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Objectives 
Upon completion of this training, you will be able to: 
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✓ Recognize what is Financial Exploitation, the particularities
and characteristics of these cases and the laws and
regulations that apply to these cases.

✓ Identify suspicious behaviors or indicators of Financial
Exploitation in the elderly or adults with disabilities.

✓ Know the differences between Financial Exploitation and
abuse or neglect.

✓ Know the Compliance expectations and how you can help
to Prevent, Detect and Correct these cases.



Financial Exploitation

Definitions

Disabled adult

• Means any adult who has a physical, mental or sensory impairment that substantially limits one or
more essential life activities or is considered to have a physical, mental or sensory impairment.

• Said physical, mental or sensory impairment limits the ability or knowledge to make responsible
decisions regarding oneself, the management of their assets and property.

• .Elderly person

• Means any person who is sixty (60) years of age or older, with full legal capacity and capacity to
carry out the essential functions of life such as mobility, communication and self-care.

Protocol

• Set of rules or procedures that a person will use to prevent, detect and handle possible cases of 
financial exploitation of the elderly or adults with disabilities.
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Financial Exploitation
Definitions, (cont.)

Guardianship

• It means the custody of the person and their property, or only the property, of which, not being
under parental authority, they are unable to govern themselves. Guardianship is governed by the
provisions of the Civil Code of Puerto Rico.

Representative of the Elderly Person or Disabled Adult

• Means that family member, guardian, manager or private person to whom, by sentence,
administrative determination, legal document or authorization signed by the elderly person or
adult with a disability, has been granted the necessary power to procure or take steps related
to the insurance business.
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Financial Exploitation
What is it? 

It is a form of abuse that involves the inappropriate use of funds, property, or resources of an adult or disabled person by another person,
which includes:

• Fraud
• False pretenses
• Embezzlement
• Document forgery
• Conspiracy
• Psychological manipulation
• Coercion (Influencing through punishments on a person's decision-making)
• Transfer of property or appropriation of assets

Older people are vulnerable because:

• They depend on their family members for their safety.

• They need company and protection.

• It is difficult for them to report that a relative is stealing from them.

The most common forms of financial exploitation that have been reported to the Office of the Ombudsman for the Elderly are:

• Use of the victim's ATM card.

• Receipt and change of pension checks.

• Obligation of the victim to sell his property



Financial Exploitation

Which laws apply in these cases?

• Allows the best welfare and comprehensive protection of this population, protecting it from those acts
contrary to their physical or mental health, and that of their property, carried out by any type of person,
regardless of their age, whether natural, legal, private or private entity. the state itself.

• It strengthens the responsibilities of offering this population a better quality of life and coexistence
without abuse, mistreatment or neglect.

Law 121 of August 1, 2019: 

Bill of Rights and the Government's Public Policy in Favor of Older Adults.

• Created to protect the financial security of older adults and disabled adults from the devastating effect 
of this particular form of abuse

• It establishes the specific indicators of financial exploitation to be applied in the protocols of financial 
institutions, savings and credit cooperatives, and insurance companies for the detection of cases.

Law 76 of July 31, 2020: 

"Special Law to Prevent Financial Exploitation against Older Adults and Adults with 
Disabilities."
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Financial Exploitation
Regulatory Requirements

The Office of the Commissioner of Insurance of Puerto Rico (OCS) requires that all insurers and
providers dedicated to providing health services have a standard protocol for the Prevention, Detection
and Reporting of potential and / or actual cases of financial exploitation. The protocol must comply with
the regulations detailed below:

Law Number 206 of August 9, 2008

Rule Number 93 of the Puerto Rico Insurance Code

MCS P&P: CA-COMP-061



Financial Exploitation Data



Financial Exploitation
What are the most common complaints?
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Source:  Office of the Ombudsman for the Elderly (OPPEA for its Spanish acronymous)

OPPEA reveals that between 2017 and 2018, financial exploitation was one of
the most common forms of elder abuse. Maltreatment due to financial
exploitation represented 30% of the total number of complaints filed, ranking
second in numbers only behind maltreatment due to neglect, which
represented 35% of the total number of complaints filed.“

The most common categories of financial exploitation reported are the
following:

• mishandling of senior citizens' money,
• unauthorized credit and debit card transactions,
• unauthorized withdrawals from deposit accounts,
• unauthorized signing of documents, and
• unauthorized internet fund transfers..



Financial Exploitation
What situations have arisen with the Covid-19 Pandemic?
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Source: Noticel.com, October 12, 2020

Since the beginning of the emergency due to the Covid-

19 pandemic, in March 2020, until October 5, 2020, the

Department of Family received 6,026 complaints related

to elderly abuse.

The most frequent complaints are cases of:

• Lonely older adults who could not care for

themselves;

• Older adult victims of financial exploitation and

neglect;

• Older adults abandoned in hospitals.
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Financial Exploitation
How to recognize the victim's behavior

Looks abandoned or 
neglected

Is groggy, nervous, or scared
Indicates that you are unaware 

of the management of your 
finances

You do not recall applying for 
an insurance business and are 
concerned or confused about 

it

Offers conflicting or 
questionable explanations 

about the insurance business

He expresses fear of being 
evicted or confined in an 

institution if he does not name 
his guardian, representative or 

any person in charge of his 
care as the beneficiary

The elderly or disabled person 
openly explains that they are 

being a victim of financial 
exploitation
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Financial Exploitation
How to recognize the behavior of the aggressor

Insistently requests benefit 
orientation, without the 

authorization of the elderly 
person or disabled adult and 

does not allow dialogue with the 
insured

Suspicious signatures on MCS 
documents

Uses the pension or insurance 
money of the elderly or disabled 
person for his own benefit and 

refuses to use it for the 
insured's medical services 
(example: co-payments)

There is more than one person 
or family member claiming to 
have guardianship over the 

elderly person or adult with a 
disability

Without consent of the elderly 
or disabled person, request a 
change of the residential or 
postal address to the one 
previously informed by the 
elderly or disabled person



Differences between Financial Exploitation, 

Abuse and Negligence 
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Financial Exploitation
Abuse vs. Negligence

Physical abuse:

It is the one that causes some damage or pain, for 
example: bruises caused by a blow, fractures caused 
by a push or frequent falls. It also includes when the 
Elderly Person or Person with Disabilities is 
required to perform some physical work that their 
physical condition or capacity does not allow them 
to do.

Emotional Abuse: 

When speaking to an Elderly Person or Person with
Disabilities in an inappropriate way, either with
verbal insults, threats and / or verbal humiliation in
front of others.

Sexual abuse:

When the person is forced into sexual acts against 
their will.

Negligence:

Not giving food and medicine in the proper amount
and time, according to their physical condition or
when they are not given due medical care, hygiene
or recreation.



Examples of Financial Exploitation 



Financial Exploitation
What are some examples of financial exploitation?
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Situation1

Ex-wife of the enrollee contacts the MCS Customer

Service Call Center, stating that his daughter is physically

and mentally abusing him and steals his money. According

to the information provided by the ex-wife, the daughter

stole the money included in the MCS Te Paga cards

(special supplementary benefit), the ATM, the nutritional

assistance plan (PAN) card and valuables from the

residence.



Financial Exploitation
What are some examples of financial exploitation?
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Situation 2

A referral is received from the MCS Customer Service Call

Center indicating that they received a call from the

enrollee’s neighbor requesting a social worker since the

insured lives with his son who forced him to take care of his

grandchildren and charged him the amount of $ 300.00 for

rent. In the call, the neighbor indicates that the insured

person lacks basic care.



Where and how can you report cases of 

Financial Exploitation?



Financial Exploitation
Where and how can I report a possible case?

• Name of the possible victim

• Telephone contact

• Residential address

• Description of the situation

• Related information

• Potential Suspect Information

It is important that all referrals 
contain the following information
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Effective Lines of Communication

Compliance Department                                                       
mcscompliance@medicalcardsystem.com

Confidential Reporting Lines ACTright
1-877-627-0004

Web Page                                                 
www.mcs.com.pr

Every employee, consultant, or delegated entity that

has a contractual or working relationship with MCS

has the responsibility to immediately report any

situation of possible Financial Exploitation to the MCS

Compliance Department.

mailto:mcscompliance@medicalcardsystem.com
http://www.mcs.com.pr/


Financial Exploitation
Which agencies in Puerto Rico work with these cases?

The Special Investigations Unit (SIU) of the MCS Compliance Department is responsible for working and

referring possible cases of financial exploitation to the following agencies:

• Department of the Family / Local Offices: Administration of Families and Children, Adult Program

• Office of the Insurance Commissioner

• Puerto Rico Police (if applicable)

• Ombudsman for People with Disabilities or the Elderly

• Social Security Administration (if applicable)

• Medicaid Fraud Control Unit (MFCU)
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Financial Exploitation
Where can I report cases of Abuse or Neglect?
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Any employee who identifies possible abuse and/or neglect should

immediately alert the appropriate agencies, including:

Family Department                                              
1-800-981-8333

Emergency Line                                                              
911

Office of the Ombudsman for the Elderly 
787-721-6121



Compliance Expectations



Compliance Expectations 
What do we expect from you?

The Compliance Department expects all employees, delegated entities, suppliers and consultants to comply

with the processes established by MCS to Prevent, Detect and Correct any case of Financial Exploitation once

they become aware of it.

Remember:
• For cases of Neglect and/or Abuse

Once you become aware of it, you must immediately alert the corresponding Government Agencies
following the processes established by MCS.

• For cases of Financial Exploitation

Once you become aware you must report to the MCS Compliance Department and/or through the
Effective Lines of Communication.

23



Important Contacts
Compliance Department 

Compliance Department

• Email: mcscompliance@medicalcardsystem.com

• Location: 17th Floor, MCS Plaza Building

VP & Medicare Compliance Officer

• Isis C. Pastrana López, CHC

• Phone: 787-758-2500 ext. 2040

Confidential Reporting Lines ACTright:

• 1.877.MCS.0004 (1.877.627.0004)

• www.mcs.com.pr

Special Investigations Unit AVP

• Elizabeth Roussel, CAMS, CFE

• 787.758.2500 Ext. 2071

• Email: Elizabeth.Roussel@medicalcardsystem.com 
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mailto:mcscompliance@medicalcardsystem.com
http://www.mcs.com.pr/
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• 2021 Code of Conduct 

• 2021 Compliance Program

MCS Policies and Procedures:
• MCS-CC-021 - 2021 MCS Code of Conduct

• MCS-CP-021 - 2021 MCS Compliance Program

• CA-COMP-061 – “Protocol for Prevention and Detection of Financial Exploitation of the Elderly or Disabled Adults

Cases”

• MCS-POLICY-004 – “Effective Lines of Communication”

• MCS-POLICY-025 – “Prevention and Detection of Financial Exploitation of the Elderly or Disabled Adults Cases”



For questions regarding this Compliance Training or to report any real or 

suspected noncompliance situation of Financial Exploitation you may write to us 

at: mcscompliance@medicalcardsystem.com

Contact us:  Elizabeth Roussel

VPA Special Investigations Unit

787-758-2500 x. 2071

Also, you may use our Confidential Reporting Line

ACTRight available 24/7 at 1.877.627.0004 

mailto:mcscompliance@medicalcardsystem.com
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The Best Healthcare Plan in 

Puerto Rico


