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Agenda 

• Performance Management Overview 
• Defining Performance Measures 
• Performance-based Contracts 
• SMP Experience with Performance 

Management 
– North Carolina 
– Indiana 

 



Performance Management History  
• Frederick Winslow Taylor’s Scientific 

Management Methods 1911 
– Soldiering in steel industry 
– Time studies 

• William Edwards Deming’s Quality Control and  
Management 1950 
– Post WWII Japanese Auto  
– Deming Prize  
– Total Quality Management (TQM)                           

focus on cost and quality 



Federal Government Performance 
Management 

• 1993 Government and Performance Reporting 
Act (GPRA) 

• 2001 President’s Management                             
Agenda (PMA) 

• 2010 GPRA Modernization Act                                            
    (GPRAMA) 
• 2016 Program Management                

Improvement Accountability                              
Act (PMIAA) 



What is Performance Management? 

• Actively using performance information to 
achieve a specific purpose and develop a 
performance strategy  

• Ongoing monitoring and reporting of program 
accomplishments 
 



What Gets Measured, Gets Done. 
• Performance Management 

– Opportunities 
• Focuses on improving results to specified target 
• Ongoing monitoring and adjustment 

– Challenges 
• Incentivize creative behaviors to achieve results 
• Tendency to stop doing things that aren’t counted 
• Time consuming 
• Tough to precisely define what needs to be done and 

how to do it 



What are Performance Measures? 
• https://www.performance.gov/ 
• Directly related to program goals and objectives 
• Based on data collected from the program 
• Tell a story about achievement and progress 

– An indicator, not the whole story 
• Office of Personnel Management 

– Performance measures may address the type or level 
of program activities conducted (process), the direct 
products and services delivered by a program 
(outputs), or the results of those products and 
services (outcomes).  
 

https://www.performance.gov/


Defining SMP Performance Measures 
• Quality 

– Upcoming Medicare Beneficiary Satisfaction Survey 
(session in 616AB) 

• Effects or outcomes 
– PM 6 cost avoidance, PM 7 expected recoveries to 

Medicare, PM 8 expected recoveries to Medicaid, PM 
9 Beneficiary Savings, and PM 10 Other Savings 

• Efforts or outputs 
– PM 1 Team members, PM 2 team member hours, PM 

3 outreach events, PM 4 outreach persons  reached, 
PM 5 individual interactions 

 
 



What is a Performance-based 
Contract? 

• Sets SMART performance standards and 
requirements  
– Specific, Measureable, Achievable, Relevant, Time-

bound (SMART) 
• Results-oriented focus on outputs, quality, or 

outcomes  
– Doesn’t define how to achieve results 

• Incentives may relate to results 
– Incentives can include contract payment, renewal,  or 

extension 



2017 
SHIP/SMP  
National  
Conference, 
Austin, Texas 
  



Structure of NCSMP 
• NCSMP is housed with SHIIP at the NC Department of 

Insurance. 
• 5 staff members 

– Director 
– NCSMP Program Coordinator 
– Two Communication Specialist 
– Part-time Outreach Specialist 

• Dual trained volunteers. 
• NCSMP contracts with 8 of the Area Agency on Aging (AAA).  

NC has 16 AAA’s. 



NCSMP Coverage Map 



Contract Requirements 



Contract Requirements Continued 



Contract Requirements Continued 



Contract Requirements Continued 



Reporting 
• SHIIP/NCSMP volunteers use SHIPtalk. 
• Data extracted from SHIPtalk and NCSMP 

Communication Specialist enter in SIRS. 
• 8 AAA staff members must enter data in both 

SHIPtalk and SIRS per contract guidelines. 
• Mid-year Report 
• Year-End Report 
• Random Monitoring annually. 



Contact Us: 
North Carolina Senior 

Medicare Patrol Program  
1-855-408-1212 

www.ncshiip.com 



North Carolina 
Senior Medicare 
Patrol Program at 
SHIIP 
Together we can 
empower beneficiaries 
to prevent healthcare 
fraud! 
The North Carolina Senior Medicare Patrol Program is a part of the North 
Carolina Department of Insurance.  This document was supported, in part, 
by grant number 90MP0210 from the U.S. Administration on Aging, 
Department of Health and Human Services.  Grantees undertaking projects 
under government sponsorship are encouraged to express freely their 
findings and conclusions.  Points of view or opinions do not, therefore 
necessarily represent official Administration on Aging policy. 



Indiana Volunteer Host 
Organization (VHO) 

Performance Contracts 

Presented by: Nancy Moore, Program Director 

nmoore@iaaaa.org     317-205-9201 

 Funded by: Grant from the Administration for Community Living 

mailto:nmoore@iaaaa.org


Contracts with Volunteer 
Host Orgs (VHOs) 

 IN SMP has 2.5 FTEs 
(director, volunteer 
coordinator and PT 
admin and outreach 
persons 

 IN SMP contracts with 
12 VHOs 
 9 AAAs, 3 Senior 

Centers 
 Some provide outreach 

only 
 Some are also SHIP 

sites; use nonpaid 
counselors/volunteers 

 
 



Contracts/Request for 
Proposals 

Scope of Work-Outreach  
 
VHO estimates # of events by type of 

activity 
 If not realistic, SMP office suggests 

another # 
Limit # of outreach events (we do 20) 
Pay more if funding allows at end of 

grant year 
VHO can do outreach ONLY 

 
 
 
 
 



Contracts/Request for 
Proposals 

Scope of Work-Volunteers 
 
VHO estimates how many hours per 

year 
VHO recruits volunteers and provides 

screening material 
VHO and SMP office train volunteers 
SMP provides ideas on volunteer 

recruitment 



Compensation: Money, Money, 
Money 

Outreach Events 
 $100 per outreach event 

(senior fair, presentation) 
 $100 per media outreach 

(Facebook post, newsletter 
article, ads/posts on website 

 $100 per MONTH of 1:1 
counseling 

 Payout additional $ if funding 
is available 

 



Compensation: Money, Money, 
Money 

Volunteer Hours 
 
 $30 per volunteer hour for 1:1 counseling (1/2 

time if doing SHIP counseling), individual 
interactions, outreach events, outreach 
development or marketing, administrative 
help 

 Includes orientation and training 
 Includes ongoing education 
 May include things like webinar trainings 
 Maximum of 200 hours 
 Payout additional $, if funding is available 



Volunteer Recruitment 

VHO recruits volunteers; provides screening 
info 
 SMP Office: 

 Provides group, 1:1 on-
site training 

 Materials to recruit 
volunteers (like flyer on 
next slide) 

 Maintains volunteer’s 
records 

 Provides recruitment 
ideas 



This image cannot currently be displayed.



How to Keep VHOs Engaged 

 Site visits for orientation & training VHO 
staff 

 Monthly SMP Coordinator calls 
 Monthly reports due for activities 
 Yearly in person training 



Challenges 
 SMP coordinators at AAAs and senior 

centers busy with multiple projects 
 Staff turnover 
 Volunteer turnover 
 Recruiting volunteers 
 Timely reporting 



Hand Holding 

 Provide reporting tools (such as 
spreadsheet) 

 Provide outreach ideas (senior movie 
days, cooking for one recipe cards,  

 Provide education/marketing materials 
for easy presentations or distribution at 
fairs 
Bookmarks 
Giveaways 
Videos 

 
 
 



Questions? 
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