in the SHIP mission. Once the committee outlines a volunteer program plan, one person is generally responsible for putting the plan into action.

Why Build a SHIP Volunteer Program?
There are plenty of good reasons to get volunteers involved with your SHIP! Here are a few for you to consider as you plan for your volunteer program. 

· The Need in the Community Is Greater than SHIP Staff Can Handle: There are more than 45 million Medicare beneficiaries nationwide. Approximately five million of them have a cognitive impairment or other disability that makes it difficult to navigate the health care system on their own. Especially in times of significant change, the need for services is greater than staff can handle alone.

· Clients Often Need More Time than Staff Can Give: Some of the problems beneficiaries and caregivers have are complicated. It can take hours to unravel issues, agree on a solution, and follow through. Volunteers can help staff by devoting extra time to resolve complicated issues and provide great service.

· Volunteers Enable SHIPs to be Flexible and Responsive: Requests for SHIP services sometimes arise at inconvenient times. A caregiver may only be able to meet outside of regular business hours or a reporter may request an interview right before a deadline. Volunteers can help by responding to these requests when a staff person can not. 

· Clients May Need Services That Are Outside the Expertise of Staff: It’s hard to be an expert on everything related to Medicare. As such, volunteers with unique skills or experiences can complement the work of staff. Volunteers may have experience in the health care system or be skilled in areas such as mediation or advocacy. Some volunteers also enjoy the chance to master a complex subject such as appeals, long-term care insurance, or local retiree group health plans. 

· Volunteers Open Doors to the Community: A diverse group of volunteers can help you access underserved or difficult to reach beneficiaries, including people with disabilities and those with limited English proficiency. Volunteers, through their other affiliations, also can link your SHIP to potential partners such as AARP, the Long-term Care Ombudsman program, or places of worship. 

· Volunteers Provide Continuity: In some communities, SHIPs have many long-term volunteers. Some have stuck with the program through several staff and agency changes. Their collective experience, when tapped, can be a significant resource for your organization and community.

Developing a Role-Based SHIP Volunteer Program

The roles that volunteers play in local SHIP programs are evolving. Many SHIPs are now offering volunteers more opportunities through new role-based volunteer programs. These programs utilize more than just volunteer counselors; they actually offer multiple “roles” or types of volunteer positions. These roles vary by SHIP and may include helping with clerical tasks, outreach, marketing, recruitment, or other unique activities. 

Flexible, role-based volunteer programs can help you attract more volunteers with a variety of talents and interests. They can also help you recruit volunteers who may be intimidated, or otherwise not interested, in taking on a full counseling role. 


You can learn what other SHIPs are doing by checking out these role-based programs that were developed through HAP’s Collaborative State Projects (CSPs): 

· Alabama’s SCREAM Team
· Colorado’s Medicare Navigators 

· Maryland’s SHIP MATES
· Michigan’s MMAP Volunteer Team  

· Vermont’s SHIP Volunteer CREW
· Virginia’s COMPASS Team 
Are you interested in developing a role-based program for your SHIP? If so, start by doing some planning. Identify some gaps that volunteers could fill in your program. For instance, you may need someone to help you write newsletter articles, fundraise, or greet people at events. Make a list of the activities you could use help with. Then, use that list to begin crafting new volunteer positions. Make sure to draft clear volunteer job descriptions that describe the responsibilities and qualifications for each new role. You’ll find more tips and sample job descriptions on the next page! 

Creating Volunteer Job Descriptions

Job descriptions are very important to the success of your volunteer recruitment and retention efforts. People are more likely to sign-up to volunteer, and continue volunteering, if they understand what they’ll be doing and what is expected of them. A well-written job description can give them this vital information. 

A volunteer job description is most helpful when it:

· Explains the purpose and duties of the position; 

· Identifies a supervisor and worksite(s); 

· States the desired time commitment; and 

· Lists the responsibilities and qualifications for the position

Try not to use jargon or abbreviations. As much as possible, avoid long, wordy descriptions. They tend to confuse or intimidate potential volunteers. Do your best to balance clarity and conciseness with the volunteers' need to have a complete description of the position's duties and responsibilities. Try to review and update position descriptions regularly.   

When you create a job description for a new volunteer role, it is good to consult with other staff, as appropriate, and seek input from those with whom the volunteer will be working. They may be able to help you as you craft a comprehensive, compelling volunteer job description.  

Also, don’t forget that a well-crafted job description can be a useful tool for managing your volunteers. Use it as a guide when you offer feedback to a volunteer on his or her performance. 

Sample SHIP Volunteer Job Descriptions

Title: Administrative, Clerical, or Program Assistant 
Description: To provide administrative support, including data entry and other
clerical duties.


Supervisor: SHIP Coordinator

Responsibilities:

· Collect and report data on SHIP activities via a variety of methods, including web-based tools
· Help with organizational activities such as stuffing packets and making copies of training and outreach materials
· Assist with setting up client appointments
· Other administrative support as needed 
Desired Qualiﬁcations: 

· Strong organizational skills

· Ability to get along with others

· Good planning skills

· Proﬁcient with the computer and the Internet

· Access to the Internet and email
Title: Counselor or Educator

Description: To provide information about Medicare and related programs to members of the community. 

Responsibilities: 

· Deliver community presentations to a variety of audiences including Medicare beneﬁciaries, caregivers, and providers on selected topics
· Provide information about the Medicare program to new beneﬁciaries
· Educate individual beneﬁciaries on Medicare-related issues via the phone or face-to-face 

· Utilize SHIP materials and other identiﬁed resources to stay up-to-date on issues affecting Medicare beneﬁciaries 

· Attend basic and update trainings as required
· Complete required forms and/or reports about presentations and other education-related activities 
· Keep all information pertaining to a client confidential
· Other education-related duties as needed
Desired Qualiﬁcations: 
· Sensitive and caring attitude
· Good oral and written communication skills
· Proﬁcient with the computer and the Internet
· Internet and email access
· Ability to get along with others
Title: Intake Volunteer

Description: Assist SHIP counselors by contacting Medicare beneficiaries to compile a list of their health coverage needs.

Supervisor: SHIP Coordinator

Responsibilities:

· Compile necessary information for beneficiaries requesting SHIP assistance

· Provide basic information about the Medicare program

· Assist counselors with client follow-up

· Stay up-to-date on issues affecting Medicare beneficiaries

· Complete required reports about education and counseling activities

· Other client support duties as needed

Desired Qualifications:

· Ability to get along with others

· Sensitive and caring attitude

· Comfortable working under tight timelines

· Good oral/written communication skills

· Proficient with the computer and the Internet

· Access to the Internet and email

Title: Marketer

Description: To promote community awareness of the SHIP program and its services.
Supervisor: SHIP Coordinator 

Responsibilities:

· Distribute materials about SHIP to appropriate community partners including providers, churches, and social service agencies

· Represent SHIP at local community events such as county fairs

· Maintain good working relationships with community partners

· Develop media materials such as press releases

· Create and/or maintain list of local media

· Develop promotional materials, such as ﬂyers

· Provide other marketing support as needed

Desired Qualifications:

· Good written and oral communication skills

· Ability to get along with others

· Good planning and organizational skills

· Active involvement in community groups, associations, and events

· Marketing, sales, advertising or public relations background

· Reliable transportation, valid driver’s license, and clean driving record

· Proficient with the computer and the Internet

· Access to the Internet and email

Title: Outreach Assistant
Description: Educates the community about SHIP and Medicare-related topics

Supervisor: SHIP Coordinator

Responsibilities:

· Delivers public presentations to Medicare beneficiaries, caregivers, community partners and health care providers. Presentation topics may include:

· SHIP, its services, and volunteer opportunities
· Medicare, Medicaid, Medicare supplemental insurance, long-term care insurance, other related health insurance programs, or fraud and abuse

· Represents SHIP at local community events such as health fairs

· Assists with the development of new partnerships, and other outreach support

· Participates in basic and update trainings as required and satisfactorily completes certification requirements

· Complies with SHIP policies and guidelines for counselors, including those regarding confidentiality and reporting of SHIP activities

Desired Qualifications:

· Good written and oral communication skills

· Strong planning and organizational skills

· Comfortable with public speaking

· Active involvement in community groups, associations, and events

· Reliable transportation, valid driver’s license, and clean driving record

· Confidence using the computer and the Internet

· Ability to get along with others

Sensitivity in working with vulnerable populations

Title: Part D Specialist
Description: Provides one-on-one assistance to help people navigate Medicare Part D.

Supervisor: SHIP Coordinator

Responsibilities:

· Provides information about, and assistance with, Medicare Part D

· Uses Internet-based programs to help clients compare prescription drug plan options and access other benefits

· Provides one-on-one counseling in person, by phone, at specified SHIP locations, during special enrollment events, or in clients’ homes

· Assesses clients’ needs and makes referrals to appropriate community resources

· Advocates on behalf of clients to help them resolve Part D problems

· Participates in basic and update trainings as required and satisfactorily completes certification requirements

· Complies with SHIP policies and guidelines for counselors, including those regarding confidentiality and reporting of SHIP activities

Desired Qualifications:

· Ability to listen, identify client issues, and problem solve

· Willingness to advocate on behalf of people with Medicare

· Willingness to learn and retain information

· Confidence using the computer and the Internet

· Good written and oral communication skills

· Strong organizational skills

· Ability to get along well with others

Sensitivity in working with vulnerable populations

Title: Screener 
Description: To help beneﬁciaries apply for and access public beneﬁt programs. 

Supervisor: SHIP Coordinator 

Responsibilities: 

· Conduct intake interviews to learn more about a client’s personal situation, including their health beneﬁts and ﬁnances

· Screen clients for programs that may help them obtain health services including prescription drugs

· Screen clients for programs that may help people with limited incomes pay for their health care

· Help clients complete applications for beneﬁts

· Attend basic and update trainings as required
· Complete required forms and/or reports related to screening activities

· Keep all information pertaining to a client conﬁdential 

Desired Qualiﬁcations: 

· Ability to get along with others

· Sensitive and caring attitude

· Good oral and written communication skills

· Proﬁcient with the computer and the Internet

· Internet and email access

Title: Site Manager

Description: Provides overall leadership and management for a satellite SHIP site.
Supervisor: SHIP Coordinator
Responsibilities:

· Works with the local program coordinator to establish a satellite SHIP site

· Recruits SHIP volunteers to provide assistance at the satellite location

· Provides direction and guidance to team members and is available to assist in problem identification, research, and resolution

· Oversees scheduling, reporting, and program publicity for the satellite location

· Maintains a good working relationship with the site sponsor

· Provides periodic update training for volunteers at the site 

· Participates in basic and update trainings as required and satisfactorily completes certification requirements

· Complies with SHIP policies and guidelines for counselors, including those regarding confidentiality and reporting of SHIP activities

Desired Qualifications:

· Strong leadership and management skills

· Ability to work well independently and as part of a team

· Good written and oral communication skills

· Strong organizational skills

· Willingness to learn and retain information

· Confidence using the computer and the Internet

· Ability to get along well with others

Sensitivity in working with vulnerable populations

Title: Specialized Counselor 

Description: Provides one-on-one assistance about a specific health insurance topic.

Supervisor: SHIP Coordinator

Responsibilities:

· Provides information about, and assistance with, a specific Medicare-related topic, such as Medicare Part A or B, Medicare Advantage, Medicaid, supplemental health insurance, long-term care insurance, other related health insurance programs, or fraud and abuse

· Provides one-on-one counseling in person, by phone, at specified SHIP locations, during special enrollment events, or in clients’ homes

· Assesses clients’ needs and makes referrals to appropriate community resources
· Advocates on behalf of clients to help them resolve problems with their public or private health benefits
· Participates in basic and update trainings as required and satisfactorily completes certification requirements

· Complies with SHIP policies and guidelines for counselors, including those regarding confidentiality and reporting of SHIP activities

Desired Qualiﬁcations: 

· Ability to listen, identify client issues, and problem solve

· Willingness to advocate on behalf of people with Medicare

· Willingness to learn and retain information

· Good written and oral communication skills; strong organizational skills

· Confidence using the computer and the Internet

· Ability to get along well with others

Sensitivity in working with vulnerable populations

Title: Task Volunteer 

Description: To provide support for special, short-term projects that may be 
time-sensitive. Projects could include supporting outreach activities to reach “hard
to-reach” populations or using graphic design skills to create catchy materials.


Supervisor: SHIP Coordinator


Responsibilities: Vary depending on the nature of the project.


Desired Qualiﬁcations: 

· Ability to get along with others

· Flexibility
· Confidence using the computer and the Internet

Sample SHIP Volunteer Recruitment Brochure
	Join the SHIP Volunteer Team
We need people who have a desire to help their community, who have computer skills, and are Internet-savvy. Training is provided at a SHIP location near you. 

Call us today!
[Insert phone number]
SHIP Locations: 

[Insert SHIP locations] 
	About the [Insert State] SHIP

The [Insert State] State Health Insurance Assistance Program (SHIP) is part of a national network of programs that offer free, confidential counseling and assistance for people with Medicare. Congress established SHIPs in 1990 to help beneficiaries navigate an increasingly complex health care system. 

Each year, the [Insert State] SHIP provides invaluable services to people with Medicare, including: 

· Counseling beneficiaries through the annual prescription drug plan enrollment period. 

· Connecting with beneficiaries who have limited incomes to help them save money on health care costs. 

· Educating the community about health insurance issues. 


	Want to help your community? 
Join the SHIP Volunteer Team! 
[Insert pictures or logos]


Sample SHIP Volunteer Recruitment Brochure (continued)

	About our SHIP Volunteer Program


	[Insert pictures or logos]

The SHIP Volunteer Team was developed by the [Insert State] State Health Insurance Assistance Program (SHIP) to increase our capacity to educate, counsel, and assist [Insert State]’s Medicare beneficiaries.
	Your talents and skills are needed! 

Become part of our volunteer team. Your experience can have a meaningful impact on the lives of Medicare beneficiaries in our state. 

Call today to join!
[Insert phone number]
Reasons to join our volunteer team:
1. Make a difference in your community

2. Assist people with their health benefits

3. Save people money

4. Positively impact other’s lives 

5. Meet new people

6. Experience professional growth

7. Educate your community

8. Be part of a dynamic team 

Please note: Insurance agents, insurance brokers, and financial planners are not eligible to serve as SHIP volunteers. 

	Volunteer Opportunities

Whether you want to do clerical work or deliver public presentations, our SHIP volunteer team needs your help.

[Insert each volunteer opportunity, along with a brief description] 




Sample SHIP Volunteer Application

Applicant’s Name: ____________________________________________________________ 
Date: ____________________________ County: ____________________________________ 
Contact Information 
Mailing address: ______________________________________________________________ City: ______________________________ State: ____________ Zip code: __________ Email: __________________________________________________________________ Home phone: ________________________ Cell phone: ______________________________

Emergency Contact 
Name: ______________________________ Relationship:_____________________________ Home phone: ________________________ Other phone: ____________________________ 

I. Volunteer Talents

A. Which of the following SHIP volunteer positions interest you? 
( Insert SHIP volunteer role – Insert brief description of responsibilities  
( Insert SHIP volunteer role – Insert brief description of responsibilities 

( Insert SHIP volunteer role – Insert brief description of responsibilities 

( Insert SHIP volunteer role – Insert brief description of responsibilities 

B. Why are you interested in volunteering with SHIP? 
______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

C. Are you ﬂuent in any language other than English (including sign language)? 
( Yes   ( No   If yes, please list the language(s): _____________________________________

______________________________________________________________________________

D. Skills and Interests (Please check all that apply)
( Computer/Internet


( Organizing/Scheduling

( Public speaking with large groups
( Public speaking with small groups

( Public relations/Communications
( Research

( Teaching/Training


( Writing

( Data Entry




( Graphic Design

( General Office Work




( Assist individuals/One-on-one direct client service

( Other ______________________________________________________________________ 

E. Availability 
Hours per month:  ( 4 or less 

( 5 to 10 

( More than 10 

Preferred days and times:

( Monday

( Morning

( Afternoon

( Tuesday

( Morning

( Afternoon

( Wednesday
( Morning

( Afternoon

( Thursday

( Morning

( Afternoon

( Friday

( Morning 

( Afternoon

( As Needed 

F. Are you licensed and able to drive an automobile?   ( Yes   ( No 

II. Experience 

A. Employer Information (include paid and volunteer experience) 

Retired   ( Yes   ( No
Company/Organization: _______________________________________________________
Dates of service: From _______________________ to ________________________________

Contact person: _____________________________ Phone: ___________________________
( Paid employee 
( Volunteer
Company/Organization: _______________________________________________________
Dates of service: From _______________________ to ________________________________

Contact person: _____________________________ Phone: ___________________________
( Paid employee 
( Volunteer
B. Education 
College/University: ___________________________________________________________ Degree: ______________________________________________________________________ 

C. Optional 
Do you have any medical conditions you would like SHIP to be aware of?  ( Yes  ( No 

If yes, please describe: ____________________________________________________________ 

Do you require any special accommodations?  ( Yes    ( No 

If yes, please describe: ____________________________________________________________ 

III. References 

Please list two references that are not related to you. 
Name: _______________________________________________________________________ Phone: ______________________________ Relationship: ____________________________ 

Name: _______________________________________________________________________ Phone: ______________________________ Relationship: ____________________________ 

IV. Screening Questions 

A. Are you currently employed by any of the following: 
Insurance company, agency, or broker  

( Yes   
( No 

Financial planning service  


( Yes   
( No 

Health insurance claims or billing service  
( Yes   
( No 

Law ﬁrm or legal services organization  

( Yes   
( No 

Other (please describe): 



( Yes   
( No

 ____________________________________________________________________ 

B. If you answered yes to any of the above, please explain: ________________________

______________________________________________________________________________ 

______________________________________________________________________________ 

______________________________________________________________________________ 

V. Declaration 

I declare that the information provided and statements made in this application are true and complete to the best of my knowledge and belief. I also declare that I understand that the purpose of the training I receive as a SHIP volunteer is to provide services free of charge to Medicare beneﬁciaries and is not to be used for my personal monetary gain. 

Signature:________________________________ Date: _______________


Please mail or fax this form to your local SHIP office at the address below:

SHIP Volunteer Agreement

As a volunteer for the State Health Insurance Assistance Program (SHIP), I agree to act within the scope of my responsibilities and abide by all program policies and procedures as speciﬁed in, but not limited to the following: volunteer job descriptions, handbooks, manuals, and other guidance. The SHIP is not responsible for any activity that I engage in or any responsibility that I assume other than those speciﬁed in the above mentioned program policies and procedures. Any action that I take outside the scope of responsibilities for my volunteer position will be taken at my own personal risk. 

Nature of Volunteer Service 

· I understand that as a SHIP volunteer, I will be relied upon to serve Medicare beneficiaries and their community. The scope of responsibilities varies for each volunteer. 

· I understand that my responsibilities may include providing accurate and objective counseling and assistance to Medicare beneficiaries, their representatives and caregivers, or persons soon to be eligible for Medicare. 

· I understand that my responsibilities may include the use of internet-based programs to help clients compare health and prescription drug plan options. 

· I understand that my responsibilities may also include educating the public on Medicare, Medicaid, and health insurance issues that affect older Americans and people with disabilities. 

· I understand that my volunteer activities may need to take place at speciﬁc counseling sites, by telephone, or at clients’ homes when health conditions make it necessary. 

· I understand that I must submit monthly documentation of my activities to my SHIP Coordinator. 

· I understand that SHIP volunteers provide services free of charge to any Medicare beneﬁciary who seeks assistance from the program. 

Confidentiality 

· I understand that I will have access to sensitive information about my clients, including medical, insurance, ﬁnancial, and other confidential personal data. 

· I agree to keep such information conﬁdential and to use it only to perform my duties as a SHIP volunteer, to the extent that a client explicitly authorizes. 

Non-Conflict of Interest 

SHIP volunteers cannot promote private or personal interests as they go about performing the duties described in SHIP program policies and guidelines. To comply with this requirement, I agree to the following: 
· I will in no way attempt to conduct market research, or solicit or persuade clients to purchase or enroll in a speciﬁc type of health insurance coverage, to switch from one carrier to another to replace existing insurance coverage, to go to a speciﬁc provider of service for treatment, or to direct a client to a speciﬁc agent/broker, or to any proﬁt-based billing service. 
· I will not disclose or use conﬁdential or other personal information obtained from a client through my association with SHIP for personal gain or the gain of my employer or any other party. 
Agreement 

· I understand that as a ___________________ volunteer, I am committing to __________ hours each month. 

· I agree to attend initial and update training programs as required. 

· I agree to respect the conﬁdentiality of my clients and to exercise good faith and integrity in performing my duties as a SHIP volunteer. 

· I understand that a breach of this agreement will result in the termination of my volunteer service and may subject me to liability for harm that I cause to a client through a breach of conﬁdentiality or acting outside the scope of my responsibilities. 

Volunteer’s Signature: ____________________________________ Date: _______________

Coordinator’s Signature: __________________________________ Date: _______________

Sample Facilitation Questions

This guide offers a sample framework for a Needs Assessment and Outcomes Planning Workshop (for a project intended to address volunteer program development). It includes sample questions to assess participants’ needs, as well as the Strengths, Weaknesses, Opportunities, and Threats (SWOT) of each partnering organization. Finally, it includes sample objectives for the Outcomes Planning Workshop. We hope you can use this as a guide in your endeavors to start a new project with a partnering organization or within your program.

Welcome
· Introductions 

· Describe the reason for the partnership, the desired outcomes, and the process 

· Ice breaker 
SWOT Analysis: Understanding Your Volunteer Program 

1. Describe your beneficiary populations.

2. How many volunteers do your programs currently have?

3. How does your program use volunteers? 
4. How would you like to use volunteers?

5. Do you feel supported from leadership in your agency when it comes to working with volunteers? 

6. What challenges do you face in recruiting volunteers?

7. What volunteer recruitment strategies have worked well?

8. What challenges might you face if implementing a new volunteer recruitment strategy?

9. How do you screen prospective volunteers? Do you face any challenges in the screening process?  
10.  How do you train your volunteers? 
11. What are the strengths and weaknesses of your volunteer training efforts?

12. What types of challenges do you face in managing or retaining your volunteers? 
13. How do you assess the performance and satisfaction of your volunteers? What do the volunteers like/dislike?
14. Which partner organizations are your biggest supporters?
Next Steps: Conclude and Celebrate 

1. What do you hope to accomplish during the project/partnership over the [Insert number] months? 

2. What will enable these changes to occur? What might impede the program’s ability to achieve these changes?
3. Is there anything else that’s important to know about the current operating environment of your program/organization? 
Outcomes Planning Workshop Objectives

By the end of the workshop, you will be able to:

1. Understand your programs’ volunteer program development needs 

2. Define participants’ expectations of the project
3. Understand the nature of the volunteer recruitment and management challenges 
4. Develop goals, objectives, and proposed activities with timeline for the project
5. Determine the content and scope of the project
6. Determine the desired scope of the project
7. Provide a baseline for end of project evaluation
Sample Volunteer Project Schedule

	
	Month

	Project Phase
	1 & 2
	3 & 4
	5 & 6
	7 & 8
	9 & 10
	11 &12

	I. Request for Application, Review, and Selection: Conduct a comprehensive process to select the “right” partner(s) for the project. 
	X
	
	
	
	
	

	II. Partnership Agreement:  Signing an agreement—contractual or non-contractual—helps ensure commitment to the project and clarifies the objectives, process, and resources required from both organizations.  
	X
	
	
	
	
	

	III. Needs Assessment: Brings together all stakeholders to identify the strengths, weaknesses, opportunities and threats of the SHIP program (SWOT analysis). 
	X
	
	
	
	
	

	IV. Outcomes Planning: Identify objectives, implementation strategies, and proposed activities. Develop a project work plan that assigns responsibility and timeframes.
	X
	
	
	
	
	

	V. Implementation of Project Activities: Both organizations implement activities and develop tools.
	
	X
	X
	X
	X
	X

	VI. Monitoring and Evaluation: Provide ongoing opportunities to share feedback and assess progress; use feedback to make any necessary changes. 
	
	X
	X
	X
	X
	X

	VII. Project Close-out: Wrap-up activities and develop a plan to sustain project outcomes and, if necessary, further integrate and adopt deliverables into the program. 
	
	
	
	
	
	X


II. Recruiting the Right Volunteers

It pays to recruit volunteers! Volunteers can help you counsel more clients, do more outreach, and spread the word about SHIP. However, volunteer recruitment is a process that can take valuable time and effort. That’s why we’ve developed these recruitment resources to make the job a little easier for you. 

Keep reading and you’ll find tools and information to help you find the right volunteers for your SHIP. Below is a list of the resources that follow, as well as suggestions about how you can use each of them to maximize your recruitment efforts.   

· Why Volunteer for SHIP?  This section highlights some of the reasons why volunteers want to work with SHIP. You can use these messages when you’re recruiting new volunteers!
· Tips for Recruiting Volunteers: This tip sheet includes suggestions to help you get started and think through the recruitment process. 
· Strategies for Recruiting Volunteers: This piece summarizes several recruitment strategies you can use to enlist new SHIP volunteers. 
· Sample Volunteer Recruitment Plan: This worksheet can help you plan, track, and evaluate your volunteer recruitment activities. 
· Sample Media Recruitment Tools: These tools include a sample press release, letter to the editor, public service announcements, and more to help you recruit volunteers using the media. 
· Tips for Screening Potential SHIP Volunteers: This tip sheet summarizes a five-step screening process you can use to evaluate the fit between prospective volunteers and your SHIP.
· Screening Checklist for Potential SHIP Volunteers: This checklist guides you through the five-step screening process to help you achieve major results, such as improved volunteer retention and fewer volunteer management issues!
· Interview Worksheet for Potential SHIP Volunteers: This worksheet includes questions to help you learn more about prospective volunteers, their skills, and their interest in volunteering for SHIP.
Reference Check Worksheet for Potential SHIP Volunteers: This worksheet contains questions to help you learn more about prospective volunteers from people who know them well, either personally or professionally. 

Why Volunteer for SHIP?

There are many great reasons to volunteer for SHIP! We’ve listed just a few of them here. Make sure to highlight these important reasons, and other benefits, when you’re recruiting new volunteers for your SHIP. 

SHIPs Help the Community: More than 45 million Americans have Medicare and many of them have trouble navigating health insurance on their own. SHIP volunteers provide valuable, personalized assistance to help them.  

SHIP Work is Rewarding: Medicare is complex and can be challenging to understand. It takes a special kind of volunteer to help people compare insurance plans or give community presentations about Medicare. SHIP work is rewarding because it offers these exceptional volunteers the opportunity to:

  

· Make a difference in their community

· Save people money and positively impact their lives 

· Stay abreast of the latest information on a vital program that affects millions

· Meet new people and experience professional growth  

· Specialize in a specific area of interest

· Grow with a dynamic program that meets real needs every day 

Medicare's Many Plan Options: SHIPs need more volunteers who can help people understand Medicare's many plan options. Volunteers play a vital role in helping beneficiaries compare Medicare plans, make enrollment decisions, and apply for programs that can help them save money.

SHIPs Offer Many Types of Volunteer Opportunities: SHIP offer a variety of opportunities to match the diverse interests of potential volunteers. These opportunities vary by SHIP and may include roles such as counselor, outreach specialist, marketer, and program assistant.  

SHIP Volunteers are Part of a Team: Volunteers work with a committed team of staff and other volunteers to help their community. Volunteers receive training and support from local programs and the state SHIP office. Further, SHIP volunteers are part of a larger, national SHIP network with volunteers from nearly every state and community!

SHIP Work is Flexible: SHIP volunteers generally can schedule their work to accommodate family, work, or other responsibilities. This makes volunteering flexible and rewarding! However, some SHIPs do ask that volunteers serve a minimum amount per month to stay active and up-to-date on current information (e.g. 4 hours/month). 

Tips for Recruiting SHIP Volunteers
Think about the roles that you want volunteers to fill at your SHIP. Which volunteer positions are most needed? Do any volunteers currently fill these positions? If so, talk with them about their perspectives on volunteering with SHIP. They may offer valuable insights that can help you recruit new volunteers.

Develop a recruitment plan. Identify businesses, organizations, faith communities, and individuals who are likely to be helpful in reaching or identifying prospective volunteers.  Prioritize your contacts, set a schedule, and make sure to follow-up.   

Invite others to help with recruitment. Ask current volunteers, co-workers, or partners to promote SHIP volunteer opportunities at community events and during counseling sessions. Think in terms of a “recruiting team.” You don’t have to do it alone!

Use a recruitment system:  

· Carry several copies of your recruitment toolkit with you wherever you go.

· Have extra brochures and other promotional pieces ready for distribution.

· Be prepared to talk in-depth about the different volunteer positions, and have copies of the job descriptions available.

· Write down contact information in a recruitment log or notebook.

· Close the loop with prospective volunteers. Follow-up with a phone call within a week of meeting a prospect. Ask if they have any questions and offer to mail them a volunteer application form.

· Connect prospective volunteers with veteran volunteers who can talk enthusiastically about what they do and why they do it. Help prospective volunteers understand the rewards of getting involved with your SHIP. 

· Ask them to volunteer. People are more likely to help when asked to do so.  

Make it as easy as possible for prospective volunteers to apply for positions at your SHIP. Provide stamped, self-addressed envelopes to return completed applications, and be prepared to accept applications by fax or email.

It’s also a good exercise to put yourself in the shoes of a potential volunteer and walk through the application process. This way you can see any barriers that might prevent potential volunteers from following through and joining your program. 

Strategies for Recruiting SHIP Volunteers

There are several recruitment strategies you can use to enlist new SHIP volunteers. This tip sheet provides some ideas that might work well at your local SHIP. 

Partnerships

One of the best ways to recruit SHIP volunteers is through partnerships with community organizations. Contact the organizations that you currently work with and tell them about your volunteer positions. Reach out to new partners and educate them about SHIP services and volunteer opportunities. These partners can help identify and recruit potential volunteers, and refer them to your local SHIP.

Which of these community partners could help you recruit new volunteers?  

· 55+ communities

· AARP 

· Alumni associations

· Businesses or unions

· Civic or social organizations (e.g. Lions club, Kiwanis) 

· Coffee shops

· Colleges or universities

· Community clubs (e.g. book club, fitness club) 

· Ethnic-based organizations

· Faith-based institutions

· Grocery stores

· Health care providers (e.g. home care agencies, hospitals)

· Libraries 

· Neighborhood associations

· Professional associations 

· RSVP

· Retiree associations (e.g. retired teachers, retired federal employees) 

· Senior centers or senior clubs

· Senior housing facilities

· Social Security Administration

· Social service agencies 

· TRIAD

· Volunteer centers

You might need to do some research to identify new community partners.  Here are a few resources that may help: 

Civic and Social Organizations

· http://local.findtarget.com/listings/
· http://www.atlist.org/organizations/civic-social-association
Faith-based Organizations

· http://worshipquest.org/
· http://churchangel.com/welcome.htm
Volunteer Centers

Volunteer Centers are local agencies that connect people with volunteer opportunities at non-profit organizations. Volunteer Centers also provide training and resources for community-based volunteer programs. In order to post opportunities through Volunteer Centers, you must have a free account. Here’s how:

1. Go to https://www.1-800-volunteer.org/1800Vol/SearchVCForOrganization.do
2. Search for your local Volunteer Center 

3. Contact the most appropriate Volunteer Center to register for an account – http://www.1-800-volunteer.org/1800Vol/OpenCreateAccountAction.do
4. Your local Volunteer Center will notify you via e-mail once your account information has been approved.

5. Begin using 1-800-Volunteer.org to post volunteer opportunities.

Media Outreach

Media outreach is an efficient way to tell many people about SHIP volunteer opportunities. The people you reach may want to get involved, or they may spread your message by telling other people about SHIP opportunities Be prepared – your outreach may get a big response! 

Which of these outreach methods could help you recruit new volunteers?

· Radio or television 

· Interviews

· Public service announcements (PSAs)

· Newspaper or newsletter 

· Advertisements

· Articles

· Editorials 

· Press releases

There are a variety of online resources that can help you with your media outreach.  For example, the following website can help identify newspapers, television stations, and radio stations in your area: http://www.congress.org/congressorg/dbq/media/. 

You can also use the website to send electronic press releases and other communications to local and national media sources.

Florida’s SHIP program, Serving Health Insurance Needs of Elders (SHINE), has a variety of replicable publicity tools available online in HAP’s Best Practices section. 

You can also advertise SHIP volunteer opportunities on the Internet. There are several websites that allow you to advertise volunteer positions for free, including:

· http://www.idealist.org
· http://www.usafreedomcorps.gov
· http://www.volunteermatch.org
Everyday Recruitment
One of the easiest ways to enlist new SHIP volunteers is to incorporate recruitment into your everyday activities. Promote SHIP volunteer opportunities each time you give a presentation or participate in a health fair. Mention SHIP volunteer opportunities when you counsel a dedicated client or caregiver. Volunteer recruitment should be a continuous effort, not a once a year event! 

Other Recruitment Resources

There are many other resources that can help you recruit SHIP volunteers.  You don’t have to do it alone! Use existing resources to inform your recruitment process. Learn from the wisdom shared by other volunteer managers. Here are a few resources that may help:   

· http://www.energizeinc.com


· http://www.idealist.org/en/vmrc/index.html
· http://www.pointsoflight.org


· http://www.serviceleader.org
· http://www.volunteerresource.org
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SHIP Volunteer Recruitment Plan

This worksheet can help you plan and track your volunteer recruitment activities. 

1. Start by setting a recruitment goal. 

2. Then, decide which recruitment strategies will help you reach that goal. 

This worksheet can also help you track and evaluate the outcomes of your volunteer recruitment efforts.

1. First, record the outcomes of your recruitment-related activities. 

2. Then, use that information to evaluate the success of your recruitment strategies. 

3. Finally, try to determine which recruitment strategies make the best use of your valuable time and resources.

Goal: To recruit _____ volunteers between __ /__ /__ and __ /__ /__ including:

( Insert volunteer role 

( Insert volunteer role 

( Insert volunteer role 

( Insert volunteer role 

	Strategy
	Activity
	Date 

Contacted


	Outcome(s)

	Partnerships

Partnerships
	Current Partners

Current Partners
	Identify organizations you currently work with that may be able to help you recruit potential volunteers.  

1. ____________________________

2. ____________________________

3. ____________________________


	
	__________________________________

__________________________________

__________________________________

__________________________________

_____________________________________



	
	
	Contact current partners to promote SHIP volunteer opportunities. Provide partners with volunteer position descriptions and other recruitment materials.

1. ____________________________

2. ____________________________

3. ____________________________
	1. ________

2. ________

3. ________
	__________________________________

__________________________________

__________________________________

__________________________________

__________________________________

__________________________________



	
	
	Follow up with partners and offer to answer any questions. Try to gauge the success of the recruitment effort.

1. ____________________________

2. ____________________________

3. ____________________________

  
	1. ________

2. ________

3. ________
	__________________________________

__________________________________

__________________________________

__________________________________

__________________________________



	
	New Partners
	Identify new partner organizations that may be able to help you recruit potential volunteers. 

1. ____________________________

2. ____________________________

3. ____________________________

NOTE: Please see ‘Strategies for Recruiting SHIP Volunteers’ for ideas and resources that can help you identify new partners.


	
	__________________________________

__________________________________

__________________________________

__________________________________

__________________________________




	Strategy
	Activity
	Date 

Contacted


	Outcome(s)

	Partnerships
	New Partners
	Contact new partners to introduce yourself and SHIP. Set up a time to discuss SHIP services, volunteer opportunities, and any partnership ideas. Provide partners with volunteer position descriptions and other recruitment materials.

1. ____________________________

2. ____________________________

3. ____________________________


	1. ________

2. ________

3. ________
	__________________________________

__________________________________

__________________________________

__________________________________

__________________________________



	
	
	Follow up with new partners and offer to answer any questions. Try to gauge the success of the recruitment effort. 

1. ____________________________

2. ___________________________

3. ____________________________
	1. ________

2. ________

3. ________
	__________________________________

__________________________________

__________________________________

__________________________________




	Strategy
	Activity
	Date Completed


	Outcome(s)

	Media Outreach 

Media Outreach
	Identify newspapers, newsletters, television stations, radio stations, and/or Internet websites that can help you advertise SHIP volunteer opportunities.

1. ________________________________

2. ________________________________

3. ________________________________

NOTE: Please see “Strategies for Recruiting SHIP Volunteers” for tips on identifying media sources and free websites to advertise volunteer opportunities.


	
	__________________________________

__________________________________

__________________________________

__________________________________

__________________________________

__________________________________

__________________________________



	
	Write or develop media products to promote SHIP volunteer opportunities.

· Articles  

· Quantity: __________________

· Media Source(s): ____________ 

     ___________________________

· Advertisements

· Quantity: __________________

· Media Source(s): ____________ 

     ___________________________

· Editorials

· Quantity: __________________

· Media Source(s): ____________ 

     ___________________________

· “Job” Postings

· Quantity: __________________

· Media Source(s): ____________ 

     ___________________________

· Press Releases

· Quantity: __________________

· Media Source(s): ____________ 

     ___________________________

· Public Service Announcements

· Quantity: __________________

· Media Source(s): ____________ 
	W = Weekly   M = Monthly

Q = Quarterly   A = Annually

O = Other
( W  ( M  ( Q  ( A  ( O

( W  ( M  ( Q  ( A  ( O

( W  ( M  ( Q  ( A  ( O

( W  ( M  ( Q  ( A  ( O

( W  ( M  ( Q  ( A  ( O

( W  ( M  ( Q  ( A  ( O
	__________________________________

__________________________________

__________________________________

__________________________________



	
	
	
	__________________________________

__________________________________

__________________________________

__________________________________

__________________________________

__________________________________

__________________________________

__________________________________

__________________________________

__________________________________

__________________________________

__________________________________

__________________________________

__________________________________



	Media Outreach 
	Distribute your final products to the identified media sources.

1. ________________________________

2. ________________________________

3. ________________________________


	1. ______________

2. ______________

3. ______________
	__________________________________

__________________________________

__________________________________

__________________________________

__________________________________



	
	Follow up. Contact your media sources and offer to answer any questions about SHIP or SHIP volunteer opportunities.

1. ________________________________

2. ________________________________

3. ________________________________


	1. ______________

2. ______________

3. ______________
	__________________________________

__________________________________

__________________________________

__________________________________

__________________________________



	Media Outreach
	Participate in any follow-up interviews or articles, as applicable. 

1. ________________________________

2. ________________________________

3. ________________________________
	1. ______________

2. ______________

3. ______________
	__________________________________

__________________________________

__________________________________

__________________________________

__________________________________




	Strategy
	Activity
	Date Completed


	Outcome(s)

	Everyday Recruitment
	Incorporate SHIP volunteer recruitment into your client counseling sessions. Mention the volunteer opportunities when you counsel an informed, dedicated client or caregiver. 


	Ongoing
	_______________________________________________

_______________________________________________

_______________________________________________



	
	Include SHIP volunteer recruitment in your outreach activities. Promote volunteer opportunities each time you give a presentation or participate in a health fair.


	
	_______________________________________________

_______________________________________________

_______________________________________________

	
	As you develop community partnerships, make sure to tell your new partners about SHIP volunteer opportunities.
	
	_______________________________________________

_______________________________________________



	
	Highlight current SHIP volunteer opportunities on your website.
	
	_______________________________________________

_______________________________________________




Sample Media Recruitment Tools

Press Release   

Date

For Immediate Release
Contact: Name, Title

Phone Number (office)
Cell Number, if appropriate (cell)
Email                                                                                                                           

Making a Difference for People with Medicare

Name of Agency Needs Your Talents and Skills!
City, State - Navigating Medicare can be tough for many people. From prescription drug plans to private health plans to deceptive insurance agents, it’s not surprising that people with Medicare are confused about their health insurance and their options. Fortunately, there is a program they can turn to for help.  

The [Insert State] State Health Insurance Assistance Program (SHIP) works with people to help them understand their Medicare benefits, bills, and rights. SHIP services are free, confidential, and available to Medicare beneficiaries, their families, and caregivers. Services are provided by [Insert State] volunteer team, a cadre of volunteers who play a critical role in helping people save money and get the health care they need. 

Each volunteer makes a unique difference to people with Medicare. Volunteers can help educate people about Medicare, promote the SHIP program, assist with administrative work, and more. No matter what your interests or abilities, SHIP has an opportunity for you. 

Add a client (or volunteer) quote or a story from your SHIP

The [Insert State] SHIP is looking for dedicated and resourceful volunteers with all sorts of talents and skills. You can be part of a dynamic team, meet new people, and set your own schedule. If you’re looking for a meaningful way to help your friends, neighbors, and community, please call us today at [Insert agency phone number].

###

Add your agency’s organizational profile

Letter to the Editor

For More Information: 

Name

Program, Organization

Address

City, State Zip

Direct Phone Number

[Insert State] Medicare Counseling Program Needs You!

The other day an elderly lady came into our office near tears. Mrs. M. had recently lost her spouse of over 50 years and she was being flooded with mail about her Medicare coverage. She came to our office because I am a volunteer for the [Insert State] State Health Insurance Assistance Program (SHIP). 

We provide free, confidential counseling about Medicare and other health insurance topics. Our services are available to everyone with Medicare, as well as their families or caregivers.  Mrs. M. came to our office after hearing about our program from a friend.

After going through her mail and discussing what Medicare covers, Mrs. M. gave me a hug of gratitude and left with her head held high.

This type of interaction is very rewarding. I work for a program where the need is growing and the workforce is not. That’s why we need you! The [Insert State] SHIP is looking for dedicated and resourceful volunteers with all sorts of talents and skills. Our team connects all volunteers with roles that best suit their interests and abilities, and we know the value of each volunteer. 

If you are looking for a way to help your friends, neighbors, and community and are passionate about serving older adults and people with disabilities, we hope you will call us today to become part of [Insert State] SHIP team, [Insert agency phone number].  
Public Service Announcement

Requested Air Date

For More Information: 

Name

Program, Organization

Address

City, State Zip

Direct Phone Number

Fax

Email

Radio Spot: “Number One”

Length: (:60)

English Voice Over Script

Have you ever been confused by your health insurance? Have you struggled to make sense of complicated coverage information?

Everyday people with Medicare wrestle with the same problem. Many have trouble understanding or using their health benefits. Others don’t know they’re missing out on free programs that could help pay for their prescriptions.  

Want to make a difference? You can help your friends, neighbors, and community save money and get the health care they need.  Make a real difference in people’s lives by volunteering with the [Insert State] State Health Insurance Assistance Program (SHIP)! 

No matter what your interests or skills, SHIP has a volunteer opportunity that is right for you.

Call us today at [Insert agency phone number].

SHIP is administered by [Insert State agency] with funding from the Centers for Medicare and Medicaid Services and [Insert any other funding sources].

# # #

Public Service Announcement

Requested Air Date

For More Information: 

Name

Program, Organization

Address

City, State Zip

Direct Phone Number

Fax

Email

Radio Spot: “Number Two”

Length: (:30) 

English Voice Over (VO) Script

Everyday people with Medicare, their families, and caregivers receive counseling about Medicare and other health insurance topics from the [Insert State] State Health Insurance Assistance Program, or SHIP. Services are FREE and confidential. 

To learn more, or to volunteer with SHIP, call [Insert agency phone number].

SHIP is administered by [Insert State agency] with funding from the Centers for Medicare and Medicaid Services and [Insert any other funding sources].

# # #

Public Service Announcement

Requested Air Date

For More Information: 

Name

Program, Organization

Address

City, State Zip

Direct Phone Number

Fax

Email

Radio Spot: “Number Three”

Length: (:45)

English Voice Over (VO) Script

[Insert State]’s State Health Insurance Assistance Program, or SHIP, provides free health insurance counseling for people with Medicare, their families, and caregivers.

Trained volunteers help people learn about Medicare and other health insurance topics, such as prescription drug coverage, supplemental insurance, and long term care insurance. 

To learn more, or to volunteer with SHIP, call [Insert agency phone number]. 

SHIP is administered by [Insert State agency] with funding from the Centers for Medicare and Medicaid Services and [Insert any other funding sources].

# # #

Print Advertisement
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Language for Websites
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Tips for Screening Potential SHIP Volunteers
It pays to screen prospective SHIP team members! Take the time to thoroughly screen applicants and you’ll see major results:

· Increased volunteer retention

· Increased volunteer satisfaction

· Fewer volunteer management issues 

· Better fit between volunteers and their SHIP roles

· More realistic expectations for both you and your volunteers
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The Five-Step Screening Process 

A thorough screening process involves several steps through which you can learn more about applicants. Each step is a new opportunity to evaluate the fit between prospective volunteers and your SHIP. 

[image: image8.wmf]
· Step 1: The Initial Conversation

· Step 2: The Application

· Step 3: The Interview 

· Step 4: The Reference Check 

· Step 5: The Background Check (if applicable) 

At any step, you (or the applicants) might decide that the fit is not right. That’s OK! You don’t have to accept everyone who wants to volunteer. You may find that some individuals are not well suited for your SHIP or that your program does not need the skills they have to offer. Recognizing these issues early and can save you time, energy, and money! 

Step 1: The Initial Conversation 

The first step in the screening process is having a candid initial conversation with each prospective volunteer. These conversations could occur when interested individuals approach you at outreach events, call you in response to a volunteer recruitment advertisement, etc.

Use this opportunity to share general information about SHIP and learn about prospective volunteers. Discuss potential volunteer opportunities and the benefits of working with SHIP. Let them know how much training is required and whether you ask for a minimum time commitment (e.g. 4 hours per month for at least 6 months). Help them paint a realistic picture of what it means to be a SHIP volunteer and set reasonable expectations for a potential volunteer experience. This reduces the chance they will dropout after initial training or be disappointed later on. It is one of the keys to turning interested individuals into happy, productive volunteers!

Step 2: The Application 

After the initial conversation, ask interested individuals if they’d like to complete a SHIP Volunteer Application. Walk through the application with prospective volunteers and address their questions or concerns. Then, you can either complete the form together or have them fill it out at home.  
The application gives prospective volunteers a formal opportunity to identify the positions in which they might be interested and the times they might like to volunteer. It collects detailed information about applicants, including their contact information, education, and experience. The application also may include items that screen for potential conflicts of interest (e.g. insurance or criminal background) or give you permission to complete background or reference checks. 

Review the application to learn more about prospective volunteers’ interests and any applicable skills. Check to see whether applicants have identified any potential conflicts of interest. Then, think about whether they’d be a good match for a SHIP volunteer position and decide whether to proceed to the next step: the interview. 

Step 3: The Interview 

Invite promising applicants to your office for a formal, in-person interview. Through effective interviews, you can:

· Assess applicants' abilities and motivations for volunteering
· Make sure they understand and embrace the SHIP mission
· Discuss questions and concerns 
· Review job description(s)
· Determine whether there are any conflicts of interest
· Refer them to another volunteer opportunity if SHIP is not a good “fit”
Additionally, the interview can serve as the first step in the orientation process. It is an opportunity to show prospective volunteers around your agency and introduce them to other SHIP volunteers and staff. 

[image: image9.wmf]Take time to prepare before the interview! Review completed applications and note anything on which you’d like to follow-up. Develop a list of interview questions and use those same questions during each volunteer interview. Make sure to include open-ended questions that will allow applicants to do most of the talking. Your primary job during the interview is to listen. After listening to prospective volunteers, you’ll be in a good position to decide two things: (1) whether they might be a good fit for SHIP, and (2) which volunteer positions might best suit them
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                   There are a few topics you’re not allowed to discuss during an interview:

· Race, national origin, or birthplace 

· Age, height, or weight 

· Marital status 

· Child care arrangements or pregnancy 

· Religious affiliation 

· Arrest record 

· Military discharge 

· Credit card information or home ownership 

· Length of community residency 

· Personal health 

· English language skill

Step 4: The Reference Check 

By this step, you probably have a fairly good idea of whether the prospective volunteers would be a good fit for your SHIP. But, it can also be important to hear from people who know and have worked with the applicants. 

Call at least two personal references or employers listed on each application. Find out what they think about the applicants’ strengths, weaknesses, character, or work ethic. Again, it’s a good idea to develop a short list of questions to ask each time you complete a reference check. Tell the references about SHIP and ask whether they think the applicants would be a good fit for a SHIP volunteer position. Then, take these opinions into account when deciding whether or not to continue to the last step of the screening process: the background check.

Step 5: The Background Check (if applicable) 

Completing background checks can help you be sure that applicants do not pose a risk to your clients or your SHIP. This step is especially important since SHIP volunteers have access to sensitive personal information and sometimes visit clients in their homes. However, whether or not you complete this step may ultimately depend on the requirements of your agency or state SHIP program. 

Criminal background checks are often available for free or low cost through your state or local police department. You can also purchase more thorough (and expensive!) background checks from the FBI and other sources. When you complete criminal background checks, look for any past crimes that could indicate prospective volunteers might hurt, exploit, or otherwise harm your clients or your SHIP. Additionally, you may also want to check with your state department of insurance to make sure applicants are not licensed insurance agents or brokers.
Screening Checklist for Potential SHIP Volunteers

Thoroughly screening prospective SHIP volunteers can save you time and money! Use this checklist to guide you through the five-step screening process. You’ll experience major results, such as improved volunteer retention, increased volunteer satisfaction, and fewer volunteer management issues!  


        Step 1: The Initial Conversation

( Explain SHIP and its mission 

( Highlight the importance of SHIP volunteers and the impact they have   

( Discuss SHIP volunteer opportunities, the benefits of volunteering, and any requirements (e.g. training, time commitment, etc.)  

( Address any questions or concerns  

( Give interested individuals your business card, SHIP brochure, and any volunteer recruitment materials (e.g. job descriptions, application, etc.) 

( Record contact information so you can follow-up with prospective applicants

( Follow-up with interested individuals promptly so they don’t lose interest! 

Notes:___________________________________________________________________________________________________________________________________________________________________________________________________________________________________

______________________________________________________________________________


            Step 2: The Application

( Include questions to gather information about skills and interests, experience, references, availability, contact information, and conflicts of interest  

( Review the application with interested individuals and answer any questions

( Offer to help them complete the application

( Read completed applications carefully to learn more about prospective volunteers 

( Check to see whether they identified any conflicts of interest

( Consider whether the prospective volunteers could be a good fit for SHIP 

( Invite promising applicants for in-person interviews and refer remaining applicants to volunteer opportunities for which they may be better suited  

Notes:_________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

      Step 3: The Interview

( Schedule approximately one hour for each volunteer interview 

( Arrange to hold the interviews in a private space  

(  Decide whether you’ll interview the applicants by yourself or as part of a team       (e.g. with other staff or volunteers) 

( Re-read the completed applications and mark items for follow-up 

( Draft a list of questions to ask each prospective volunteer

( During the interview: 

( Assess applicants’ abilities and motivations for volunteering with SHIP

( Identify any conflicts of interest

( Listen! Applicants should do most of the talking 

( Afterwards, show applicants around and introduce them to volunteers and staff (only if you think might be a good fit) 

( Think about whether they could be a good fit for SHIP 

Notes:___________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

      Step 4: The Reference Check

( Draft a list of questions to ask each reference 

( Call two personal references or employers listed on each application

( Consider their opinions as you assess whether the applicants could be a good fit

Notes:___________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
      Step 5: The Background Check (if applicable)

( Review your agency and SHIP requirements to see whether or not you need to complete background checks  

( Choose where you’ll get the criminal background checks (e.g. police, FBI, etc.) 

( Decide whether to contact your state insurance department to see if applicants are licensed as insurance agents or brokers 

( Evaluate the results of the background checks and take those results into consideration as you think about whether the applicants could be a good fit 

Notes:___________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

      Decision Time! 

( Call selected finalists and welcome them to SHIP! Then, send them a letter that clearly outlines the next steps (e.g. orientation, training, etc.)  

( Call remaining applicants, share your decision, and refer them to other potential volunteer opportunities 

Notes:____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________                                    

Interview Worksheet for Potential SHIP Volunteers
Interviewing prospective volunteers can help you learn more about them, their skills, and their interest in volunteering for SHIP. Armed with that crucial information, you’ll be better able to decide whether they’re a good fit for your SHIP and which volunteer positions might best suit them. 

Name of Potential Volunteer: ___________________________________________________

Name of Interviewer: _________________________________ Date: ___________________

Interview Questions 

	1. Why do you want to volunteer with SHIP? What inspired you to offer your help? 



	2. What skills or qualifications do you have that would help you in this position?



	3. Please describe your ideal work environment. 



	4. Do you prefer to work independently or as part of a group, and why?




Interview Questions (continued) 

	5.  What do you expect from someone who supervises you?  



	6. What kind of rewards would help you stay motivated as a SHIP volunteer? How do you like to be recognized for your hard work?



	7. If you were asked to help a Medicare beneficiary with a question, and in the process you learned that you were not sure of the answer, how would you proceed?



	8. Why do you feel you are a good match for this volunteer position?



	9. Are you willing to attend the ___ hour initial SHIP training and participate in at least ___ hours of update training per year? 



	10. Do you have any questions or concerns about the responsibilities and requirements of this SHIP volunteer position? 




Post-Interview Assessment

	Characteristic or Skill 
	Yes
	No
	Need more information

	Motivated to work with and help others
	
	
	

	Good communication/listening skills
	
	
	

	Has computer and Internet skills
	
	
	

	Good at troubleshooting or problem-solving
	
	
	

	Understands Medicare and/or Medicaid
	
	
	

	Could speak about SHIP in public 
	
	
	

	Has other outreach or marketing skills
	
	
	

	Ability to explain complex information in simple terms 
	
	
	

	Could help SHIP reach out to under-served beneficiaries 
	
	
	

	Previous experience working with older adults of people with disabilities 
	
	
	

	Previous counseling experience 
	
	
	

	Previous experience working in a healthcare-related field 
	
	
	


I am excited about this applicant because: ________________________________________

______________________________________________________________________________

I have the following concerns about this applicant: ________________________________

______________________________________________________________________________

This person might be a good candidate for the following SHIP volunteer positions: 

______________________________________________________________________________ 

Reference Check Worksheet for Potential SHIP Volunteers

Checking references is an important part of the SHIP volunteer screening process. It can help you learn more about prospective volunteers from the people who know them well. With that extra information, you’ll be able to better identify the right people for your program and weed out those who might not be well-suited for SHIP. 
Start by identifying at least two references for each prospective volunteer. The references can be personal or employment-related. Call the references and tell them about SHIP. Ask them the questions listed below and make note of their responses. Find out whether they think the applicants would be a good fit for SHIP. Then, take their opinions into account as you make your decision. 

Starting the Conversation

Begin the conversation by telling the reference:

· Your name and agency

· Why you’re calling

· How long the conversation will take

· All information will be kept confidential 

Reference Check Questions

Ask the reference these, and other, questions to learn more about an applicant.

Name of Applicant: ____________________________________________________________

Name of Reference: ____________________________________________________________ 

	1. How long have you known the applicant? In what capacity? 



	2. What is your current relationship with the applicant? 



	3. How would you describe the applicant’s personality? 




	4. How does the applicant get along with other people? 



	5. How would you describe the applicant’s ability to interact with older adults or people with disabilities? 



	6. Can you tell me what you remember most about the applicant, both good and bad? 



	7. How comfortable would you be having the applicant work on an important project for you? 



	8. The applicant is being considered for _______________ (insert volunteer opportunity). What do you think the applicant would be good at, and not so good at, in performing in that capacity? 



	9. Is there anything else you can tell me that might help me reach a good decision? 




Source: Kentucky Commission on Volunteerism and Service www.volunteerKY.ky.us 

III. Training Your SHIP Volunteers

Training is an essential part of every SHIP volunteer program. It equips volunteers with the knowledge and skills they need to succeed in their SHIP roles. It also gives them an opportunity to learn as a team and build camaraderie with fellow volunteers. Training varies widely, depending on the needs and resources of SHIPs. However, almost all SHIPs provide initial training for new volunteers and update training for all volunteers. 

Whatever your training needs, HAP has tools and resources to help! We’ve created manuals you can use to train your volunteers and an information packet to help orient volunteers to your SHIP. You can access these materials by visiting our website at www.hapnetwork.org. 
· HAP’s SHIP Resource Guides: The three guides—Medicare Basics, Medicare Advantage, and Medicare Part D—are manuals you can use for your initial and update volunteer training programs. The guides also reference tools that can help your volunteers research and answer questions from beneficiaries. 
· Get Your Feet Wet Orientation Packet: This tool for new volunteers provides an overview of SHIP and the Medicare program. You can share this packet with volunteers during initial training, or give it to prospective volunteers to give them a sense of the SHIP volunteer experience. 

In this section, you’ll also find resources to help you plan a volunteer orientation, create training guidelines, and certify your volunteers. Below is a list of the tools that follow and suggestions about how to use them to enhance your training program.

· Topics to Include in SHIP Volunteer Orientation: This list highlights useful topics you may want to incorporate in your orientation program. 
· Sample SHIP Welcome and Orientation Letter: This sample letter invites prospective volunteers to attend an orientation session and informs them of the next steps. You can customize this and use it for your own program!  
· SHIP Training and Certification: This piece describes the importance of certification, as well as different ways you can train and certify your volunteers. 
· SHIP Certification Strategies Chart: This chart highlights the certification methods used by 10 SHIPs. You can use this chart to learn what other SHIPs are doing and inform the decisions you make about your own certification program!  
Sample SHIP Training Guidelines: This section offers examples of training guidelines used by other SHIPs.

Topics to Include in SHIP Volunteer Orientation

 

New volunteers come with many questions about SHIP and your organization. Aside from the questions they have about Medicare, they also want to know about your expectations, office procedures, when and where they will volunteer, and what they can expect from you. Orientation addresses those questions, separate from the training that deals teaches them the knowledge and skills they need to succeed in their SHIP work.

Here are some topics that you may want to include in an orientation program for new SHIP volunteers.

· SHIPs’ goals, objectives, history, and accomplishments nationally and locally

· Values that underpin SHIP, for example, client-centered service and responsiveness

· Relationship between local SHIP and state SHIP

· SHIP funding sources and amounts

· Confidentiality and potential conflicts of interest  

· Staff and volunteer responsibilities

· Methods for resolving volunteer problems and grievances

· Policies and procedures for reimbursing volunteer expenses

· Procedures for assigning cases and scheduling work

· Reporting forms and procedures 

· Introductions to other veteran volunteers and other staff

· Review of your organization's publications and information resources.

· Facility tour showing them locations for phones, copiers, computers, and resource materials.

Once you’ve planned your orientation program, you can schedule a date and invite prospective volunteers to attend. On the next page, you’ll find a sample letter you can use to welcome volunteers to SHIP and invite them to attend the orientation. 

Sample SHIP Welcome and Orientation Letter

[Insert Date]

Dear [Insert Name of Volunteer]:

Thank you for your interest in volunteering with the SHIP. It was a pleasure to meet and learn more about you. I’m pleased to offer you a position as [Insert Volunteer Role]. 


Before you begin volunteering, we want to make sure you understand how you fit into the SHIP program and what you can expect from us. We invite you to attend an orientation session for new SHIP volunteers (details to the right). During the session, we will—

· Review policies and procedures, 

· Staff and volunteer responsibilities, and 

· Operational issues such as reporting [or other issues related to the volunteer’s position]. 

In addition, we will also schedule a content and skills-based training to help prepare you for your work as a [Insert Volunteer Role]. This [Insert Length] training will provide an in-depth overview on the following topics:

· Original Medicare program

· Medicare Advantage plans 

· [Insert Other Topics] 

· Medicare drug plans

· Programs for low-income people,

· [Insert Other Topics]

We don’t expect you to have all the answers at the end of this initial training. The [agency name], a SHIP sponsor site, will support your work as a volunteer by providing ongoing opportunities to learn and strengthen your skills through [monthly, quarterly] update sessions and regular interactions with veteran volunteers and SHIP staff. 

I’ve enclosed a volunteer agreement form. Please review, sign, and bring it with you to the orientation session. Thank you very much for signing up to volunteer with SHIP and [name of agency]. I look forward to working with you in service to our community.

Sincerely,

Local/Regional SHIP Coordinator

SHIP Training and Certification

"Certification" can be a daunting term. But, it also can be very important to the well being of your SHIP program. Certification can help ensure volunteers are competent and able to provide accurate, quality services. If properly implemented, it also can instill much-needed confidence in both volunteers and staff. 

SHIPs certify their volunteers and staff using a variety of methods.  For instance, they may require team members to complete training, competency “testing,” mentoring, or exercises before they are SHIP certified. The methods that SHIPs use vary according to their unique needs and program structure. There isn’t a “one size fits all” certification program. Many SHIPs combine one or more methods to create a customized program that best meets their needs.

HAP followed-up with a handful of SHIPs to learn more about what they’re doing and how it’s working for them. We’ve highlighted their experiences in the SHIP Certification Resource Center on our website. We encourage you to take a look and learn from their valuable advice! Which of these methods would work for your SHIP?

SHIP Certification Methods

· Initial Training 

· Update Training 

· Competency "Testing" 

· Mentoring 

· Exercises 

SHIP Certification Strategies 

· Arizona SHIP 

· Connecticut CHOICES 

· Indiana SHIP 

· Iowa SHIIP 

· Maine SHIP 

· Massachusetts SHINE 

· Nebraska SHIIP 

· Oregon SHIBA 

· Washington SHIBA Helpline
SHIP Certification Methods
	SHIP 
	Initial Training
	Update Training


	Competency “Testing”
	Mentoring
	Exercises
	Other

	Arizona SHIP
	30 hours


	10 hours
	N/A
	16 hours +
	Exercises and Games


	N/A

	Connecticut CHOICES
	27 hours
	4 hours
	Part of Initial Training


	Available upon request


	N/A
	N/A

	Indiana SHIP
	30 hours
	2 days
	Part of Initial Training 
	45 days
	Quizzes, Case Studies, Role-Playing


	N/A

	Iowa SHIIP
	36 hours
	12 hours
	Part of Initial Training 

Annual Certification Review


	Encouraged
	N/A
	12 Client Contact Forms per Year

	Maine SHIP
	13 hours
	1 ½ days


	Quizzes and Exams


	N/A
	Exercises
	N/A

	Massachusetts SHINE
	48 hours
	Monthly


	Part of Initial Training

Re-Certification Exam


	6 Counseling Sessions
	Case Studies, Role-Playing, Homework
	Serve 4 – 6 Hours per Month 



	Nebraska SHIIP
	16 hours
	2 days
	Annual Re-Certification Exam


	N/A
	Case Studies, 

Games 
	N/A

	Oregon SHIBA
	12 hours + 8 online modules


	Encouraged as offered
	Part of Initial Training
	10 hours
	Exercises
	N/A

	Washington SHIBA
	32 hours
	Monthly
	N/A


	1 – 6 Months
	N/A
	N/A


Sample SHIP Training Guidelines

Guidelines to Become a Counselor/Educator “Intern”

	Training Activity 


	Time Commitment

	Screening and Orientation


	3 hours

	Medicare Self-Study 


	3 – 5 hours

	Initial SHIP Training 


	21 hours


Guidelines to Advance from an “Intern” to a Certified Counselor/Educator
	Training Activity 


	Time Commitment

	Mentoring/Shadowing


	12 hours

	Certification


	2 hours

	Ongoing Training


	10 hours/year


Sample SHIP Training Guidelines

Guidelines to Become a Part D Counselor/Specialist

	Training Activity 


	Time Commitment

	Screening and Orientation


	3 hours

	Medicare Part D Self-Study 


	3 – 5 hours

	Initial Medicare Part D Training 


	3 hours

	Mentoring/Shadowing


	3 – 5 hours

	Ongoing Medicare Part D Training


	3 hours/year


Guidelines to Become an Outreach Specialist 

	Training Activity 


	Time Commitment

	Screening and Orientation


	3 hours

	Medicare Self-Study 


	3 – 5 hours

	Initial SHIP Training 

(recommended, but not required)


	21 hours 



	Mentoring/Shadowing on presentation skills


	10 – 15 hours

	Certification by local program coordinator 


	2 hours

	Ongoing training specific to subject matter


	3 hours/year


Sample SHIP Training Guidelines

Guidelines to Become a Certified SHIP Team Member (any role) 
	Training Activity 


	Time Commitment

	Screening and Orientation 


	2 – 3 hours

	Initial Learning at local SHIP Site 

· Self-Study

· Exercises

· Mentoring/Shadowing


	1 – 11 months

	Initial SHIP Training 


	3 days

	Mentoring/Shadowing
	Varies



	Online Assessment


	2 hours


Update Training for Certified SHIP Team Members
	Training Activity 


	Time Commitment

	Update Training at local SHIP Site


	Quarterly

	Statewide Fall Update Training


	1 day/year


Sample SHIP Training Guidelines

Guidelines to Become a Clerical/Administrative Volunteer 
	Training Topic

	Date Completed

	SHIP orientation

	

	Review SHIP standards and policies

	

	Agency orientation, including review of agency-specific materials

	

	Attend a SHIP meeting

	

	Shadow SHIP coordinator to learn about:

· Active listening

· Problem-solving

· Tasks required by role 


	

	Shadow other SHIP volunteer roles

	

	Become familiar with SHIP partners and acronyms

	

	Attend basic computer training (as needed)

	

	Write-up short bio to be shared through agency newsletter

	


Sample SHIP Training Guidelines

Guidelines to Become an Intake/Screening Volunteer
	Training Topic


	Date Completed

	SHIP orientation

	

	Review SHIP standards and policies

	

	Agency orientation, including review of agency-specific materials

	

	Attend a SHIP meeting

	

	Review Understanding Medicare module


	

	Shadow SHIP coordinator to learn about:

· Active listening

· Problem-solving

· Tasks required by role 


	

	Shadow other SHIP volunteer roles

	

	Review all 12 of CMS’s self-study Medicare modules 


	

	Have a working knowledge of the following topics: 

· Medicare Parts A and B

· Medicare Advantage

· Medicare Part D 

· Extra Help/LIS, SSA

· Medigap 


	

	Become familiar with SHIP partners and acronyms

	

	Attend basic computer training (as needed)

	

	Write-up short bio to be shared through agency newsletter

	


Sample SHIP Training Guidelines

Guidelines to Become a Marketing Volunteer 

	Training Topic


	Date Completed

	SHIP orientation

	

	Review SHIP standards and policies

	

	Agency orientation, including review of agency-specific materials

	

	Attend a SHIP meeting

	

	Review Understanding Medicare module


	

	Shadow SHIP coordinator to learn about:

· Active listening

· Problem-solving

· Tasks required by role 


	

	Shadow other SHIP volunteer roles

	

	Have a working knowledge of the following topics: 

· Medicare Parts A and B

· Medicare Advantage

· Medicare Part D 

· Extra Help/LIS, SSA

· Medigap 


	

	Become familiar with SHIP partners and acronyms

	

	Attend at least one health fair or outreach event


	

	Attend Communications or Presentation Skills training


	

	Demonstrate presentation skills 


	

	Attend basic computer training (as needed)

	

	Write-up short bio to be shared through agency newsletter

	


IV. Managing Your SHIP Volunteer Program

It takes time, effort, and patience to manage a SHIP volunteer program. To make that job a little easier for you, we created some resources to help you recognize, retain, manage, and evaluate your volunteer program. Below is a list of the resources that follow, as well as suggestions about how to use each tool in your management efforts.  

· Tips for Retaining Your SHIP Volunteers: This piece offers a few suggestions you can use to keep your volunteers coming back! 
· Simple and Low-cost Volunteer Appreciation Ideas: This list highlights many easy, creative, and cheap ways you can show appreciation for your volunteers. 
· 30 Ways to Show Appreciation for SHIP Volunteers: This section includes many simple ideas you can incorporate into your program to recognize your volunteers and keep them involved. 
· Celebrating SHIP Volunteers through Media Coverage: This summary offers tips for interacting with the media, “selling” your story, and writing attention-getting press materials. It also includes a sample press release you can customize and use during National Volunteer Week. 
· Managing Risk and Liability in SHIP Volunteer Programs: This piece includes information and ideas to help you protect your SHIP from risk and liability. 
· Self-Assessment: Volunteer Risk Management: This quick assessment can help you gauge how well-protected your SHIP is from risk and liability, and also help you identify new ideas to incorporate into your program. 
· SHIP Volunteer Feedback Form: This form includes questions to help you assess your volunteers’ experiences, learn what volunteers think you’re doing well as a manager, and get feedback on how to make your program even better.  
· SHIP Client Feedback Survey: This survey includes sample questions to help you assess your clients’ satisfaction with SHIP services, identify what’s working well, and perhaps find out how services could be improved.

Tips for Retaining Your SHIP Volunteers

Being involved with SHIP is rewarding and can keep volunteers sticking around! SHIP volunteer positions offer great learning opportunities, meaningful work, as well as gratitude and appreciation from beneficiaries and caregivers. Still, there’s more you can do to promote volunteer retention in your program. Here are a few ideas.

· Make it easy for volunteers to do their work: Give them the resources they need, including business cards, brochures, stationery, and current publications. If you have other job responsibilities, let them know a good time to reach you. If a volunteer has a question you can't answer, share your contacts. Open the door through a quick three-way call with the contact person, volunteer, and you.  

· Keep volunteers in the loop: Volunteers appreciate your efforts to keep them informed about your program's development, including the response to outreach efforts, the need for their services and recent program activities. They also appreciate the chance to give feedback on ideas or plans that affect them. Trust them with your questions and concerns about the program, and they'll reward you with their buy-in. 

· Recognize volunteers for their service: Most people appreciate a pat on the back for a job well done. You can contribute to a volunteer's motivation through both informal and formal means of recognition. Regardless of the method—an oral or written thank you or an award presentation at an annual banquet—recognition is most effective when it is timely, specific to the task or achievement, honest, generous, and personalized. It's also a good idea to keep an open ear to the volunteers as they talk about their motivations. Find ways to recognize them on their own terms.     

· Use a recognition planning calendar: It's a good idea to take the time to look at a calendar and write in volunteers' birthdays, anniversaries, and special events like National Volunteer Week, Older Americans Month, Medicare milestones, and community-wide volunteer recognition events. Decide on the recognition methods you prefer and can afford to use, and plug them into the calendar.  Will you send a Hallmark card, or call to extend good wishes, on a birthday? Will you create a special award for exemplary service in your local program, or rely on existing award programs?

Simple and Low-Cost Volunteer Appreciation Ideas

· Print out "Thanks for being a lifesaver!” on mailing labels in your office and adhere them to rolls of Lifesavers to pass out to your volunteers. ENERG!ZE, Inc.
· Highlight volunteers in your newsletter and include a picture of the volunteer. 

· Email your volunteers a Thank You eCard. Some eCards support causes, such as Make-A-Wish, Conservation, and Civic Engagement just by using their service.

· Create a personalized Award Certificate using a Free Microsoft Certificates template.

· Buy packets of flower seeds and include a “Thank You for Helping Us Grow!” note. 
· Host a Volunteer Appreciation Lunch or picnic, where staff brings pot luck items for lunch and the site is decorated with low-cost items from the Dollar Store. Welcome volunteers to invite family and friends. Take a moment to thank each volunteer. 
· Order “You make the difference” mouse pads, so every time a volunteer uses the computer they know their time and energy is appreciated. Available for less than $1/mouse pad at discountmugs.com. 

· Create “Thanks for all that you do” laminated bookmarks with images of children’s art, notes of thanks from beneficiaries or staff, or pressed flowers. ENERG!ZE, Inc.
· Become a "Certifying Organization" and nominate your qualifying volunteers for the President's Volunteer Service Awards.

· Give volunteers a little thank you package of goodies, could include candies (possibly sugar-free), cookies, fudge, homemade bath salts, a candle, tea bags.
· Collect favorite recipes from each volunteer and put them together into a booklet, and email each volunteer a Customized Cookbook. ENERG!ZE, Inc.
· Ask local media to run a week-long series that recognizes a different volunteer for each day of National Volunteer Week.
Celebrating SHIP Volunteers through Media Coverage

Tips to Attract Media Attention 

· Become a media consumer, especially in the media your audience uses most. 

· Begin building relationships with the media through emails and phone calls. Reach out regularly so reporters see your program as a local, frontline resource for Medicare information. 

· Don’t know who to contact? Find and contact national and local media online at the Media Guide. 

· This resource allows you to reach out to local and national newspapers, magazines, and TV news stations using their online submittal form. 

· Find contact information for reporters and editors, and submit press releases and letters to the editor directly through the site. 

· “Hook” reporters with stories that provide a local angle to national news story (e.g. the release of Medicare Trustees report or National Volunteer Week). 

· Invite local media to your big events by sending out media advisories. 

· Send a letter to the editor in response to a Medicare story. Be sure to include a description of your program and contact information. 

· Submit an editorial describing the SHIP program, its beneficiaries, and the services you provide.

Tips to Entice Journalists to Follow Your Story
When communicating with reporters by phone follow these basic rules: 
· Do some background research so you can personalize the interaction. Refer to previous stories and be familiar with their style 

· Be prepared with your “pitch” 

· Ask if this is a good time 

· Lead with the “hook” -  explain why this issue is important and timely for their audiences 

· Keep it short and snappy 

· Offer to provide background information on future stories 

· Follow-up with a short email that includes your contact information, a few suggestions for future stories, and a link to your program website

When creating written documents for the press follow these basic rules: 
· Know which format to use to alert your local media about story opportunities 

· Use a media advisory when inviting reporters to an upcoming event. 

· Answer the "five W's": who, what, when, where and why. 

· Send your advisory two weeks before your event. 

· Follow-up shortly before the event with a personalized phone call. 

· Use a news release to describe a new finding, breaking news, or trend story. 

· Try to tie your release to a national story but focus on the local angle. 

· Describe visual components that might intrigue photo or video journalists. 

· Include a quote from your SHIP Director or Commissioner. 

· Keep your communication short (ideally no more than one page) and simple. 

· Begin with a short, attention-grabbing lead sentence detailing why the event is important. 
Suggestions for Writing “Attention-Getting” Press Materials
Reporters receive many “pitches” for coverage each day, so make sure yours is memorable, snappy, and short. 

· Tell a story 

· Use this formula created by Bill Stoller of Free Publicity: 

· Situation, Surprise, Support (3Ss)

· Think about your story visually 

· For example: With three phone lines ringing off the hook during the Annual Enrollment Period, SHIPs rely on the dedication of 100 volunteers to reach out and counsel 30,000 Medicare beneficiaries in a 300-mile radius. 

· Lead by answering the 5 W’s 

· Who – SHIP volunteers 

· What – Should be celebrated 

· When – During National Volunteer Week 

· Where – Publically 

· Why – Volunteers help citizens enroll in Medicare drug plans that best meet their medical and financial needs. 

Theory in Practice: The 3Ss 

1st Sentence, Situation: This week a volunteer with the State Health Insurance Assistance Program (SHIP) helped Mary Jones find assistance paying for the cancer drugs she needs to save her life. 

2nd Sentence, Surprise: SHIPs provide personalized Medicare counseling and education. Because SHIPs operate on a very tight budget, many rely heavily on volunteers to provide an array of services. Without volunteers, clients like Mary might have faced serious hardship. 

3rd Sentence, Support: April 18 – 24 is National Volunteer Week and we are the taking time to celebrate our SHIP volunteers

Sample Press Release: National Volunteer Week

FOR IMMEDIATE RELEASE

Contact:  

Phone:  

Cell: 

Email: 

Website: If available

Date: 

SENIORS NAVIGATE MEDICARE WITH HELP FROM LOCAL SHIP VOLUNTEERS

City, State -- The State Health Insurance Assistance Program (SHIP), sponsored locally by (name of your agency or organization), relies on its volunteers to help seniors and people with disabilities navigate the increasingly complex Medicare system. More than (insert number) people in (insert name of community) were served last year by (insert number) SHIP volunteers working as counselors and educators. April 18 - 24 is National Volunteer Week and we are taking the time to celebrate our SHIP volunteers. 

In 2008, we know that one volunteer hour was worth $20.25
. So not only did SHIP volunteers help (insert number) people in our community, they contributed (multiply $20.25 times # of volunteer hours) worth of cost savings. We are so grateful and think your readers will be too.

We invite you to feature one or more of our SHIP volunteers in your local coverage of National Volunteer Week. (Name of volunteer) is one such volunteer who will inspire your readers. 

Insert your volunteer’s unique story and include a quote, for example:

(Name of volunteer) started with SHIP in (year). In the past year, she contributed more than (insert number) hours of volunteer service. Along the way, she helped four clients successfully apply for the Medicare prescription drug benefit’s low-income subsidy program, saving each of them hundreds of dollars annually and relieving the worries that come from having to choose between taking her medications and buying groceries. About her work as a SHIP volunteer, she said, “Nothing makes you feel better than helping people who are struggling with something as important as their Medicare benefits. It so satisfying to be able to answer their questions and see the uncertainty and worries leave their mind.”

#####

National Volunteer Week is about inspiring, recognizing, and encouraging people to engage in their communities. It is an initiative of the Points of Light & Hands On Network. The week was first designated as an annual observance by Executive Order of President Richard M. Nixon in 1974.  

INSERT: Brief description of your organization’s mission and programs. If available, include your website.

30 Ways to Show Appreciation for SHIP Volunteers

1. Write a thank you note.

2. Mention them in a publication.

3. Seek their opinions.

4. Cite their work as an example for others to follow.

5. Offer them extra responsibility, like mentoring a new volunteer.

6. Serve refreshments when they gather for a meeting or come in to visit.

7. Call to ask, "How's it going?"

8. Invite them to work with you on a complicated case or project.

9. Take them to lunch.

10. Ask them to represent your SHIP at a meeting or on an advisory board.

11. Ask your organization's director to write a thank you.

12. Find training, leadership development, and skills-building opportunities for them.

13. Give them free tickets to sporting and cultural events.

14. Nominate them for community service awards.

15. Ask a volunteer to participate with you in press interviews and photo opportunities.

16. Celebrate birthdays (with cake) at regular meetings of the volunteers and/or staff.

17. Give certificates of appreciation.

18. Honor them publicly for completion of specialized training.

19. Share information about how their work helps beneficiaries and caregivers.

20. Copy and distribute the thank you notes that your organization receives for SHIP services.

21. Celebrate their anniversary date or years of service with the SHIP.

22. Give them SHIP promotional materials, like mugs, tee shirts, and brief cases.

23. Hold a volunteer appreciation day or appreciation picnic.

24. Send a get well or sympathy card as appropriate.

25. Implement their ideas.

26. Nominate them for CMS's National Beneficiary Services Award.

27. Write up their counseling experiences as case studies.

28. Ask a reporter to write a feature article about your volunteer program.

29. Nominate them for your state SHIP program's exemplary service award.

30. Celebrate victories and learn from failures together. 

Managing Risk and Liability in SHIP Volunteer Programs

Since the implementation of Medicare prescription drug coverage, SHIP counselors have help millions of beneficiaries compare and select Part D plans. Often, the process is straightforward and simple. In many cases, however, the process is complicated by the existence of a retiree health plan or by access to a local pharmacy. Because these complications create the potential for the spread of misinformation or costly mistakes, many SHIP program managers are rightly concerned that disgruntled clients may sue local SHIP sponsor agencies and, staff supervisors, and possibly the volunteers themselves. How can you manage the risk? 

Protections for Volunteers 
To encourage volunteerism, both federal and state laws generally protect volunteers from being found liable in court for harm resulting from their actions, or their failures to act, in the course of their volunteer duties on behalf of those they are trying to help. There are, however, some clear exceptions to these federal and state protections. 

Understanding the key points of both federal and state law can help you feel more confident using volunteers to educate communities and counsel clients. More information about specific federal and state protections is provided below. 

Risk Management in SHIP Volunteer Programs 
SHIPs use volunteers in many different ways, including such important roles as counselors, educators, and outreach assistants. Aside from the federal Volunteer Protection Act and related state laws, what can you do to limit the risk of liability inherent in a health insurance counseling program that relies on volunteers to deliver essential services? What strategies can you use to lessen the chance that clients will have a bad experience, allege wrong-doing, or sue in court? 

Consider the following ideas. How many of these do you use already? Which of these risk management ideas can protect your office and personnel from liability? Which ones make most sense for a busy SHIP? Click on the links below to see sample risk management resources from HAP and SHIPs around the country. 

1. A counseling manual with procedures and policies. 

2. Job descriptions that clearly state the scope of a volunteer’s responsibilities. 

3. An application that asks potential volunteers about their interests, qualifications and references, and screens for suitability. 

4. An agreement that details the terms and expectations for the volunteer position. 

5. A counseling agreement that describes the scope of services, for counselors and clients to sign and keep. 

6. A HIPAA-compliant form through which clients designate the purposes for which they are giving private health information and authorizing how SHIP volunteers may use the information. 

7. New volunteer orientation and regular refresher or update training. 

8. Progress notes maintained on each matter a volunteer works on. For example, case flow and/or intake forms. 

9. Monitoring volunteer activities by a designated supervisor including, for example, listening in as volunteers meet with or call clients. 

10. Periodic performance evaluation of volunteers. 

11. A volunteer certification program with proficiency measures. 

12. Periodic counselor and/or supervisor meetings to review progress. 

13. Insurance coverage through the organization’s liability carrier. 

14. A written notice for clients that describes the volunteer role, what to expect in terms of guidance, client responsibility for decision-making, and disclaimer that volunteers cannot advise clients to choose one plan over another.

Federal Law 
The federal law (Public Law 105-19) is usually referred to as the “Volunteer Protection Act of 1997”. It generally provides that volunteers cannot be held liable for what they do or fail to do, as long as they are volunteering for a governmental unit or a non-profit organization that has tax-exempt status or is “organized and conducted for the public benefit and operated primarily for charitable, civic, educational, religious, welfare, or health purposes and which does not practice any action which would constitute a hate crime…”, P.L. 105-19, Section 6(4). (Tax exempt status is usually referred to as “501(c)(3) status”, for the section of the tax code that exempts these organizations from federal taxation). 

The Volunteer Protection Act specifically defines a volunteer. A volunteer is an individual who performs services for a governmental entity or nonprofit organization 

and who receives no compensation for the services performed other than reasonable reimbursement of expenses, such as transportation costs, or occasional gifts in lieu of compensation, such as a plaque or attendance at a recognition banquet. 

For the federal Volunteer Protection Act’s protections to apply, a volunteer must meet four qualifications. First, the volunteer must have been: 

1. Acting within the scope of her responsibilities to the sponsoring nonprofit or governmental agency. In the SHIP context, a volunteer would have to be engaged in activities such as counseling or community outreach, as directed by the state SHIP office or a local SHIP program. 

2. Properly licensed, authorized or certified by the appropriate authorities to perform the volunteer activities. This means that a volunteer performing professional activities, such as an attorney giving free legal advice about Medicare, or a pharmacist reviewing a beneficiary’s prescriptions against a Part D plan’s formulary, should be properly licensed by the state licensing authority. It could also mean that if your SHIP requires volunteers to be certified, that any volunteer must complete the required training, updates, and other activities. 

Moreover, the volunteer is not protected from being found liable to anyone harmed as a result of her volunteer activities if she was: 

3. Engaging in any willful or criminal misconduct, gross negligence, reckless misconduct or acting with conscious and flagrant indifference to the rights or safety of the person harmed. Thus, the state or local SHIP must know what volunteers are doing to assure they are properly representing the organization. 

4. Operating a car or other vehicle for which the state requires an operator’s license and/or liability insurance. 

The Volunteer Protection Act never protects certain actions. These include situations where a volunteer’s action or failure to act: 

1. Was a crime of violence or international terrorism under federal law, 

2. Constituted a federal hate crime, 

3. Involved a sexual offense for which the volunteer was found guilty in court, 

4. Was found to have violated a federal or state civil rights law, or 

5. Was committed while “under the influence” as determined by applicable state law. 

The Volunteer Protection Act expressly does not prevent a judge from finding that the sponsoring organization or agency is liable for a volunteer’s actions, or failure to act. Thus, state and local SHIP offices must still assure that they are properly protected against liability. The Act specifically permits agencies to sue a volunteer under appropriate circumstances. 

State Law 
The Volunteer Protection Act allows states to enact complementary laws that contain similar or more protection for volunteers. Congress intended the federal law to offer a standard minimum set of protections for volunteers. Any state law that does not provide as much protection as the federal law is not enforceable. This is called “federal preemption.” The Volunteer Protection Act allows states to maintain their own volunteer liability statutes that: 

1. Require nonprofits or governmental agencies to use risk management tools, such as required training courses; 

2. Make the sponsoring organization liable for the acts of its volunteers just like they are liable for the acts of paid employees; 

3. Precludes a limitation on the liability of a volunteer in a civil (not criminal) case brought by a state or local official under state law; 

4. Requires nonprofits or governmental agencies to maintain liability insurance to protect volunteers. 

Self-Assessment: Volunteer Risk Management

How many of the following risk management ideas are you using in your volunteer program? Which ideas could you implement to protect your office and personnel from liability? Which make the most sense for your busy SHIP program? 

	Risk Management Ideas
	Completed

(Yes or No)
	Would Like

(Yes or No)

	1. Job descriptions that clearly state the scope of a volunteer’s responsibilities.


	
	

	2. An application that asks potential volunteers about their interests, qualifications, and references and screens for suitability.


	
	

	3. An agreement that details terms and expectations for the position.


	
	

	4. New counselor orientation and regular refresher or update training.


	
	

	5. Counseling manual with policies and procedures. 


	
	

	6. A counseling agreement that describes the scope of services for counselors and clients to sign and keep. 


	
	

	7. A HIPAA-compliant form through which clients designate the purposes for which they are giving private health information and authorizing how SHIP volunteers may use the information.


	
	

	8. A written notice for clients that describes the volunteer counselor role, what to guidance to expect, client responsibility for decision-making, and a disclaimer that counselors cannot advise clients to choose one plan over another. 


	
	

	9. Progress notes maintained on each matter a volunteer works on. For example, case flow and/or intake forms. 


	
	

	10. Monitoring volunteer activities by a designated supervisor including, for example, listening in as volunteers meet with or call clients. 


	
	

	11. Periodic counselor and/or supervisor meetings to review progress. 


	
	

	12. Periodic performance evaluation of volunteers.


	
	

	13. A counseling certification program with proficiency measures.


	
	

	14. Insurance coverage through your organization’s liability carrier. 


	
	


SHIP Volunteer Feedback Form

Thank you for volunteering with SHIP! In an effort to improve your volunteer experience, we would like you to answer the following survey questions.  Your feedback is very important and will help us provide a quality experience for all SHIP volunteers. 

1. Do you feel your expectations as a volunteer were clearly explained to you?

___Very clearly explained


___ Explained 


___Somewhat explained


___Not at all explained 

2. How well did our SHIP training prepare you for the responsibilities of your position?

___Very well prepared



___Prepared


___Somewhat prepared   


___Not at all prepared 

3. Do you feel you were able to fulfill your volunteer responsibilities?

___Fully fulfilled



___Adequately fulfilled


___Partially fulfilled



___Not at all fulfilled

4. Do you feel our SHIP volunteer program is well organized?

___Very organized



___Organized


___Fairly organized



___Not at all organized 

5. Do you find SHIP staff approachable?

___Very approachable 



___Approachable  

___Somewhat approachable


___Not at all approachable

6. Do you feel supported by SHIP staff?

___Very supported



___Supported

___Somewhat supported


___Not at all supported  

7. Do you feel you’re provided adequate resources to help you accomplish your tasks?

___Very adequate



___Adequate


___Somewhat adequate



___Not at all adequate

8. Do you have the tools and equipment you need to do your volunteer work? 

___Yes 
___No    

If no, please explain: ________________________________________________________

___________________________________________________________________________

9. Would you recommend SHIP volunteer opportunities to your friends or family?  

___Yes 
___No    

If no, please explain: ________________________________________________________

___________________________________________________________________________

10. Overall, how satisfied are you with your volunteer experience? 

___Very satisfied



___Satisfied


___Dissatisfied




___Not at all satisfied

11. What could we improve to make your volunteer experience more enjoyable?

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

12. Please tell us about your favorite experiences as a SHIP volunteer.   

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

SHIP Client Feedback Survey

You recently contacted our office about a Medicare issue or question. Please take a few minutes to complete this survey about the assistance you received our Senior Health Insurance Assistance Program (SHIP). Your feedback is very important to us! 

We would like to know if your visit or contact with SHIP was helpful to you.  We will use the information you provide to improve our services.  Your responses to this survey will be kept confidential, so please be open and honest. 

1. How did you hear about SHIP services? 

____ Friend or family member

____Newspaper or newsletter

____ Presentation


____Television

____ Radio



____Another organization

____ Other: ________________________________________________________________

2. How did you receive our services?  (Please check all that apply)

___ In-person, at a SHIP office

___ Phone

___ In-person, at my home

  
___ E-mail or fax

___ In-person, at another location

___ Mail, written correspondence

3. What was the reason you sought help from SHIP?  (Please check all that apply)

___ Original Medicare 


___ Medicare Prescription Drug Plans

___ Medicare Advantage


___ Medicare Supplemental Insurance

___ Low-Income Subsidy (Extra Help)
___ Medicaid or Medicare Savings Program  

___ Long Term Care



___ Other (please explain):

4. How satisfied were you with the assistance you received?

___ Very satisfied

___ Satisfied

___ Neutral

___ Dissatisfied

___ Very dissatisfied

5. Was the location where you received services easy to reach and access?

___ Yes
___ No

___ Not applicable


If no, please explain: ___________________________________________________________

6. When you first contacted SHIP, did our staff and volunteers treat you with courtesy and respect?

___ Yes
___ No



If no, please explain: ___________________________________________________________

7. Was it easy for you to get our contact information (phone number, address, etc.)?

___ Yes
___ No 

___ Not applicable


If no, please explain: ___________________________________________________________

8. Did your SHIP counselor listen with care as you and/or your family members talked about your health care situation?

___ Yes
___ No

___ Not applicable

If no, please explain: ___________________________________________________________

9. Do you feel your SHIP counselor understood your health care situation?

___ Yes
___ No



If no, please explain: ___________________________________________________________

10. If you received written materials from SHIP, how satisfied were you with them?

___ Very satisfied

___ Satisfied

___ Dissatisfied

___ Very dissatisfied

___ Not applicable
11. Which of the materials were most helpful? ___________________________________
______________________________________________________________________________

12. Overall, how satisfied do you feel about your contact with SHIP?

___ Very satisfied

___ Satisfied

___ Neutral 

___ Dissatisfied

___ Very dissatisfied

13. Did you think we served you in ways that protected your privacy and confidentiality?

___ Yes
___ No



If no, please explain: ___________________________________________________________

14. Would you refer others to SHIP for Medicare-related counseling, assistance, and information?  

___ Yes
___ No



If no, please explain: ___________________________________________________________

15. Is there anything else we can do to improve our services? Please explain: 

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

Thank you for taking the time to complete this survey!  Your feedback will help us continue to deliver high quality services.

Please return this survey in the enclosed envelope to:

[Insert name and address of your organization]
Additional Resources

Here are a few more resources that may be helpful to you as recruit, train, and manage your SHIP volunteers:  
· Corporation for National and Community Service: Offers resources to help you recruit and manage volunteers, and also get Americorps volunteers involved with your SHIP. 

· Energize, Inc.: Specializes in volunteerism and offers great resources, tips, and advice from other volunteer managers. 
· Temple University Intergenerational Center: Provides webinars and resources to help you engage people age 50+ and work with immigrant and refugee volunteers. 
· VolunteerMatch: Offers a variety of online services, including free webinars, management resources, and a place for you to advertise SHIP volunteer opportunities. 
· Volunteering in America: Provides access to volunteering trends, statistics, tools, resources, and information for at the city, state, and national levels. You can also see how cities and states rank on different factors related to volunteering.
Want to Help Your Community?





Your talents can have a meaningful impact on the lives of Medicare beneficiaries in your community. The [Insert State] Senior Health Insurance Assistance       Program (SHIP) has a variety of volunteer opportunities for                                    people with different skills and interests.





Join [Insert State]’s SHIP Volunteer Team Today!


Call us at [Insert agency phone number]
































Welcome to the SHIP Team!





Orientation Details





Where: 


When: 


Time: 








Please review and bring a signed copy of the enclosed volunteer agreement to orientation.

















Want to Help Your Community?





Join [Insert State]’s SHIP Volunteer Team!





Our trained volunteers provide free health insurance education, counseling, and assistance to people with Medicare, their families,            and caregivers.





We need your talents and skills!





Call us today at [Insert agency phone number]











Helping SHIPs Help Medicare Beneficiaries
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