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Few Medical Groups

City or County Health Department
Community Clinic (FQHC)

Solo office, often ethnic
University




Level of Incentives

Health Plan

» Purchaser (State) will award
members based on highest HEDIS
scores

Individual Providers
» LI Rewarding Results
» Aggregate Performance Bonuses
» Single Case Bounties



Investment in IT at Plan Level

Data Warehouse

Developers

Analysts

Performance Reporting Products
Data Collection FTEs

Provider Relations Staff

Data Driven Culture




Investment in IT at Provider Level

None
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Yet, improvement is huge...
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P4P Does Work for Providers

Now eager to discuss quality

Interested in feedback about their
performance

Implementing new projects
Asking for help



How to Incentivise Providers

Announcing program is not
enough

Must be very customized delivery



Member Reminder

Prevent Childhood Diseases

Have your child vaccinated at 6,12, 15,and 18 months

Prevenga Las Enfermedades De La Nifiez
vacune a sunino alos6,12,15,y 18 meses
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Hay phong ngua bénh truyén
nhiém nhi déng. Cho con em cla
quy vi chich ngtia khi vira I1én 8, 12,15 va 18 than




Member incentive

PY BIRTHDAN
SAN FRKNCIS

‘ We're happy that your child is one year older!

To celebrate, here's a very special present.

N A FREE $15 Gift Certificate
to Toys"Al" Us!

H‘ E A L T I' To claim your child's gift...

& Make an appointment for your child's annual check-up.
2

Bring the attached ticket with you and have your child's
doctor or nurse practitioner sign it.

& Mail us back the signed ticket in the enclosed postage-paid
envelope within 90 days of your child's check-up.

That's i) We'll review the ticket information
and then send you back a FREE Toys"fI" Us gift certificate!

10



Provider Reminders

SAN FRANCISCO Clinical Alert: Please file in patient's chart and remove after requested action has been taken

! ASTHMA CARE REMINDER

HEALTH PLAN

Here for you
Patlent Name: PCP:
DOB: 7/21/1997 Language: SPANISH CHN Medrec: CHN
[ ﬂddress‘ SAN FRANCISCO CA 94110
Asthma th‘ During 26&3}5@ 1 asthma Pre.\cr:p!mm Filled in 2004
\Io a.,tnma d.ugs have been :igpnnsed for this mcmncf

‘ 1/13/2003 Outpatient ‘
512272003 Mission Meighb. Hith Ctr Qutpatient
7242003 Mission Neighb. Hith Gtr Outpatient
[ BRE2003  Eocvnnanins Cutpatient ‘
i 10/23/2002  Mission Meighb. Hith Cir Quipatient |
L L 12/4/2003  Mission Neighb. Hith Cir Outpatient |

Based on the encounter and/or pharmacy data for 2003 and national asthma guidelines,
this patient may be a candidate for long-term controller medications in 2004.

To any provider who sees this patient next:

1. Please review whether the patient might benefit from a long-term preventicn strategy
for asthma control.

2. If appropriate, write a prescription for inhaled steroids (e.g. Flovent, Pulmicort, Qvar, or
Azmacort) or other controller meds.

3. Fax back this page with your reply to SFHP

Reply Section - FAX To 415-547-7824 Attn: Ruby Patton

[} |started this patient on controller medication,
Date/Prescription:__

This patient should not be on a controller because:

[ have not seen this patient since:

This patient is not on my roster

Lol dol

Please call me at:

| would like help with:
Other:
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Provider Incentive

IMMUNIZATION RECORD

Comprobante de Inmunizacion

Each Completed card
= $100 for Doctor X
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Financial Incentives are No
Panacea

e i .‘
$100
= R4

Only 5% response rate

i

il |

But... We found a better way!
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How to Target Offices

Use Encounter Warehouse builds
» Monthly

Report HEDIS for current year
» end 12/31/04
» You get year to date numbers
» Can extrapolate to full year’s rate

Break down by office

Calculate the number of members who
still need to be targeted
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HEDIS Rates by Site

Fd Microsoft Excel - Oct_0D4HEDIS _bySITE.xls

J File Edit “iew Insert Formak Tools Data Window Help Acrobat

DEES GRY | $BBRC - &= & 25 i

| arial .12 - IFE
Al d =| Site
Fis B O E 5

Sita Wars Warir Warr

Adofescent ¥ Adofescent Welf Bady & Haby

1 DQuistanding Rata Outstanding Rate
2 |Morth East Medical Services =N 22 3% a3 4 B%
d | Childrens Health Ctr at SFGH Ak 27 4% 51 20.3%
4 Kaiser Permanente 2495 34 2% 22 4 3%
5 | Office of Dr. Tin Huu Moguyen 278 18.5% 2 0.0%
b |Farnily Hith Ctr at SFGH 215 31.3% 11 2B %
£ (Mission Meighh. Hith Ctr 211 8.7 % a0 11.8%
8 |UCSFIParnassus Peds 181 23.9% 21 25.0%
9 |UCSFME Zion Pediatrics b4 22 3% 18 2.7 %
10 | Sffice of Drs Li, Wong and Yong 1559 11.2% 16 5.9%
11 |UCSF Teen Clinic 153 23.1% 0 0.0%
| 12 |5t Lukes Pediatric Center 150 5.7 % 0 0.0%




Script for Visit

. Select one or two measures

. Prepare a list of potential new activities
the office could do to raise rates

. Try to get them to commit to one of these
Or @ new one

4, Offer tools, bonuses, data feedback, etc.

. Follow up to ensure progress
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Strategic Visi

SAN FRANCISCO

Provider Site Visit Form

-
e Provider Visit Date:
Visit Planning Date:
Goals for the Meeting: Lead person:

RN

Who is going to the meeting?

Items Needed to bring along:

Report View ] List of Members for ]
HEDIS Graphs ] Analysis of missed opportunities [ |
Feedback on progress ] Other: ]

Meeting Evaluation Date:

Goals for the Meeting: Goal met? Comments:
Y/N
Y/N
Y/N
Y/N
Y/N

hwN e

New Simple Solutions requested by provider:

New Projects promised by provider:

Changes made to provider profile / New issues discovered:

Meeting Process Evaluation:

+ A

1=



Get Doctors’ Attention

Need provider level data

Offering $$ helps ~
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Provider Level Data

Comm Health Network

Family Hith Ctr at SFGH

Here, for yocs

Well Adolescent Visits - Claims Data Only
100%
90%
80%
70%
60%
50%
40%
30%
20%
1{}3”@
0% - - - - - - - - - -

»T 5 5 £ 5§- K%8_8. 5 o ¥ 3 K3 &z & %
S IR HHAHBHE
E255 §%z 8252 332 3pe J25effsdzcsc gl B3< 35

583 5 6 B51° 5§55 ¢85 5 §i° & §7&

Description of the Measure: Population: N = 310 Members (Medi-Cal and Healthy Families combined)

This measure datermines the percentage of mambers who fumead 12 1o 21 years old during 20032, who where continuously enrolled with the haalth
plan for all of 2003 with & ane-manth gap in andoliment allowsd, and had at least one comprahensive adolescent well-oare vigil with a primary cara

practitionar or an obstelrician'gynecologist during 2003,

Printed 10/12/2004

Dala:
HEDIS Calandar Year 2002 SFHP Medical Management Department



Get Doct?[s’ Attention
ks

=

Needs to be in person with food
Show comparison to peer group
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Get Doctors’ Engagement

Provider Level Data
In person with food

Wait for their questions
» Were do these data come from?
» Who decides on these measures?

» What is the target?/ Where should I be
performing?
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Get 'm hungry for the
detail

“Wait for their objections

* This can't be right!

» I know I do better than this!

» How do you know these are my patients!
» Your data must be wrong!

- Objections = Curiosity = Hooked




Measure Overview Screen

- compliance by Measure - Microsoft Internet Explorer provided by San Francisco Health Plan 5] x|

File Edit V“iew Favorites Tools Help ﬁ

P Back - = - @ ot | @Search (5] Favarites @Media @ | %v =] i E
Address |@ https: | secure sfhp . orgfiview/comp_10,asp?oid=108fid=40827 1510365970 j Peo |Links =
Chu Kevin MD Pediatric Medicine iy wanily “? Report Help =

HEALTH PLAN .
Compliance by Measure

((Login ] "'/ Help ] January 2002 - December 2003

(change Password)

Select a Teport: HEDIS Screening
2003 Chaft Reviews L] # Compliant # Non-Compliant
o Measure Compliant Members Members
Childhood Immun: + W2y 1% 47 11
) el Child Wisit 3-6 vrs 71% a2 13
SO HA S Wall Child Yisit 15 Mos (5+) 33% 13 27
Adolescent Well Visits 12-21 33% g 16
HEDIS Natal
U # Compliant # Non-Compliant
Measure Compliant Members Members
PrefPostpan Care - Prenatal 0% 1 1
PrefPostpart Care - Postpartum 0% 1 1
PrenatallPostpartum Care 0% 1 1
Chu Kewin MD, ID: G5153000 in. Members: 1
Pediatric Medicine (37 Pravider Raole: PCP

=

|@ Done ’_’_|_é_|0 Internet
start| | @ 1@ S ) D HEYG ML OQEN O sz
|J w Inbox—Micr...l@[omplianc... llﬁSQL Server ... | bAFW: 2004 Ml D4IUMcKess...| @O:Iprovider | Microsoft Ex..,I @%w%%EGD&@E
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Drilldown on Names

HEDIS Screening - Members Mok Receiving Minimum Services - Microsoft Internet Explorer provided by San Francisco

File Edit View Fawvorites Tools  Help

= Back + =h - @ i} | @Search [Ge] Favarites @Media @ | %v =N -
Address I@ htkps: fisecure, sfhp.orgfiviewfqgpddl  asp?rid=108&dd=1&0gtyvpe==2frat=18rid=2342fid=40827 1510368970 LI ﬁ(

SAN FRANCISCO Printer-friendly @ Back

_L.:Lf;"‘{' Chu Kewin MD Pediatric Medicine Page
(¢ b |

HEALTH PLAN Chu Kevin WiD

——— TR Pediatric Medicine
(Logln | ¢ elp |

[Change Password) Members Mot Receiving Minimum Services
HEIDIS Screening

Select a‘report:

= 2003_Chart Reviews
cality Inde Measure: Adolescent YWell Wisits 12-21
Comp. Rates by Measure

2005_ A Claims Wnrof ol Sorviee Datoof (aseociatod Pr
Member Name Senvices Senvices Rate Detail Type Code Description Code with code} N

1. £ R 1 1] .00

2. J 1 1] o.00

b A iLERA 1 1] 0.00

4. F ERSOMN JR 1 1] o.00

5 A =7 1 1] 0.00

6. C IMAS 1 1] 0.o0

7. F 1= 1 1] 0.00

8 C k| 1 1] 0.00

a9 v JEMAS 1 1] 0.00

10. J | 1 1] 0.00

1. ™ b 1 1] 0.00

12. SMEYRA 1 1] o.00

13. H. 1 1] .00

aa c 1 n nonn
1&] Done [ [B [ mtemet

Mstart || @ M1 © 51 () =Y AL N O

|J (L) Inbox - Micr... |@HEDIS Scre... llﬁSQL Server ... | b= FW: 2004 MI D4IDMcKess...| @O:'I,Provider I Microsoft Ex...I Qém%%ﬁcﬂm@@




Drilldown to Claim level data

Member Service Detail - Microsoft Internet Explorer provided by San Francisco Health Plan ;Lr
File  Edit  Wiew Favorites  Tools  Help ‘I
daBack - = - @) ot | ‘Qhsearch [EFavorites fMedia ¢4 | By S B
Address IE https: fisecure, sfhp, orgfiview/qpdd3, asp?fid=40527 151036897 08patid=1 3326&sumtype=438dd=38xid=103pname=1 j E‘J‘)GD | Lir

| FMNCO Chu Kevin MD Pediatric Medicine - Wy @ Back
HEALTH PLAN Chu Kevin 1D

e ™ ) Pediatric Medicine
( Login ] { Help ]

[ Change Password | Member Service Detail

Select a report:

= 2003 'Chart Reviews Patient Name: J ES Sex: M
o y In Birthdate: 1..__..__.
Comp. Rates by Measure
2003 Al Clai From Thru Claim Line CPT-4 CPT-4 ICD-9 ICD-9 Senice Provider
= i Date Date Humber # Code Description Codes Description ProvID Type POS
1. 14132000 11352000 000000O000931400 1 99212 oficefoutpatient visit, est 7840 headache G51530MD WD 11
2. 42112000 472172000 0000000001006340 1 99212 officefoutpatient visit, est 780.4 diziness G51530MD D 11
462, and
giddiness
3. 472112000 472172000 0000000001254760 1 87430 strep A ag, eia 463.  acute 941156597HS D 22
tonsillitis
4. 42102000 472172000 0000000001 268730 1 87430 strep A ag, eia 463,  acute 94115659THS D 22
tonsillitis
b, 42102000 472172000 0112617804199 1 B3k COUGHANDVOR COLD 000000587 343RY  RX oo
PREFPARATIOMNS
6. 472152000 472172000 0112621546299 1 H3E AMALGESICANTIPYRETICE MON- Q00000587 343RX  RX oo
SALICYLATE
7. 42102000 472172000 0112664521301 1 Wi1A PEMICILLIMNG Q00000587 343RX  RX oo

4 3
|&&7 Done [ 3 (& trternat



Will Docs buy this?

- They are scientists; interested in the

facts . "

" Instead of having to say:

“I'll get back to you on that,” (u

"You can say: “Let’s take a look...
“Transparency creates credibility

" Their curiosity will lead them to more
guestions

They start owning the problem and the
solution
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Incentives get you in the door,
Personalized look at data gets you

MOre...
Attention I ]
Engagement $4-m h
Interest
Hooked

Understanding of Measure
(HEDIS specs)
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Transparent Data is key

Motivation to change

Confidence in ability to change
(empowered)

Ideas for potential solutions
Tools to carry out solutions

g
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Incentives get it off the ground

Convert to Immunization registry
Call members in for well visits

Scan billing system to count well
baby visits

But who is going to pay me for

this?
(2%

9



Tailored Incentives

Account at local foundation

-TE on site to make outreach calls
Direct payment to office staff
Computers

Analyst time

PC Tech outreach

Anything that works
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How incentives succeed

Start the quality conversation

Compensate the improvement
effort

In between those two lies a lot of
work for provider relations staff
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