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UnitedHealthcare of New England Community Plan 
Summary of 2012 Quality Improvement Program Activities

A summary of accomplishments for 2012 and opportunities for improvement identified for 2013 are listed below. To learn more about UnitedHealthcare of New England Community Plan’s Quality Improvement Program and the health plan’s progress on meeting its Quality Improvement goals or to request a paper copy of this document, please call Member Services at 1-800-587-5187 (TTY 711).
Introduction

Each year, UnitedHealthcare of New England Community Plan evaluates the effectiveness of its Quality Improvement Program for enrolled Medicaid RIte Care, Rhody Health Partners (RHP) and Children with Special Healthcare Needs (CSN) members.  The health plan evaluates overall quality improvement activities and processes to improve the health of plan members. The health plan also evaluates the service provided to members and providers. The evaluation includes:

· A summary of completed and ongoing quality improvement activities and studies that address the quality and safety of clinical care and the availability of needed services.
· A review HEDIS® performances for dates of service in the previous calendar year, including trending of measures to assess opportunities for improvement in clinical outcomes.
· A review CAHPS® performances to assess members’ satisfaction with the quality of service provided by network providers and health plan staff.

· An analysis of the results of all initiatives including potential and actual barriers to achieving goals.

· Evaluation of the overall effectiveness of the program including progress on developing safe clinical practices.

Accomplishments

Some of the key accomplishments in 2012 include the following:
· The health plan reorganized to align with needs of the members, providers and future needs of our State Customer.  The alignment included the addition of resources related to network management, member advocacy and quality.
· Recognized as the #18 Medicaid health plan in America, according to the National Committee for Quality Assurance 2012-2013 Health Insurance Plan Rankings - Medicaid developed by NCQA.  Even though this is a decrease from #16 in 2011, the health plan remains in the top 20 of Medicaid health plans in America.  
· The plan showed performance improvement in the following measures during HEDIS 2012: Timeliness of Prenatal Care, Postpartum Care, Cholesterol Management After Acute Cardiac Event, 180 Day Course of Treatment with Beta-Blocker, Follow – up After Hospitalization for Mental Illness (30 day), Adult BMI Assessment and Cervical Cancer Screening. 
· Provider satisfaction results in 2012 for overall rating of the health plan as ‘Very Satisfied’ showed a slight increase compared to the 2011 results.  This is the third year in a row where provider satisfaction improved.  The key strengths that have been identified include the following: timeliness of exchange of information/communication between specialist / consulting physicians, adequacy of care coordination with home health agencies, ease of the credentialing process, availability of specialists in the referral network and the provider website.
· Member satisfaction results for the 2012 Adult CAHPS survey revealed improvements in members’ satisfaction with Customer Service.  Customer Service was one of the main opportunities identified in 2011.  In addition, measures related to access to care were consistent with the 2011 results.

· The health plan conducted the CAHPS Child Medicaid without Chronic Conditions Member survey as well.  This was the second time this survey was conducted so trending was conducted for the first time.  Overall, the health plan identified Customer Service, Getting Needed Care and the Prior Authorization process as improvement opportunities.

· The health plan increased its community presence and outreach through participation at community agency events, volunteer programs, health fairs, and school events throughout Rhode Island. 

· In 2011, the plan began a Member Advisory Committee to gather feedback from members regarding plan services, member materials and ideas on who we can improve.  The committee continued to meet throughout calendar year 2012 at convenient community locations.  Information regarding the Member Advisory Committees was added to member newsletters, member orientations, member handbook and the Welcome Call script to encourage member participation. 

· Prescription Solutions responsible for pharmacy activities conducted a Provider Satisfaction survey related to the pharmacy program in April 2012. The top 50 prescribers in each Community & State market received the survey.  Even though the response rate was low, requesting feedback on an annual basis will be requested from the health plan.
· The health plan participated in a national pilot, JOIN for Me, an adolescent weight management program.  The program targets children ages 6 -17 years of age.  Classes were offered in Summer of and Fall of 2012.  Classes will also be offered in CY 2013.
· The health plan hired two (2) Clinical Practice Consultants whose primary role is to collaborate with offices educate offices on expected levels of clinical performance, to assist offices with the identification of members due for services, and to gather HEDIS medical record information,
· The health plan leveraged national and regional resources and implemented member incentive programs during Q4 2012 related to: Well Child Visits for Children Ages 3-6, Lead Screening for Children Ages 0-2, Postpartum Visit for New Moms, Breast Cancer Screening / Mammography services and Diabetes Screenings / Eye Exams.  
What’s Next in 2013?

Specific information about the objectives, goals, metrics and reporting mechanisms proposed for 2013 are outlined in the 2013 Quality Improvement Program Description and the 2013 Quality Improvement Work Plan. In general, UnitedHealthcare of New England Community Plan’s Quality Improvement Program strives to achieve the Quality Compass HEDIS 90th percentile on all measures as applicable.
Some of UnitedHealthcare of New England Community Plan’s planned activities for 2013 include:
· Strengthening the collaboration between the physician community and health plan with the Clinical Practice Consultant position.

· Ongoing monitoring and process improvements to improve provider satisfaction with the medical and pharmacy authorization processes.

· Ongoing monitoring, process improvements and member outreach to improve member satisfaction with UnitedHealthcare of New England Community Plan’s Member Services department and medical and pharmacy prior authorization processes.

· Conduct Member Advisory Committee meetings on a quarterly basis to obtain feedback from our members and identify opportunities to improve.

· Identify new opportunities and implement new programs that will assist in helping our members maintain healthy lifestyles.

· Ongoing data improvements and enhancements to assist providers in determining services received by and due for of their members. 
· Improve the UHCNE / Medicaid provider and member websites, including additional searchable provider directory features.

HEDIS® is a registered trademark of the National Committee for Quality Assurance (NCQA) CAHPS© is a registered trademark of the Agency for Healthcare Research and Quality (AHRQ)
