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BENEFIT ENROLLMENT CENTERS 
CAN MAKE A DRAMATIC IMPACT 

IN SERVING VETERANS AND RURAL 
AREAS 

OPPORTUNITY IS KNOCKING 



Connecting Older Veterans (Especially 

Rural) to Community Or Veteran 

Eligible Resources 



2012: Question

How do we serve Veterans?

Veteran Challenges:

Only 41% of Veterans stated they 

understood their VA Benefits “a lot” 

or “some” (VA 2010 Survey)

Staff Challenges:

• Lack basic information about 

most VA benefits

• VA resources—not very helpful

• Most positive feelings about 

resources was having a personal 

contact at  the VA (Utah ADRC 

2012 Survey)

How Do Community Based 

Organizations learn about VA 

Benefits? 

How Do Veterans get 

Connected to the VA for 

services and benefits? 



COVER to COVER 

Objectives

➢Train community agency staff members to 

become Veteran Benefits Specialist 

➢Create a New Access point for Veterans 

within their communities 

➢Build relationships between community 

agencies, State Veteran Agencies and the VA



Community Agencies 

go to 

Training!

Military Culture

VA Structure

VHA Healthcare

VA In-Home Services

Pension

VA Nursing Home

Burial Benefits

Disability Compensation

Caregiver Support

Aid & Attendance

Christopher Scott –VHA Staff



Changing Agency Protocol

Screening callers:
“Have you or a loved one served in the Military?”
“Have you ever accessed your Veteran benefits?” 
“Would like more information on VA Benefits?”
“Would you like to talk to our VA Benefits 
Specialist?”



COVER to COVER Veteran Served 4973

April 1, 2013 – September 30, 2017

38%

19%

17%

8%

18%

Age 80+

Age 70-79

Age 60-69

Age 59-

Widow of Veteran



Southern Utah

Beaver, Garfield, Iron, Kane & Washington Counties 

Five County Association of Governments 

Area Agency on Aging 

Gateway to the Majestic Beauty of  5 National Parks 



Demographics
 Five County service area covering 17,433 square miles. 

 Diverse geography comprised of rural and frontier with one 
urbanized area;  including a growing migratory community of 
seniors spending their winters in the warmer climates of Southern Utah 
(snowbirds).  

 City of St. George and surrounding communities fastest growing 
metropolitan area in the U.S. based on estimates from the Census 
Bureau as noted in a recent USA Today article.  

 As retirement community our Senior population is growing at faster 
rate than average. Currently more than 30% of the Five County regions 
population is over the age of 55.  With 25% over the age of 60!  

 There are 13 Senior centers; in addition to one year round and two 
seasonal meal sites. 

 Home to Paiute Indian Tribe of Utah with five Bands: Cedar, Indian 
Peaks, Kanosh, Koosharem and Shivwits.  



BEC and Rural Communities 

Outreach starts from within your own agency and 

your internal process 

 BEC screening incorporated as an overall part of our agencies 

I&R and Intake Process

 Every individual who calls in to our AAA is screened using a 

standardized pre-screening and referral form! 

 The goals is 100% BEC Screening of calls, including Veteran Screening  

 Pre-screen tool provided to BEC staff for full screening & assistance 

in applying for benefits for low-income Medicare beneficiaries.   

 Quick Screen tool – used by other program staff and agencies

 Maximize the skills and expertise within our agency and cross  

train all staff to pre-screen and assist with applications  for BEC.  



Find Local Champions 
Make connections with existing individuals and 

infrastructure in your rural communities   
 Partnerships with Senior Centers-

 Open-enrollments events, newsletters, health/Wellness Expos, etc.  

 Rural centers completing pre-screening/referral form for every congregate 
and MOW client.  

 Recruit and train local volunteers as BEC specialists 

 Senior volunteers and students at local Colleges/Universities

 trained 10 volunteers this past year   

 Partnership with Independent Living Center – cross train staff & 
schedule co-outreach event

 Partner with Healthcare Organizations-local hospitals/clinics 



Find Local Champions 
Make connections with existing individuals 

and infrastructure in your rural communities   
 Trained local HEAT (LIHEAP) workers on BEC and referral 

process- implementing postcard referral system.  

 Trained 43 VITA Volunteers (Volunteer Tax Assistance)

 Partnership Social Worker for Paiute Tribe- provides referrals as 
well as trained to screen and assist with applications  

 Participate in Tribal events- Health Fairs, Veteran Outreach, etc. 

 Brain Injury Alliance Partnership-

 Approved to assist with applications for their benefits.  

 55+ Communities and Low income Senior Housing  



Avoid duplication of Efforts 

Combine Rural Outreach Activities 
 Partnership with Senior Health Insurance Program (SHIP) and 

Senior Medicare Patrol (SMP) outreach and open enrollment 
events.  

 Partner with Home & Community Based Programs and case 
managers, community care managers.  
 On annual basis can reach 250-300 low income seniors or disabled 

adults 
 screening/referral forms distributed at community education and 

caregiver classes.  
 Offer BEC Outreach events at Seniors Conference, Wellness and 

Health Expo’s and other community events 

 Partnered with Senior Volunteer Programs (SCP, FGP, RSVP) 
 SCP and RSVP volunteers can refer consumers they work with. 
 40 screened and 17 connected to benefits. 



Pre-planning for Rural

outreach events 

 Pre-schedule outreach events and enrollment days 
 October – November 2018, during Open enrollment co-planned 21 outreach events-

reaching over 500 people and assisting 203 beneficiaries. 

 Due to high call volume & wait lists, pre-schedule “Enrollment 
Days”.  
 First event assisted 34 individuals in applying for benefits  

 Provide checklist to callers to include the information and documents 
they need to bring when they meet with enrollment specialist.  

 Develops quarterly plan for outreach, contacts/collaboration, activities, 
follow up… 

 Outreach materials: information sheets, flyers, bookmarks, quick screen 
forms 

 PR: Websites and Facebook pages for your Agency as well as other 
community agencies, Senior Centers.  

Find ways to minimize time but maximize reach 



BEC Serving and Cover to Cover 

Serving Veterans

 C2C opened up other connections and collaborative 

options for serving Veterans.  

 Our BEC has a specific focus and priority in 

supporting and serving Veterans 
 In-house-Veterans Service Officer (VSO) certified by VA to assist 

Veteran’s and their spouses with applying for Veteran benefits.

 Connections with other Veteran’s organizations in our community.    

 Intake and screening tool includes specific question 

related to whether the caller and/or their spouse is a 

veteran! 



ADM Micheal Mullen Chairman of the Joint Chiefs of Staff, United States Military Academy, West Point, NY, Saturday, May 21, 2011.

Veterans



Military Service 

Understanding the culture can lead to:

• Building Trust

• Recognizing  Need

• Enhancing the Veterans Experience 



Selective Service Act

 The Selective Service Act had its beginning in May 1917, 

six weeks after the USA formally entered WWI.

 In 1940, all males ages 21-36 were required to register 

with the resurrected Selective Service System.  

 Selective Service Act reactivated in July of 1980

 The Selective Service Act remain in effect to this day. 

 Mandatory service –WWII  …. 16 million men served in 

the military.   Korean Conflict …. Approximately 5.7 

million.  Vietnam War …. 9 million     



Unique Story

Independent

Self Sufficiency

Army of One

Happiness through 
discipline and 

physical exertion

Direct communication

Although Veterans will 
differ in extent to which 

they identify with 
military culture after 

discharge, RARELY do 
they CONSIDER THEIR 
SERVICE to be a MINOR 
EVENT in THEIR LIVES.  



VA Health Care

Assisting 

BEC 

agencies in 

supporting 

veterans to 

reach their 

priorities.    



What About No 
Secondary Insurance?

“I figured I didn’t 

spend enough time 

in the service to 

deserve any 

medical assistance 

but when I 

received a cancer 

diagnosis ……” 



VHA Does Assist

 Explore options

 Understand VHA

 Provide Assistance

 Available for questions



It Is Never Too Late 

“I had some exciting 
moments.”  

“Three times I should have 
been dead but I survived.  
I think it was because of 
Colonel Dalley.”  

“tired of eating goat 
meat!”  

“13 months of no rest.  We 
were always in a combat 
zone.”  



VHA Offers Veterans 

Medications

In Home 
Services

Incontinence 
Supplies

Hearing Aids 



Can I Please Get a  Penalty 
With My Medicare Part B? 

“My understanding was 

Part B Medicare was 

for prescription drugs, 

since I didn’t want to 

take prescription drugs 

I didn’t sign up.  At the 

time, I didn’t realize . . . 

.   





Veterans from Prior 
Generations 

We can say “thank you for 

YOUR SERVICE” by enrolling 

them in VHA.  

live in our 

communities, and 

they call our 

agencies.   



For more information:

Jennifer Morgan, COVER to COVER Program Manager 

jen.morgan@usu.edu

Janeil Esplin, Five County, Veteran Benefits Specialist 

jesplin@fivecounty.utah.gov

Carrie Schonlaw, Five County, Executive Director

cschonlaw@fivecounty.utah.gov

mailto:jen.morgan@usu.edu
mailto:jesplin@fivecounty.utah.gov
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Tweet using #AgeAction2019 or #WeAgeWell

Rate the session and speakers on the mobile app

Vote in the conference poll 
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