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Indiana SMP Volunteer Training Matrix

Training Programs 

Orientation Foundations Group Education Counselor 
Complex 

Interactions 

V
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Information distributor X* X* 

Administrative support aide X* X*

Exhibitor X* X* X•    X# 

Presenter X* X* X•    X# 

Counselor X* X* X 

Complex interactions specialist X* X* X X 

Other Roles X* X* TBD TBD TBD 

Interns X* X◊ 

* Required training for new SMP volunteers to be completed within 3 months of start date.  

• Completing a minimum of Chapter 1 of the SMP Group Education Training Manual and the appendices are recommended. 

# Completing a minimum of Chapter 1 of the SMP Counselor Training Manual and the appendices are recommended. 

◊ Left to the discretion of supervising Volunteer Coordinator  

(Insert)
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Insurance 

Your VHO may provide liability and accident insurance for volunteers who are engaged in SMP business. You should 
discuss this with your coordinator of volunteers and determine how the coverage coordinates with your other 
insurance plans. SMP volunteers who drive their own vehicles for SMP business are to carry automobile liability 
insurance policies at their own expense. In the event of an accident or damage while a volunteer is driving her or his 
own vehicle for SMP work, the volunteer’s own automobile insurance coverage comes into play. We encourage you 
to consult your own insurance agent about your SMP driving activities and to make sure that your coverage provides 
adequate protection.  
 
If you accept a volunteer role that involves driving your own vehicle, a program manager will need a copy of your 
license and automobile insurance which will be added to your personnel file. Your supervisor will verify that the 
coverage remains in effect at least annually. If your automobile insurance coverage lapses, please notify your 
supervisor immediately so that she or he can adjust work assignments as needed. 
 
As an Indiana SMP Volunteer, if you will be driving – even if it is only once - while you are doing work on behalf of 
SMP, a copy of your valid driver’s license and automobile insurance card will be required upon accepting a 
volunteer role with SMP.   
 
Please Note:  This does not include driving to and from your VHO.   
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SMP Volunteer Performance Management 

The SMP program’s success is measured in terms of outcomes related to public education about fraud, errors, and 
abuse in Medicare, and to assisting individual beneficiaries in identifying and reporting instances of suspected health 
care fraud, errors, and abuse. A key expectation in SMP volunteer program management is that program managers 
will provide the support volunteers need to successfully achieve the program’s education and assistance goals. A 
constructive and success-oriented performance management system is in place to guide supervisors as they work to 
encourage productive and satisfying volunteer involvement in the SMP program.  
 
SMP Performance Management System - The performance management system has three components: 
supervision, performance evaluation, and corrective action. Each component includes a range of techniques that 
supervisors can use to promote high performance. The guiding principle of performance management is to match 
the type and extent of supervisory intervention to the nature of a volunteer’s responsibilities and capacity. It 
provides several avenues to demonstrate support and to acknowledge excellence. Here are some key points about 
the system’s three components:  
 

Supervision - The SMP has an obligation to provide supervision and support for the program’s volunteers. 
This means that supervisors have a responsibility to manage the work that volunteers do, and to determine 
the kind of guidance and support that each volunteer needs. The supervision that you receive as an SMP 
volunteer should reflect the principle of positive, constructive and success-oriented guidance that underpins 
the SMP volunteer performance management system. You should expect to receive feedback, consultation, 
information, and meaningful assignments from your supervisor. 
 
Performance Evaluation - Volunteers in the SMP program receive periodic evaluation of their work. This is a 
more formal process than one finds in a supervisor’s day-to-day feedback and provides a more detailed 
assessment of each volunteer’s performance, on-the-job behavior, achievements, and areas for 
improvement. This process gives you and your supervisor an opportunity to exchange feedback, ideas, and 
suggestions. Your supervisor will also use the performance evaluation process to update your personnel file, 
including changes in your volunteer role, contact information, and the like. She or he will document the 
substance of the performance evaluation and any improvement plans to which you mutually agree and place 
them in your file. 
 

Corrective Action - SMP program managers may take corrective action when a volunteer’s behavior is 
serious enough to require intervention, and when its continuation or repetition is unacceptable. The SMP 
corrective action process is progressive in that it is oriented toward success rather than focused on failure, 
and that the degree of intervention matches the nature of the performance or behavior issue, becoming 
more serious as the unacceptability of the behavior increases or the volunteer’s inability to resolve the 
problem continues. 
 
Corrective action in the SMP program includes a range of interventions that aim to help volunteers make 
needed improvements when their performance and/or behavior do not meet expectations. Interventions 
may include additional training, coaching, adjustment of volunteer duties, or reassignment to a different 
role. In more serious cases, interventions may involve formal disciplinary actions such as warnings, 
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