7 Medicare Call Mistakes New Agents Make

PROFESSIONAL MEDICARE TRAINING SAMPLE

Many new Medicare agents struggle during early conversations because they have not yet developed a structured
approach to discussing Medicare. Without a clear framework, agents may unintentionally skip important steps, confuse
clients, or move into plan discussions too quickly. This guide highlights several common mistakes new agents make
and explains how structured conversations help prevent them.



Mistake 1 — Jumping Straight Into Plan

Discussions

The Problem

New agents often begin talking about Medicare
Advantage plans or supplemental coverage before

confirming the client's Medicare enrollment status. This
can create confusion if the individual has not yet
enrolled in Medicare Part A or Part B.

Professional Approach

Always confirm the individual's Medicare enrollment
timeline first. Understanding when coverage begins
helps ensure the discussion is accurate and relevant.



Mistake 2 — Skipping Enrollment Timeline
Questions

The Problem Professional Approach

Some agents forget to confirm key enroliment details. Start every Medicare conversation by confirming
Without this information, it becomes difficult to enrollment timing. This ensures the rest of the
determine which options are available. discussion is aligned with the individual's eligibility.

Birth month
Part A enrollment
Part B enrollment

Coverage effective dates

Mistake 3 — Not Understanding Current
Coverage

The Problem Professional Approach

New agents sometimes overlook current coverage Always ask about current coverage and employment
details such as employer insurance, retiree plans, or VA status before discussing plan structures.

benefits. These factors can affect how Medicare
coordinates with existing coverage.




Mistake 4 — Overwhelming the Client With Too
Much Information

The Problem Professional Approach

Medicare can be complex, and new agents sometimes Break the conversation into simple steps and explain
try to explain everything at once. This can overwhelm Medicare concepts gradually. Focus first on helping the
individuals who are just beginning to learn about individual understand the two main coverage pathways
Medicare. before discussing specific plan details.




Mistake 5 — Speaking Too Quickly or Sounding
Rushed

The Problem Professional Approach

New agents sometimes feel pressure to move quickly Slow down the conversation and focus on creating a
through the conversation. This can make the call feel calm, educational environment where questions are
rushed and may prevent the individual from fully encouraged.

understanding the information being shared.

Mistake 6 — Presenting Only One Coverage
Option

The Problem Professional Approach

Some agents focus on only one type of Medicare Present both coverage pathways clearly and neutrally so

coverage, such as Medicare Advantage or individuals can evaluate which structure best fits their
supplemental plans. This can limit the individual's situation.
understanding of how Medicare coverage is structured.




Mistake 7 — Lacking a Clear Conversation
Structure

The Problem Professional Approach
Without a clear structure, calls can feel disorganized Professional agents follow a repeatable conversation
and important details may be missed. framework that keeps every call organized and
thorough.
01 02 03
Opening the conversation Confirming enrollment status Understanding current
coverage
04 05 06
Learning about healthcare Discussing cost comfort Explaining coverage pathways
preferences
o7

Reviewing plan structures

This structure helps agents stay organized and conduct more professional Medicare discussions.



A Quick Look at All 7 Mistakes

# Mistake

1 Jumping straight into plan discussions

2 Skipping enrollment timeline questions

3 Not understanding current coverage

4 Overwhelming the client with too much
information

5 Speaking too quickly or sounding rushed

6 Presenting only one coverage option

7 Lacking a clear conversation structure

Professional Approach
Confirm Medicare enroliment timeline first

Confirm birth month, Part A/B dates, and
effective dates

Ask about employer, retiree, or VA coverage
first

Break the conversation into simple, gradual
steps

Create a calm, educational environment

Present both pathways clearly and neutrally

Follow a repeatable 7-step conversation
framework



Why Structured Conversations Matter

Agents who use a clear conversation framework are better able to:

Keep Medicare discussions organized Identify important eligibility details
2
Explain coverage structures clearly Help individuals feel comfortable asking

questions



What the Full Training Platform Includes

Inside the full training platform, agents receive structured call frameworks, discovery worksheets, conversation scripts,
and practice drills designed to help them conduct Medicare conversations confidently.

Structured Call Frameworks

Step-by-step conversation guides that keep every
Medicare call organized and on track.

Conversation Scripts

Ready-to-use language for common Medicare
scenarios and client questions.

Discovery Worksheets

Tools to help agents gather the right enroliment and
coverage details from every client.

Lo

Practice Drills

Exercises designed to build confidence and fluency in
Medicare conversations.



CMS Disclaimer

[ This material is provided for training and educational purposes only and is intended to demonstrate
conversation frameworks for insurance agents.

This guide does not provide legal advice, tax advice, or official Medicare guidance and does not recommend
any specific Medicare plan, carrier, or coverage option.

Agents must comply with all Centers for Medicare & Medicaid Services (CMS) regulations, carrier rules, state
insurance requirements, and the compliance policies of their agency when interacting with Medicare
beneficiaries.



