
The Centers for Medicare & Medicaid Services (CMS) have specific guidelines for recording 
Medicare sales calls. Here are the main points to remember:

Call Recording

� Calls to Record:  

� Record the Entire Call:  

� No Recording for In-Person Meetings:  

� Keep Recordings for 10 Years:

� Exceptions for Non-Enrollment Calls:  

The recording requirement applies to all sales and enrollment calls where specific plan benefits are discussed, 
with the intent to enroll a customer in a Medicare plan. This includes both incoming and outgoing calls, as well as 
virtual meetings conducted via platforms like Zoom or FaceTime�

The entire call must be recorded, from start to finish. This includes asking for permission to record and providing 
the required disclaimer (where applicable). Do not stop recording during the call�

Face-to-face meetings for marketing or sales purposes are not required to be recorded�

  
Your recording system should be HIPAA-compliant and capable of storing recordings for at least 10 years�

Calls that are not related to enrollment, such as inquiries about ID cards or general information, do not need to 
be recorded.


