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*OHIC = Office of Healthcare Information and Counseling



Welcome!
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SMPs 

•Senior 
Medicare 
Patrol

SHIPs

•State Health 
Insurance 
Assistance 
Program

MIPPAs

•Medicare 
Improvements 
for Patients 
and Providers 
Act
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Questions about working during COVID-19? 
Use your Resources!

SMPs 

• www.smpresource.org > SMP Login

SHIPs

• www.shiptacenter.org > SHIP Login

MIPPAs

• www.ncoa.org > Professionals > Key Resources for Professionals  
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Tip sheets are available on a wide variety of topics related to COVID-19! Medicare coverage 
and enrollment, Medicare fraud, working remotely, outreach, virtual volunteering, etc.

http://www.smpresource.org/
http://www.shiptacenter.org/
http://www.ncoa.org/


ACL’s Managing Through COVID-19 Toolkit 
https://www.shiptacenter.org/covid-19/toolkit

1) Overarching Safety Considerations

2) Confidentiality

3) Communication and Marketing

4) Counseling

5) Outreach Events

6) Volunteer and Staff Support

7) Preparedness Plans for Future 
Emergencies

4

https://www.shiptacenter.org/covid-19/toolkit


Host Panelists: The Centers and ACL

Sue Choplin 

SHIP Technical 
Assistance Center

Ann Kayrish 

NCOA’s Center for 
Benefits Access

Heather Flory 

SMP Resource Center

Maggie Flowers

Administration for 
Community Living
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Today’s Presenters

Maria Alvarez

Executive Director, 
New York SMP

Abby Batterson

Interactive Media 
Manager, SMP 

Resource Center

Angela Burk

Communications & 
Technology Manager, 

SHIP Technical 
Assistance Center
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Agenda

How New York SMP Adapted to COVID-19

• Maria Alvarez, New York SMP

Maximizing Your Social Media During the Pandemic

• Abby Batterson, SMP Resource Center

• Angela Burk, SHIP Technical Assistance Center

Questions and Discussion
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MARÍA ALVAREZ,              

EXECUTIVE DIRECTOR

HOW            

NYS SMP 

ADAPTED  

TO COVID-19

OHIC Presentation, 11/19/20

María Alvarez, Executive Director
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STAFF

Joan Akpan

Media & 

Marketing 

María Alvarez 

Executive 

Director

Emily Akpan

Digital 

Communications

Sarah Askew

MCCAP 

Counselor

Stefania Buta  

CNY Task 

Force

Marcus Harazin

Patients Rights 

Coordinator

Melissa Kinney

CNY Task 

Force

Gail Myers

Deputy 

Director

Beth Nelson

SMP Director

Leslie Sierra 

SMP Counselor

Gene Dumlao 

MCCAP 

Counselor
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CHAPTERS

 Albany

 Fingerlakes

North Country

NYC

 Rockland

 Saratoga

 Tompkins 

 Ulster

Western 

Coming soon: 

Long Island
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StateWide is part of a grassroots movement that has:

▪ 3 Helplines to assist people with:

➢ Patients Rights

➢ Health Insurance & Prescription Drugs

➢ Health Care Fraud Prevention

▪ Programs & Content to Present to the Community

▪ Materials for Distribution

▪ Staff Located Throughout the State to Provide Direct Services

▪ A network of Community Partners and Organizations with which to collaborate

▪ 9 Regional Chapters Across NYS with members committed to fulfilling our mission of 

improving the life of seniors and families in NYS

ABOUT US
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1. Seniors are the Most Vulnerable Segment 

of the Population Affected by COVID

2. All Community Gatherings Closed 

(including meetings, health fairs, senior 

centers, and other public places).

WE CAME UP WITH A PLAN…

OUR CHALLENGES DURING COVID-19
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Launch Plan 
Quickly

Educate 
the Team

Organize & 
Disseminate 
Information

Continually 
Adapt to 
Changing 
Events

WE  TOOK  ACTION
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March 13: Shut down offices

March 13: First Coronavirus Email Alert

March 16:  Employees begin working 

from home

March 17:  First ZOOM meeting – Staff

March 18: Outreach Counselors reach 

out to members & clients daily

March 20: Stay Connected Email out; 

Special Coronavirus Newsletter mailed

March 25: Education Video Channel 

created

April 3: Migrated our meetings and 

presentations from in-person community 

gatherings to ZOOM Meetings

May1-31: Social Media Ad Campaigns 

May 13: Senator Kirsten Gillibrand 

Conversation

June 1: Senator Rachel May Facebook Event

Aug 10: Attorney General Letitia James 

Conversation

October 13 – 15 – StateWide’s Annual 

Convention on ZOOM

TIMELINE
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MCCAP & SMP Programs 10/1/19 – 9/30/20

320 group outreach events reaching over 13,600 seniors, 
advocates, providers throughout NYS

265 media events reaching over 9.5 million people via 
Media – television, radio, print, newsletters, social media, 

emails and website

Counseled 2,545 Medicare beneficiaries, families and 
caregivers reaching all 60 counties in the state

During the Annual Enrollment Period,                                 
our counselors assisted 572 contacts
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SPECIAL EVENTS

▪ Senator Kirsten Gillibrand

▪ Teleconference, 400+ phone 

listeners

▪ Senator Rachel May

▪ Facebook Livestream - Over 3,300 people 

reached

▪ Focus on the COVID-19 pandemic and the 

toll it has taken on nursing home residents

▪ Attorney General Letitia James

▪ Facebook Livestream – Over 

3,400 people reached

https://www.nysenior.org/wp-content/uploads/2020/05/Senator-Gillibrand-presentation-5-13-20.2.mp3
https://www.facebook.com/NYStateWide/videos/277452710301438/
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SENIOR MEDICARE PATROL

▪ ZOOM Presentations to 

Community Centers and 

Libraries

▪ Service Coordinators in HUD 

buildings for seniors & disabled 

throughout the state

▪ Service Providers Around the 

State

▪ Appointed & Elected Officials     

& Constituencies

▪ Local Area Agencies on Aging



COMMUNITY OUTREACH

MEDIA

MARKETING

PROGRAMS
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DIGITAL MEDIA

MAILCHIMP EMAILS

▪ Over 96,000 emails 

delivered the past year.

▪ Educational and Event 

related updates

E-NEWS

▪ 24x/year to subscription 

base: 1,540 addresses.

WEBSITE

▪ Over 13,000 visits

▪ 34,167 page views

▪ 476 Followers

▪ Targeted Advertising

▪ Important links to news 
and information

▪ Streaming capabilities –
ZOOM meetings

FACEBOOK

TWITTER

▪ 128 Followers and 

growing

▪ Share resources – e.g. SMP 

& fraud updates, events

▪ Build relationships

▪ Instant news

▪ Reach large audiences



Articles in newspapers throughout the state including:

▪ Jamestown Post

▪ Dunkirk Observer

▪ Brooklyn One Newspaper

▪ Albany Times Union

▪ Crains NY

PRINT MEDIA

20



NEWSLETTER

▪ Mailed February, May, 
June, September 2020.

FLYERS, POSTCARDS

▪ Flyers for presentations and to 
distribute to buildings and at 
outdoor events.

▪ Postcards mailings, e.g. Meals on 
Wheels 

NEWSLETTER, FLYERS, POSTCARDS
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ACTIVITIES DURING THE PANDEMIC COMPARISON 2019-2020

* 2019 data includes 

some publications 

that may have re-

printed SMP NY 

articles. 2020 data 

includes only the 

confirmed initial 

publications.
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Older Americans Becoming More Tech Savvy During Pandemic
October 28, 2020

As the pandemic has upended our everyday lives, it's also prompted many of us to try new ways of doing things.  That 

applies to America's seniors as well, who have been making strides in using technology to improve their quality of life.

▪ Using Zoom (34%)

▪ Video Chat with their doctor (25%) 

▪ Used a smartphone or tablet (15%) for the first time during pandemic

▪ Tried telehealth to reduce risk of contracting COVID-19 (79%)

▪ 1 in 3 respondents said that learning to use new tech during the pandemic made them feel more independent.

The survey (2,000 Americans aged 65 and older) also revealed how the adoption of new tech practices, like telehealth, 

have helped seniors overcome the challenges of an uncertain time.  Isolation, loneliness and missing family (including 

grandchildren) were among the things that respondents identified as being the hardest part of the pandemic for them.

Survey conducted by OnePoll on behalf of Medtronic, the study looked at adaptations that many seniors 

were forced to make over the past few months.

Source: Yahoo.com
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Virtual Meetings

E-mails - Mailchimp

Video Channel

Social Media

Website Radio Newspaper

Mailed NewslettersPhone Calls

Flyers, postcards

Tech Savvy Not  Tech Savvy

OUR COMMUNICATION CHANNELS

Television
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LOOKING AHEAD

We are continuing to:

▪ Adapt our operations (Ex: 3 new staff members, communication software and 

resources )

▪ Incorporate new tools (Ex: COVID-19 TOOLKIT share, webinars, workshops)

▪ Add value and capacity to our program (Ex: New chapters, membership drive, 

volunteer recruitment, partnerships, advisory board)

This will lead to a more robust program 

when the pandemic subsides.
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Visit us online: www.nysenior.org

Call Toll-free: 800-333-4374

María Alvarez, Executive Director

NY StateWide Senior Action Council

http://www.nysenior.org/


Maximizing Your 
Social Media During 

the Pandemic

Angela Burk, SHIP Technical Assistance Center

Abby Batterson, SMP Resource Center



Maximizing Your Social Media During the Pandemic

• Social platforms that best 
fit demographics of our 
beneficiaries would be 
Facebook, Twitter, and 
YouTube. 

• The SHIP and SMP Centers 
focus on Facebook 
because that is where 
statistics say people 65+ 
are most likely to be. 
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Using Creator Studio to Schedule Posts 

• Create and schedule posts

• Add  story

• Live Producer
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Boosting Posts and Utilizing Business Suite

• Organic reach

o 4-6% of your followers see your post organically

• When to Boost?

o When a post is getting good engagement

o A promotion or campaign

• Is Ads Manager Important?

o If you are running a campaign with multiple messages, 
testing the best reach, and monitoring frequency and 
ad spend, yes. 

o If you are wanting an “easy button” to try to increase 
awareness and reach, then don’t worry about Ads 
Manager and just use the Boost Post option.
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Utilizing Facebook Events
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• Used for in person or online events

• An online event can be conducted 
using a link that attendees will go to, 
such as a Zoom link, or the host will 
use Facebook Live.

• Provides the ability to invite guests

• Ability to boost an event using any 
budget



Webinar Resources in the Libraries

SMPs

• Step 1: Login at 
www.smpresource.org
(click the blue SMP Login 
padlock). 

• Step 2: Search for keyword 
“covid”.

SHIPs

• Step 1: Login at 
www.shiptacenter.org
(click the orange SHIP Login 
padlock). 

• Step 2: Go to the Resource 
Library.

• Step 3: Search for keyword 
“covid”.

MIPPAs: Resources will be emailed to the MIPPA listserv.
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http://www.smpresource.org/
http://www.shiptacenter.org/


OHIC Programs COVID-19 Calls are scheduled 
through May 2021!

September 2020 – May 2021

• 3:00 p.m. – 4:00 p.m. Eastern Time

• The last Wednesday of each month, except Thursday, November 
19, and Wednesday, December 9

These calls are available to register for as a series: 
register once to sign up for all calls!
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Questions and Discussion
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This project was supported, in part by grant numbers 90SATC0002 and 90MPRC0002 from the U.S. Administration for Community Living, 
Department of Health and Human Services, Washington, D.C. 20201. 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 for Community Living policy.


