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SMP VOLUNTEER TRAINING 
 

Definition of an SMP Volunteer 
 

Before beginning a training program for SMP volunteers, it is important to be clear 
about who is, and who is not, eligible to be a volunteer with the SMP program. 
 
An SMP volunteer is someone who: 
 

 Donates his or her time to the 
SMP;  

 Is trained by the SMP to perform 
SMP work;  

 Performs SMP work during his or 
her own personal time and does 
not get paid by anyone for the time 
spent performing this work. 

 
An SMP volunteer is NOT: 
 
 An individual who is fully or partially paid through SMP funds – for example, SMP 

staff and subcontractors are NOT eligible to be SMP volunteers.  

 An individual who is partnering or collaborating with the SMP as part of their 
employment. 

 
 
Other considerations 
 

 Individuals who are not volunteers according to the information above may still 
be able to provide match for your SMP grants.  This implementation guide is not 
intended to provide guidance regarding Administration on Aging grant match 
guidelines.   For questions about grant match, contact the Administration on 
Aging directly. 

 For questions about eligible volunteers for purposes of SMP volunteer training, 
SMART FACTS, and the SMP OIG Reports, contact the SMP Resource Center.  
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SMP VOLUNTEER TRAINING 

 
The SMP Volunteer Training Program: Long Term Plan Overview 
 

The SMP program has evolved since its inception from a handful of diverse 
demonstration projects to a nationwide credible and trusted community resource.   
 

In order to achieve the Administration on Aging’s (AoA) objective of national program 
visibility and consistency, it is essential that the heart and soul of the program—SMP 
volunteers—be provided the skills, tools, and resources necessary to meet the 
needs of the communities and people they serve.   
 

The long-term vision of the SMP Volunteer Training Program: 
 

To develop a corps of SMP volunteers who are qualified to engage in consumer 
outreach and education, and consistently and effectively respond to beneficiary 
complaints and concerns related to health care fraud, waste, and abuse. 

 
Long-term volunteer training program goals 
include:  
 

 To enhance the professionalism and overall 
level of expertise of the SMP volunteer workforce 

 To enhance beneficiary confidence in and 
reliability of the information and assistance 
provided by SMP volunteers on health care fraud 
and abuse  

 To enhance the credibility of the SMP program 
at both the local, state, and national level by 
developing recognized expertise in health care 
fraud prevention, identification, and reporting. 

 
 
Beyond Training:  Volunteer Program Management 
 

As described at the 2009 SMP National Conference, AoA and The Center are also 
developing a risk management plan and a volunteer program management guide to 
help SMPs manage their large volunteer work force.  Volunteer program best 
practices dictate that volunteer training is just one piece of an overall volunteer 
program management process.  Once developed, the volunteer program 
management guide will be designed to interface with the national SMP Volunteer 
Training Program.  
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SMP VOLUNTEER TRAINING 
 
The SMP Volunteer Training Program: Long-Term Plan Overview, continued 
 

SMP Volunteer Training rollout plan 
 
The SMP Volunteer Training Program consists of several training components which 
will be rolled out to the SMPs in three main phases over the next few years.  
 

 

 
Phase 1  
 

In the first phase of training implementation, the focus will be on providing SMP 
volunteers with a solid foundation of knowledge about the SMP program, Medicare, 
and Medicare fraud and abuse.  The training provided in Phase 1 is not intended to 
certify volunteers to perform any specific functions at the SMP – this will take place 
during Phase 2.  The basis for Phase 1 of training is SMP Volunteer Foundations 
training, which is being rolled out to all SMPs in August 2009 and is the subject of 
this implementation guide.   
 

Although the SMP Volunteer Foundations training is fully developed and ready for 
immediate SMP use, the intention is that this initial version of the training will serve 
as a pilot version of the training.  During Phase 1, SMPs will be asked to provide 
detailed feedback regarding the SMP Volunteer Foundations training content and 
process so that they can be evaluated and improved for Phase 2 of SMP Volunteer 
Training. 

Phase 1: 

2009‐2010

SMP Volunteer 
Foundations, 
Version 1 
(Pilot)

Phase 2: 

2010‐2011

SMP Volunteer 
Foundations

•Version 1: online

•Version 2: under 
development

Specialty 
training 
modules, 
Version 1 

Phase 3: 

2012 & beyond

SMP Volunteer 
Foundations

•Version 2: online

Specialty training 
modules

•Version 1: online
•Version 2: under 

development

Continuing 
education
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SMP VOLUNTEER TRAINING 
 

The SMP Volunteer Training Program: Long-Term Plan Overview, continued 
 

Phase 2  
 

The second phase of the SMP Volunteer Training Program will include: 

1. SMP Volunteer Foundations  

a. Version 1 of this training program will be made available on-line and 
on CDs for self-paced, individual volunteer training. 

b. An updated version of the SMP Volunteer Foundations training will be 
developed based upon SMP feedback to the Phase 1 pilot process. 

2. Specialty modules  

a. These modules will provide further training for specific tasks assigned 
to volunteers, addressing skill areas such as one-on-one counseling, 
group presentations, and complaints investigation and referrals.   

b. Once these modules are developed and implemented, volunteers who 
successfully complete Phase 2 of training will be officially certified in 
their specialty area(s). 

 
Phase 3 
 

In Phase 3 and beyond, additional updates will be made to the SMP Volunteer 
specialty training modules.  The specialty modules will also be made available on-
line and on CDs for self-paced learning.  Continuing education will be offered as 
determined necessary by AoA, the SMP Resource Center, and the SMPs. 
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SMP VOLUNTEER TRAINING 

 
Phase 1: The SMP Volunteer Foundations Training Curriculum 
 

As mentioned earlier, the SMP Volunteer 
Foundations Training Curriculum is 
intended to provide volunteers with a 
foundation of knowledge in three main 
content areas:  

1) SMP Program   

2) Medicare Basics  

3) Medicare Fraud and Abuse   
 

SMP Volunteer Foundations is NOT intended to provide job-specific training.  Until 
such time that the specialty training modules are ready for SMP use in Phase 2, 
SMPs should continue to provide additional function-related training to volunteers as 
you have done in the past.   
 
The SMP Volunteer Foundations training curriculum includes the following 
training components: 

1) Phase 1 Implementation Guide (this document): for SMP Director or Staff Only 

2) SMP Foundations Training – Volunteer Manual 

a. Chapter 1 – SMP Program Introduction 

b. Chapter 2 – Medicare Overview 

c. Chapter 3 – Medicare Fraud & Abuse 

3) SMP Volunteer Foundations – Trainer’s Guide  

a. Introduction – Training Setup Instructions 

b. Trainer’s Notes  

c. PowerPoint  Training Slides – Printed Versions 

d. Participant Handouts – Classroom Training Activities 

e. Answer Keys to Classroom Training Activities 

4) Final Assessment, Answer Form, and Answer Key 

5) Evaluation Forms 

6) SMP Volunteer Foundations Training – CD-ROM, which includes: 

a. PDF files of all items listed above, for reprinting  

b. PPT files of #3c above, for classroom use  

c. PPT file of Jeopardy final review game  
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SMP VOLUNTEER TRAINING 

Existing SMP Training Programs 
 

We acknowledge that many SMPs already have a thorough volunteer training program in 
place.  After reviewing the Phase 1 training materials, if you consider your current 
volunteer training program to be more comprehensive than this pilot version of the training, 
you may choose one of the following two options. 

1) Use the SMP Volunteer Foundations materials in full and supplement them with your 
own materials.  If possible, this is the preferred option because it not only allows you to 
try the training and suggest improvements for Phase 2, but it also moves the SMP 
program as a whole closer to the goal of standardized training for all SMP projects. 

2) If you feel that the first option is not appropriate for your SMP, you may request to opt 
out of the pilot standard training program during Phase 1.  Your request to opt out 
should be provided in writing to the SMP Resource Center by September 30, 2009, 
along with a copy of your current training materials.  SMPs who request to opt out of 
the Phase 1 / pilot training will receive additional information and instructions from The 
Center.  

 

Implementing the SMP Volunteer Foundations Training 
 

When implementing SMP Volunteer Training in your area, it is important to adhere to 
the following processes and guidelines in order to maintain consistency across all 
SMPs.  The guidance provided here is intended to ensure standardized training and 
implementation for all SMPs.   
 
SMP Volunteer Foundations: Phase 1 Implementation Checklist 
 
A summary checklist of the steps to a successful training implementation is provided 
here, with details for each step of the process on the following pages. 

 Step 1: Review the training implementation process  

 Step 2: Identify a training coordinator to assist with the process  

 Step 3: Review the entire training curriculum  

 Step 4: Determine who needs to be trained 

 Step 5: Schedule the training 

 Step 6: Conduct the training 

 Step 7: Conduct the assessment 

 Step 8: Score the assessments 

 Step 9: Issue certificates to volunteers who pass 

 Step 10: Re-assign or release unsuccessful candidates 
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SMP VOLUNTEER TRAINING 
 
Implementing the SMP Volunteer Foundations Training, continued  

 
Step One: Review the training implementation process 

 
Read through this entire Phase 1 Implementation Guide and familiarize yourself with 
the training implementation process, as well as what you will need to do for a 
successful rollout.   
 

Step Two: Identify a training coordinator 
 
You may already have an identified coordinator, and structured process in place for 
implementing new training that works well.  If not, identify a training coordinator who 
will then be responsible for completing (or helping to complete) the remaining steps 
in this training process.   
 
The training coordinator should be:  

1. A good public speaker if he or she will be doing the actual training; 

2. Able to commit the time to establish and implement the program;  

3. Knowledgeable about your program’s structure, schedule, policies and 
procedures;  

4. Familiar with the roles and responsibilities of your volunteers; and 

5. Trusted by your volunteers. 

 
Step Three: Review the entire training curriculum 

 
You and/or your training coordinator should familiarize yourself with the entire SMP 
Volunteer Foundations Training Curriculum, including the Volunteer Manual, 
Trainer’s Guide, accompanying training materials, and assessment.  With so much 
material to review, it’s important to allow plenty of time to complete your review of 
the curriculum well in advance of your first scheduled training session.  Pay close 
attention to the Trainer’s Guide, since it provides detailed information and 
instructions to help you present the training.   
 
On-going support for implementing this training program is available through the 
SMP Resource Center.  Visit the Center’s website, www.smpresource.org, for 
webinars, documents, and other resources provided by The Center in support of 
SMP volunteer training. 
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SMP VOLUNTEER TRAINING 

Can anyone “test out” of SMP Volunteer Foundations? 
 

At your discretion, volunteers and staff who have extensive experience 
and/or who have received extensive training in the past can “test out” of SMP 
Volunteer Foundations without completing the classroom training.  You may 
provide these individuals with a copy of the Volunteer Manual either prior to 
or together with the assessment, so that they can review the information 
presented in SMP Volunteer Foundations.  See steps 7-10 (pages 10-12) for 
more information on assessments and related follow-up actions.   

 
Implementing the SMP Volunteer Foundations Training, continued  

 
Step Four: Determine who needs to be trained 

 

All SMP volunteers who come in contact with consumers, or who have access to 
data or information gathered as part of your collection or investigation process, 
should participate in SMP Volunteer Foundations Training.  Volunteers who engage 
in purely administrative functions (i.e. collating marketing materials) and have no 
direct contact with consumers or their personal information may be exempted from 
SMP Volunteer Foundations.  
 

It’s important to note that this training is intended not only for new SMP volunteers, 
but also for existing volunteers and SMP staff.  Even if your volunteers and staff 
have received training in the past, they may still benefit from taking the training for 
the following reasons. 

1) SMP Volunteer Foundations serves as a refresher training, to remind 
experienced volunteers and staff of important information that they may have 
forgotten. 

2) SMP Volunteer Foundations also serves as update training, informing 
experienced volunteers and staff about information that may be new or may have 
changed since they last received training. 

Remember that SMP Volunteer Foundations is the first step in setting a national 
standard for consistent SMP volunteer training.  By requiring this training for all 
volunteers and staff in your SMP, you will increase the credibility and 
professionalism of your SMP volunteers and demonstrate that your SMP is on track 
to meet the long-term goals for the SMP Volunteer Training Program.      

 
 

 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 



 

  

 PHASE 1 IMPLEMENTATION GUIDE –AUGUST 2009 PAGE 10 
 

SMP VOLUNTEER TRAINING 

Assessment vs. Test 
 

In adult learning, the word “assessment” is commonly used instead of the word “test”.  Many 
adults feel threatened by test-taking, and by calling it an assessment this may make them 
feel more at ease.  Regardless of the term, this is your chance to assess your volunteers’ 
knowledge regarding the SMP program, Medicare, and Medicare Fraud and Abuse. 

 
Implementing the SMP Volunteer Foundations Training, continued  

 

Step Five: Schedule the training 
 

The SMP Volunteer Foundations Training and assessment are designed to take a 
total of 1 ½ to 2 days.  Use the detailed information in the Trainer’s Guide to 
schedule the classroom training and assessment based on the timeframes provided. 
 

You can begin scheduling and using this training as soon as you are ready; all SMPs 
should provide SMP Volunteer Foundations training to their volunteers by July 16, 
2010 at the latest.  This deadline will allow the SMP Resource Center to collect the 
necessary training feedback in time to be considered for Phase 2 updates to SMP 
Volunteer Foundations. 
 

Step Six: Conduct the training 
 

The classroom training is broken into three sections based on the chapters in the 
Volunteer Manual: SMP Program, Medicare, and Medicare Fraud and Abuse.  The 
Trainer’s Guide provides detailed information and instructions regarding how to 
conduct the training, including PowerPoint presentations, speaker’s notes, and 
accompanying activities.   
 

Rather than simply repeating what is covered in the manual, the goal of the 
classroom experience is to use principles of adult learning to build upon the content 
covered in the manual, incorporating exercises and activities that create a relaxed 
and engaging environment.  With this goal in mind, we recommend that you provide 
your volunteers with the Volunteer Manual several weeks in advance of the 
scheduled training.  This will allow your volunteers a chance to familiarize 
themselves with the basic content prior to training and make the best use of their 
time in the classroom. 

 

Step Seven: Conduct the assessment 
 

To successfully complete SMP Volunteer Foundations training, volunteers must take 
and pass the training assessment with a score of 80% or higher.  The assessment is 
taken at the end of training, and is designed to gauge a basic level of competency 
and knowledge based on the content that is provided in the manual and presented in 
the classroom.  The assessment process is “open-book”; participants can use their 
Volunteer Manual to complete the assessment.   
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SMP VOLUNTEER TRAINING 
 
Implementing the SMP Volunteer Foundations Training, continued  

 

Step Eight: Score the assessments 
 

When scoring (grading) the assessments and distributing results you have several 
options to consider.  Some suggestions are provided here: 

1) Trainer scoring: Each volunteer turns in his/her assessment when completed.  
The assessments are graded after the class is over and volunteers are informed 
of their score and pass/fail status when the grading is completed.  Although 
volunteers will have to wait for their results, this method provides greater 
confidentiality and consistency in grading.   

2) Self-scoring: After all participants have finished their assessment, the answers 
are reviewed together as a class and each volunteer scores their own test. Make 
sure volunteers understand that they can NOT change their answers during this 
process.  Although there is a greater potential for inconsistency in grading and 
confidentiality issues, this method incorporates the assessment into the learning 
experience and provides participants with immediate feedback. 

 

Assessment results: passing vs. failing 
 

A passing score for SMP Volunteer Foundations is 80% (at least 40 out of 50 correct 
answers).  For those who pass the assessment, see Step 9 to process these 
successful training completions.   
 

Although we have done our best to design the program using basic principles of 
adult learning, not all volunteers will pass the assessment the first time. 
 

Volunteers may fail the assessment for any number of reasons: 

 The training materials cover a lot of complex information.  

 Some volunteers may not be accustomed to the classroom environment, or may 
not do well taking tests, either of which can be stress-inducing.   

 Ultimately, some volunteers may not be suited to the content or type of work 
done by the SMP program.   

 
When you have a volunteer who fails the assessment, you should see this as an 
opportunity.  Review his or her assessment results and consider the number and 
nature of the questions missed - this can help you determine what steps to take 
next.   

 You may decide that it’s appropriate for your volunteer to study on his or her own 
or repeat the training and then re-take the assessment, OR    

 You may determine that the volunteer may need to be re-assigned to a different 
role within the SMP, offered non-SMP volunteer work at your agency, or released 
from the SMP program altogether (see Step 10). 
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SMP VOLUNTEER TRAINING 
 
Implementing the SMP Volunteer Foundations Training, continued  

 
Step Nine: Issue certificates to volunteers who pass 

 
Each volunteer who successfully completes the SMP 
Volunteer Foundations Training and passes the 
assessment should be issued a certificate verifying 
completion of the SMP Volunteer Foundations training.  
This certificate of completion should not be confused with 
the full certification process which will take place during 
Phases 2 and 3 of SMP Volunteer Training (see pages 4-5 
of this guide).   
 
Copies of the certificates can be downloaded from SMART FACTS and also from 
the SMP Resource Center website: www.smpresource.org.  
 

Step 10: Re-assign or release unsuccessful candidates 
 
During the pilot period of the SMP Foundations Training, it will be up to SMPs to 
determine which volunteers are suited for SMP work.  However, this training can 
serve as a valuable volunteer management and coaching tool if used correctly.   

 For existing volunteers who have been with your program, the training and 
assessment can provide an opportunity to evaluate their performance and duties.   

 For both new and existing volunteers, each volunteer’s assessment results may 
help you better understand their knowledge and competencies as they pertain to 
the types of positions they might be placed into (or re-assigned to).   

o Consider taking the time to sit down with each volunteer who doesn’t pass 
the assessment to review their performance in the classroom and on the 
job (if applicable). 

o Consider whether the volunteer is well suited to the types of tasks required 
for SMP volunteer work.   

o Consider (or reconsider) the qualifications of the individual who requires 
multiple attempts to pass the assessment.    

 
Additional guidance for re-assigning or releasing unsuccessful candidates will be 
included as part of the overall volunteer program management guide that will be 
rolled out to the SMPs over the next few years (see page 3). 


