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Message from the SHIBA program team 
Dear Volunteers, 

As we continue our journey in making a positive Medicare counseling impact, it is 
essential to equip ourselves with the necessary knowledge and skills. The case 
scenario and activities included in this workbook aim to enhance your 
effectiveness as Medicare counselors.  

Please take the time to engage with the content, reflect on the case, and make 
notes on the slide discussions. We encourage you to discuss your thoughts with 
fellow volunteers during our upcoming sessions. 

Thank you for your commitment to making a positive impact, and we hope you 
find this workbook beneficial in your journey of continuous learning.  

Your dedication and efforts contribute significantly to our mission. Thank you for 
being an essential part of our team. 

Best regards, 

SHIBA team 
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Message from the SHIBA program 
director 
What did you hear? 

 

 

 

How did you feel? 

 

 

 

What does this message mean to you? 

 

 

 

How might you change your own practice? 
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Glossary 
What does equity mean to you? 

 

 

 

 

What does person-centered counseling mean to you? 
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Case work 
Scenario 

Description of the case 

Caller: 
Hi. I just moved here from Southern California. I need to change plans because I 
had an MA-PD plan that is not available here. I'm open to a Medicare 
Supplement plan, but MA-PD is easy and affordable for me. Right now, getting 
some mental health support is important to me. I'm grieving the loss of my 
partner.  

Key issues 

What is on our list? 

 Case fact 

 

Ask 

 

Tell Share 

Item 

 

    

Item 

 

    

Item 

 

    

Item 
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Counseling session critique & coaching: 

What did they do well? What can they do better next time? 

Technical: 
 

 

 

 
 
 

 

 
 
 

 

 
 
 
 

 

 
 
 

 

Relational: 
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Let’s compare approaches (What can the counselor do better?): 

System-centered (technical) 

Tip: Outline the different choices and options 
available to the person.  
 

Person-centered (relational) 

Tip: Facilitate a conversation that explores 
the advantages and disadvantages of each 
option, taking into consideration the 
individual's preferences and needs. 
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SHIBA STARS Beneficiary Contact Form 
(BCF) 
Demographic data collection 

Demographic data collection from Medicare applicants/beneficiaries allows for 
the customization of health care services to address the specific needs of diverse 
populations. Demographic information is crucial for evaluating the effectiveness 
of health care programs, aiding in evidence-based policymaking and promoting 
equity in health care access and outcomes. 

How do I ask it? 

Tips Your ideas 

Age is an important factor when it 
comes to eligibility and enrollment 
periods. 

• What is your date of birth? 

 

Gender - Without this information, 
you cannot identify specific health care 
needs, you can’t address the health 
disparities people experience, and they 
may not get important health care 
services. 

• How do you describe your 
gender identity?  

This open-ended question allows 
individuals to self-identify and 
express their gender in their own 
terms. 

 



SHIBA February CE workbook | Feb. 1, 2024 10 

Gender (cont.)  

• What pronouns do you use? 

Asking about preferred pronouns 
(e.g., he/him, she/her, they/them) 
demonstrates respect for an 
individual's gender identity. 

Income is an important factor when it 
comes to eligibility for Medicare 
Savings Programs. 

• Can you please share with me 
your current monthly/yearly 
income to help us determine 
eligibility for Medicare Savings 
Programs? 

Please be assured that any 
information provided will be 
confidential. 
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SHIBA STARS Beneficiary Contact Form (BCF) 

 



SHIBA February CE workbook | Feb. 1, 2024 12 

 



SHIBA February CE workbook | Feb. 1, 2024 13 

 



SHIBA February CE workbook | Feb. 1, 2024 14 

Final reflections 
Learning outcomes 

1. Identify one action step or change that you can make going forward to 
make data collection more effective and inclusive. 

 

 

 

 

 

 

2. Share an idea for how the SHIBA team and sponsors can help support the 
volunteer advisors even more/better. 

 

 

 

 

 

 

 

 

 

Thank you for your participation. 
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