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MMAP 
Counselors

are unbiased, 
dedicated, 
and trained 
to navigate 

the Medicare 
maze. They 

help Michigan 
Medicare 

beneficiaries 
to understand 

their health care 
options.

They are stars, 
fantastic, great, 

amazing, 
excellent, 
fabulous, 

exceptional, 
terrific, 

outstanding, 
extraordinary, 
phenomenal, 

appreciated, and 
wonderful; and 
they deserve a 

Wow! Bravo, and 
“kudos”!!
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MMAP is a free service which is funded by grants from the U.S. 
Department of Health & Human Services – the Administration for 
Community Living, the Michigan Department of Health and Human 
Services, the Michigan Aging and Adult Services Agency, and 
the Michigan Health Endowment Fund. MMAP does not receive 
funding from, nor is it affiliated with, any insurance companies.

Welcome from Jo Murphy, 
MMAP Executive Director

Fraud Awareness Award: Barb Barnes on left, and 
Jennifer Therrien accepting for George Wojdacki

Site Coordinator of the Year Award
Butch Houser, with her Regional 
Coordinator Jim Verville



December 14, 2016

Dear Friends of MMAP,

The Recognition and Training 
Event’s theme this year was: Your 
Time is Appreciated. Each year 
we seek a theme that recognizes 
the importance of MMAP team 
members, that expresses our 
appreciation for the work they 
do and the key role they play 
in serving Michigan’s Medicare 
beneficiaries. 

You bring the knowledge 
gained in your many trainings, 
experience from your counseling, 
and great dedication and 
perseverance to bear when 
you assist our Medicare clients; 

and you wield all of these tools 
and more on behalf of those 
beneficiaries!

We say “Thank You” as often 
as we can, and each year we 
invite team members to join in 
our Recognition Celebration. 
None of that ever feels like it is 
enough to properly recognize 
everyone’s accomplishments.

It is my hope that the 
gratitude team members receive 
from MMAP clients makes their 
job worthwhile. I know when 
you do counseling and see relief 
or joy on someone’s face, or they 
tell you they could not have done 
it without your help, it makes that 
day very special.

Last fiscal year:

• The MMAP Team had 
a total of 108,650 client 
contacts. 

• Each contact resulted in 
more than three topics 
discussed per person.

• Time spent on behalf of 

Jo Murphy
Executive Director
MMAP, Inc.

A Message from the 
Executive Director

800-803-7174
www.mmapinc.org

MMAP Mission
To educate, counsel, and empower Michigan’s older adults and individuals 

with disabilities, and those who serve them, so that they can 
make informed health benefit decisions.

MMAP Vision
Through expanded collaboration and funding,  
MMAP, a trusted resource,

•	 Serves a broader audience of Michigan residents
•	Uses a greater number of highly skilled volunteers, and
•	 Provides innovative service delivery and outreach

MMAP Guiding Principles
MMAP is dedicated to:
1.  Empowering beneficiaries to make informed health benefit decisions by 

providing unbiased information that allows them to make choices that meet 
their needs and preferences  

2.  Providing excellent customer service that is confidential, respectful, and timely  
3.  Providing information that is accurate and objective  
4.  Providing help and  assistance with health benefit issues for individuals who 

cannot help themselves
5.  Having a network of diverse team members who recognize and respect the 

culture of the communities they serve  
6.  Identifying individuals who could benefit from MMAP services and expanding 

services to include hard to reach populations
7.  Acting with integrity and maintaining trustworthiness
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MMAP clients was over 
85,000 hours. 

• Team members saved our 
clients over $90 million 
last year. 

• The money saved was 
then spent in local 
communities across 
Michigan.

Please take a moment and 
know that you contributed to our 
success.

Friends, know that your time 
is appreciated. Know that the 
MMAP Board and staff could not 
run this program without you. 
Know that our clients appreciate 
your commitment, and know 
that your service makes Michigan 
communities a better place to 
live.

The time you give to MMAP 
is priceless, and so are you.

Sincerely,

Jo Murphy
Executive Director MMAP, Inc.
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A MMAP Counselor 
can help you:

•	Understand new 
health care options

•	Understand 
Medicare and 
Medicaid

•	Compare or enroll 
in Medicare 
Prescription Drug 
Coverage

•	Review your 
Medicare 
supplemental needs

•	Understand 
Medicare health 
plans

•	Apply for Medicaid 
or a Medicare 
Savings Program

•	Identify and report 
Medicare and 
Medicaid fraud and 
scams

10 REASonS TEAMwoRk MATTERS!

10. Teamwork makes the impossible possible.

9. Shared enthusiasm energizes everyone.

8. when a collection of minds and hearts 
works together, great things happen.

7. It’s good to know a helping hand is always 
in reach.

6. none of us is as smart as all of us.

5. There is strength in numbers.

4. Teamwork divides the task and doubles the 
success.

3. Individually we are special; together we 
are spectacular.

2. A dynamic team is unstoppable.

1. Together Everyone Achieves More!
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The Michigan Medicare/
Medicaid Assistance Program 
(MMAP) serves as the State 
Health Insurance Assistance 
Program (SHIP). MMAP also 
serves as Michigan’s Senior 
Medicare Patrol (SMP). Nationally 
there are 54 SHIPs and 54 SMPs. 

MMAP provides a free, 
unbiased health benefits and 
insurance counseling service for 
Medicare/Medicaid beneficiaries, 
their family members and 
caregivers. MMAP is funded by 
state and federal agencies and 
is not affiliated with the insurance 
industry, ensuring that MMAP 
counselors remain unbiased. 
MMAP Team Members also 
educate Michigan’s 1.9 million 
beneficiaries about Medicare 
fraud prevention.

MMAP’s mission is to educate, 
counsel and empower Michigan’s 
older adults and individuals with 
disabilities, and those who serve 
them, so that they can make 
informed health benefit decisions.

In 1984 Michigan implemented 
AARP’s model insurance 
counseling program for older 
adults. MMAP operated under the 
auspices of the Michigan Office of 
Services to the Aging (OSA) and 
was administered by the Area 
Agencies on Aging Association 
of Michigan. The first training 
session took place in January of 

1985, in Detroit, for twenty-eight 
volunteers.

Between January 1985 and 
August 1986, fourteen training 
sessions were conducted and 
approximately 300 MMAP 
volunteers participated in the 
three-day training program. 
By the early 1990’s MMAP 
covered approximately twenty-six 
counties, through partnerships 
with nine local Area Agencies on 
Aging. By the spring of 1993 there 
were twenty-five active MMAP 
sites in Michigan, and by the fall 
of 1994, there were approximately 
500 MMAP volunteers, serving 
over 12,000 individuals annually. 

In December of 1995 a new 
800 number was established for 
Medicare beneficiaries to reach 
MMAP. It used a new technology 
to route callers directly to 
local, trained counselors who 
provided information and one-
on-one counseling assistance on 
Medicare, Medicaid and related 
insurance matters. 

In 1995 MMAP assisted more 
than 26,000 beneficiaries, and 
saved nearly $2 million in out-
of-pocket expenses for those 
individuals.

In 2015 the MMAP team 
assisted more than 108,000 
beneficiaries, and saved them 
over $90,000,000.

Brief MMAP History

MMAP Service Providers
Many thanks to our partners for their support!

1A   Detroit Area Agency on Aging
1B    Area Agency on  Aging 1-B
1C    The Senior Alliance
2    Region 2 Area Agency on Aging
3A    Area Agency on Aging III A
3B    Region 3-B Area Agency on Aging
3C    Branch St. Joseph Area Agency on Aging
4    Region IV Area Agency on Aging
5    Valley Area Agency on Aging
6    Tri-County Office on Aging
7    Region VII Area Agency on Aging
8    Area Agency on Aging of Western Michigan
9    Region 9 Area Agency on Aging
10    Area Agency on Aging of Northwest Michigan
11    UPCAP Services, Inc.
14    Senior Resources

Area Agencies on Aging Regions 

MMAP contracts with Michigan’s 
16 Area Agencies on Aging 
to provide health insurance 
counseling services statewide. 

MMAP’s toll-free hotline  
(1-800-803-7174) 
routes callers to the nearest 
MMAP site.
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There are 16 MMAP Regions in Michigan, 
and more than 40 MMAP sites

MMAP, Inc. Board of Directors

UPCAP Services Inc. (President)

Buhl, Little, Lynwood & Harris PLC 
(Vice-President)

Michigan Department of Health and 
Human Services (Secretary)

Area Agency on Aging of Northwest 
Michigan (Treasurer)*

Area Agency on Aging of Western 
Michigan

Department of Insurance and Financial 
Services

Social Security Administration

MPRO

Area Agency on Aging 1-B

Region 9 Area Agency on Aging

Disability Network/Michigan

Detroit Area Agency on Aging

Area Agencies on Aging Association of 
Michigan (Ex Officio)

Michigan Aging and Adult Services 
Agency (Ex Officio)

*Tom Czerwinski was Treasurer for the first half 
of the year, but has retired

Jonathan Mead

Rosemary H. Buhl

Julie Denny

Bob Schlueter

Jackie O’Connor

SueEllen Tyszkiewicz

Robyn Ford

Melody Petrul

Tina Abbate Marzolf

Laurie Sauer

Sara Grivetti

Charisse Ross

Mary Ablan

Tari Muniz
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2015-2016 Accomplishments
October 1, 2015 to September 30, 2016

MMAP Training:
If there’s one thing that MMAP team members 

always want more of, it’s training.  The thirst for 
knowledge and love of learning is one of the qualities 
we look for in a good team member. 

To ensure that team members can provide 
accurate and comprehensive information to the people 
they help, MMAP continues to focus on ongoing 
training.  Team members now have easy access to 
Medicare learning modules, Update Trainings and 
webinars held throughout the year, and mentoring by 
coordinators and other experienced team members is 
becoming a standard practice.

2015-2016 Grant Year

MMAP counselors reported: 

Part D & Advantage enrollments savings of 
$45,185,800

LIS Application Assistance of $16,736,000, and

MSP Application Assistance of $8,969,800

With unreported dollars saved for other MMAP 
services, our counselors saved Michigan 
Medicare beneficiaries over $90,000,000 in the 
last grant year.
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MMAP, Inc. Budget Information
for the Fiscal Year October 1, 2015  

through September 30, 2016
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SMP HCFAC
June-Sept

SMP OAA

SMP HCFAC
Oct-May

MHL SHIP

MHL Imp

MIPPA SHIP

MIPPA AAA

SHIP P&I

SHIP

Percent of budget

Grants
54.11% 8.62% 8.88% 4.21% 4.62% 2.64%2.42% 7.35%7.16%

MMAP’s total funding is $2,807,402

The chart below shows the percent of MMAP’s 
operational funds that each grant supplies:
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2016 Medicare Part D Open 
Enrollment Period:

For the three month period from October 15 
through December 7, 2015, MMAP Team 
Members helped 38,281 beneficiaries to 
review their Medicare Part D plan options and 
achieve potential savings of $25,854,400.00 on 
their prescription drug costs.

2015-2016 Accomplishments
October 1, 2015 to September 30, 2016

Social Media:
MMAP, Inc. and the Area Agencies on 

Aging are using social media to connect with 
beneficiaries and family members as they start to 
make more use of the internet to get information 
about health care options and available services 
for themselves or a loved one.  

Over the past year MMAP worked with 
Michigan Creative to improve our presence on 
social media.  A plan was developed to direct 
more people to the MMAP website and the AAAs.  
Results from the initial campaign were: 497,167 
impressions/looks at pop-ups and ads for MMAP, 
37,479 clicks on the MMAP website as a result of 
impressions, and 8,701 viewing of videos about 
MMAP and the services we offer.
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MMAP, Inc. Budget Information
for the Fiscal Year October 1, 2015  

through September 30, 2016

Total expenditures were $2,807,402

The chart below shows the percent of MMAP’s operational 
funds expended for various categories:
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2015-2016 Accomplishments
October 1, 2015 to September 30, 2016

MMAP Team of the Year: Region 9 Area Agency 
on Aging & Area Agency on Aging of Northwest 
Michigan - submitted by Susan Bowen, Reg 9

Definition of Teamwork – Merriam Webster
1.   Work done by several associates with each doing a part 
but all subordinating personal prominence to the efficiency of 
the whole.

 There is not a more trying time for MMAP counselors than 
open enrollment. During this time, more than any other point 
in the year, team members rely on each other to not only 
lend a hand when needed, but also lend an ear. That’s what 
teamwork is about – working toward the efficiency of the 
whole.

Two teams in the state however, took ‘teamwork’ to a whole 
new level by trying to see which region could save their 
beneficiaries the most money while still placing them in plans 
that would the best for them. What started as a competition 
between the two regions quickly turned into a massive 
team effort to provide the best service to the Medicare 
beneficiaries in the northern 22 counties of the Lower 
Peninsula. Region 9 Regional Coordinator Susan Bowen (to 
make this past open enrollment a little more fun for her team) 
came up with a plan to challenge Jim Verville’s Region 10 to 
see who could keep the most monies in their beneficiaries’ 
pockets. While she was met with resistance at first, Jim was 
persuaded by Susan and, as they say, it was on.

Although the challenge created a little more work for the 
counselors – keeping track of all the figures, doing the 
math, reporting those figures by due dates – there were 
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2016 Recognition
July 21, 2016

The 2016 Recognition and Training 
was held at the Kellogg Hotel and 
Conference Center in East Lansing, 
MI. There were many awards, and 
informative speakers. A good time 
was had by all!
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Team of the Year - Board Member Julie 
Denny presents to Regions 9 and 10 RCs 
- Jim Verville & Susan Bowen

Navigator Award - 
Jo presents to Hilary Kerr

Spirit Award - Jo & 
Pat present to Jim 
Verville

Regional Coordinator of the 
Year Award. Jo presents to 
Susan Bowen

Friend of MMAP Award - 
Jo presents to Kari Sederburg



no complaints. Somewhere in all this, the counselors not 
only did it, they did it with great pride in what they were 
accomplishing. They did it with great enjoyment. And, all 
were able to see that they accomplish their work, not only by 
working together within the framework of their own region, 
but also by reaching out, they could accomplish even more 
for their beneficiaries and they made some wonderful allies. 

Although this began as a competition, counselors 
from ‘opposing sides’ were brought together, working to 
accomplish the same goal – provide excellent customer 
service and find money-saving opportunities for beneficiaries. 
One might think that, in a rush to be the top team, quality in 
attending to their needs would be lost. Quite the opposite 
seemed to happen. In searching for ways to save money 
and still provide beneficiaries information on quality plans, 
counselors, in some cases were giving even better customer 
service. As the saying goes, no stone was left unturned. 

After only a couple weeks, it became customary to see 
team members of both regions to send congratulatory 
and encouraging emails out to the entire group after 
weekly updates were sent out to everyone by the regional 
coordinators.

It is not unusual now for these counselors to cross regional 
borders via email or phone to ask questions or share 
information. The two regions have really embodied the term 
‘teamwork’ and in the process, they helped their regions 
save a combined amount of $2,741,026.00 during 2015 open 
enrollment. From friendly banter, good natured ribbing and 
good old fashion teamwork, Regions 9 and 10 should have 
the Team of the Year award. Because even though it was a 
competition between two regions, we all were still part of a 
larger team – working to the efficiency of the whole to better 
serve our beneficiaries. That is true teamwork. 
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MMAP Activities
October 1, 2015 to September 30, 2016

MI Health Link Implementation and Options 
Counseling Grants

MI Health Link is a health care option for Michigan adults age 21 
and over who are enrolled in both Medicare and Medicaid.  There 
are four regions in the State where beneficiaries have the option to 
choose MI Health Link.  Enrollment is around 38,000. Individuals 
have the option to enroll/dis-enroll/opt-out at any time throughout the 
year.  The health plans in MI Health Link provide a care coordinator 
to work with each individual beneficiary to ensure that supports and 
services needed are provided.  

In 2016 MMAP, the Michigan Disability Rights Coalition, State 
MHL Ombudsman, and the State of Michigan formed a collaborative 
to develop and present monthly neighborhood lunch & learns in the 
MI Health Link regions.  There were a total of four lunch & learns in 
2016.  The outcome was very positive.  

MMAP staff participated in the first provider summit which was 
held at the Kellogg Center in East Lansing.  The MHL health plans 
offer a wide range of health care providers.  

MMAP counselors worked very hard in 2016 to educate their 
communities about MI Health Link through use of exhibits at fairs, 
presentations, and media distribution. This outreach resulted in over 
121,000 contacts with community members in the MI Health Link 
regions.

SHIP Improvement and Innovation Grant 
The SHIP I&I grant concluded in February 2016. The outcomes of 
this special project grant have  been:
• MMAP’s new online training modules for new team members
• An overhaul of SHIPTools, MMAP’s online team management 

tool
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2015-16 MMAP Team Member of the Year: 
Jack Bird Jr. - Submitted by Bettie Hughes, Regional 
Coordinator
Jack has taken a leadership role in working with our MMAP 
program and SMP Medicare Fraud awareness program.  Not only 
has he solicited, scheduled and presented Fraud presentation in 
senior housing, he has developed his own very effective way of 
playing Fraud Bingo. He is usually the first to volunteer for events 
or to plan and organize his own events in his church remembering 
to include our partner AAA.   When it comes to helping a senior 
Jack has a very large heart, always giving of his time making sure 
he has covered all concerns, and never holds back from asking for 
help from his fellow team members, site or regional coordinator. 
Jack has been able to assist beneficiaries who have been 
struggling to purchase food and medication by assisting these 
beneficiaries with the application process for the Medicare Savings 
Program, LIS, or Medicaid program, this has been a very positive 
life changer for Jack and the many seniors he has helped. This is 
exactly why Jack finds so much satisfaction in volunteering for our 
MMAP program. It would greatly impact our program to loose such 
a positive volunteer team member. Jack’s leadership skills and 
ability to communicate with beneficiaries his work ethic, dedication 
and determination to problem solve are some of the reasons Jack 
has been such a valued team member these past seven years. He 
is someone who consistently goes above and beyond in order to 
get things done efficiently and effectively consistently learning and 
teaching others.  He keeps a smile on the face of our beneficiaries, 
team members, staff in our organization and me. Always thinking 
of our program Jack has been a true champion for MMAP by 
recruiting additional volunteers. Jack is a wonderful team member 
we all like to call friend.

2015-2016 Accomplishments
October 1, 2015 to September 30, 2016

MMAP Activities
October 1, 2015 to September 30, 2016

SHIP Grant 2015-16 Grant Year
MMAP counselors served 125,625 Medicare beneficiaries
40% of MMAP clients have used our services in the past
37% of MMAP clients are referred from another agency or learned 
about MMAP from a friend or relative.
11,143 beneficiaries were referred by 1-800-MEDICARE

During the 2015-16 SHIP Grant year, MMAP:
• Served 28,484 younger, disabled Medicare beneficiaries
• Helped 52,322 clients compare and enroll in Medicare 

Prescription Drug plans
• Team members provided 84,595 counseling hours to help 

Medicare beneficiaries
• Served 58,452 beneficiaries
• Helped 52,361 individuals new to Medicare understand their 

health care options

SMP 2015-16 Grant Year
MMAP Team Members:
• Contributed 9,326 hours to SMP activities - Medicare fraud 

awareness and prevention education, and one-on-one counseling
• Reached 96,608 people through SMP community outreach and 

presentations
• Served 3,884 beneficiaries through one-on-one Medicare fraud 

counseling

MIPPA 2015-16 Grant Year
MMAP and its MIPPA partners:
• Helped 4,210 beneficiaries apply for Low-Income Subsidy for help 

with the cost of prescription drugs, saving them approximately 
$16,840,000

• Helped 6,453 individuals apply for a Medicare Savings Program 
for help with the cost of Medicare Part B premiums, saving them 
approximately $9,034,200
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