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MISSION ADVOCATE
Office of the Patient Advocate

To inform and educate consumers
about their rights and responsibilities

as HMO enrollees.

California Office of the Patient Advocate Business, Transportation & Housing Agency



STATUTORY MANDATES ADVOCATE
Office of the Patient Advocate

1. HMO Quality Report Card

2. Consumer Education
3. Advice and Assistance to HMO Enrollees

4. Recommendations to DMHC

5. Collaboration with Other Organizations
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OBJECTIVES ADBEATE
HMO Report Card

1. To provide comparative quality information
for consumers, purchasers, requlators, and
advocates.

2. To “incentivize” quality improvement
through public disclosure.

3. To educate consumers about health care
quality.
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BASIC FEATURES N .-
HMO Report Card

1. Scope & Data Sources
Methodology

Presentation

m 9 b

Outreach and Distribution
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SCOPE & DATA SOURCES ADVOCATE
HMO Report Card

e California’s 10 largest HMOs -- 95% of all
commercial enrollees (HEDIS & CAHPS)

e 200+ medical groups — 85% of all commercial
and Medicare enrollees (HEDIS & CAS)

e« Linguistic access information for commercial
and Medi-Cal plans (OPA Survey)
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LINGUISTIC ACCESS SERVICES ADVOCATE
HMO Report Card

Does the health plan provide:

v’ Telephone interpretation services?
v Access to face-to-face interpreters?
v’ Bilingual provider lists?

v' Non-English written materials?
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HEALTH PLAN METHODOLOGY ADVOCATE
HMO Report Card

Four Summary Star “Grades”
(30 individual clinical & patient satisfaction scores):

1. Staying Healthy (10 scores)
2. Getting Better (9 scores)
3. Living with Illiness (10 scores)

4. Member Rating of Health Plan (1 score)
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MEDICAL GROUP METHODOLOGY ADVOCATE
HMO Report Card

Two Summary Star “Grades” (29 individual scores):

1. Getting the Right Medical Care (9)
2. Patient Rating of Care (20)

Coordinating Patient Care (3)

Timely Care & Service (9)
Getting Treatment & Specialty Care (4)

Communicating with Patients (4)

California Office of the Patient Advocate Business, Transportation & Housing Agency



PRESENTATION ABBERTE
HMO Report Card

O Web-Based

O Comparative
a Interactive

Q English, Spanish, Chinese

Q Printed Summary

California Office of the Patient Advocate Business, Transportation & Housing Agency



MAIN PAGE
2005 HMO Report Card Website

The State of California
OFFICE OF THE PATIENT ADVOCATE
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Are Californians getting the right care?
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MAIN PAGE — HMO RATINGS
2005 HMO Report Card

Care for Care for Care for Member
Staving Getting Lmving with Rating of
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MAIN PAGE - TOPICS
2005 HMO Report Card

Related links
About thH HMO Repart Card

2005 HMO Report Card

Find out how your HMO measures up:

Office of the Patient Advocate
. atate of California
(>] Heant

| > aterr Other ways to get the report card

& Print report card
ave 3 report card mai
S Call toll free (BEE)
cking for Cancer

e how your doctor's medical group
mpares:
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e PATHHMTE

MEDICAL GROUP COUNTY SELECTOR ADVOEATE

2005 HMO Report Card

Select a County

Pl

California Office of the Patient Advocate
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Why do | need to selecta
county?
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HE PATIEMN

MEDICAL GROUP RATINGS SUMMARY ADVOCATE

Medical Group Ratings

Getting the Right Patient Rating of Care
Medical Care Experiences
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Medical Group Ratings

Getting the Right Medical ~ Patient Rating of Care

California Medical Group
Experiences

tid not report
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HE PATIEMN

MEDICAL GROUP RATINGS SUMMARY ADVOCATE
Sacramento County, 2005 HMO Report Carc

Medical Group Ratings

Medical Group Ratings

Getting the Right Patient Rating of Care
Medical Care Experiences

California Office of the Patient Advocate Business, Transportation & Housing Agency



HE PATIENT

MED GP DRILL DOWN - HEDIS SCORES ADVOCATE
Sacramento County, 2005 HMO Report Carc

Getting the Right Medical Care S Printthis page

How well do medical groups and their
doctors see that patients get care that
meets recommended standards?

with a partic ular |:|:|r|d|t|ur| ar need
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HE PATIEMN

MED GP DRILL DOWN - CHLAMYDIA ADVOCATE
Sacramento County, 2005 HMO Report Carc

Testing Chlamydia

What was measured? Why is it important?

Testing Chlamydia See more about

California Medical Group 0% (worse) {better) 100%

Go to

(>) HMO Rat
[ s
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HE PATIEMN

MEDICAL GROUP RATINGS SUMMARY ADVOCATE
Sacramento County, 2005 HMO Report Carc

Medical Group Ratings

Medical Group Ratings

Getting the Right Patient Rating of Care
Medical Care Experiences
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HE PATY Ppg ¥

MED GP DRILL DOWN - CAS SCORES
Sacramento County, 2005 HMO Report Carc

Patient Ratmg of Care Experience

ee more about
Patient Rating of Care Experience ety Pz
Name of Medical Coordinating Timely Care Getting Treatmenmnt  Communicating
Group Patienmt Care and Service and Specialty with Patients
Care

: :
: : Related links

* ** * * * **’ Ahout the Medical Group
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MED GP DRILL DOWN - TIMELY CARE
Sacramento County, 2005 HMO Report Carc

il PATIEMNE

ADVOCATE

Timely Care and Service
and that
' A it LT iting
phone with a question abaut their health
rthat same day.

ed on a survey of & sample of medical group patients.

California Office of the Patient Advocate

& Print this page

How well do the medical group’s doctors
and staff do in seeing that patients get
appointments, answers and care when
they need it?

(> After Hours Help

(2] Getting Appointments S
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e PATHHMTE

MED GP DRILL DOWN - VISITS ON TIME EEacAtsall:
Sacramento County, 2005 HMO Report Card

Visits Start on Time

What was measured? Why is it important? | e
a different county

S Printthis page

Visits Start on Time
Rating 0% (worse) {better) 100%

Related links

About th

ct a Medical
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e PATHHMTE

MED GP DRILL DOWN - DR EXPLAINS
Sacramento County, 2005 HMO Report Card

Doctor Explains Clearly

What was measured? Why is it important?

See more ahout

Doctor Explains Clearly
Rating 0% {worse) (better) 100%

Related links
n t t
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il PATIEMNE

PRINTED SUMMARY — FRONT _ ADVOCATE
2005 HMO Report Card |

2005 4En
HMO Report Card =&~

California’s Office of the Patient Advocate

How does your HMO measure up?

Member
Care for Care for i Rating of
California HMO Staying Getting [ Health
(Health Plan) Healthy Better Plan

Aetna Health of
California, Inc.

Blue Cross HMO
CaliforniaCare

i
»*

%
*
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Blue Shield of California
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CIGNA HMO
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Health Net
Kaiser Permanente
Northern California

Kaiser Permanente
Southern California **
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PacifiCare of California

*
*

Universal Care

*

Western Health Advantage

Rating Key Excellent 7 Good &%  Fair &  Poor yr

Are you and your family getting the right care?
hmoreportcard.ca.gov
1-866-466-8900 TTY/TDD 1-866-499-0858
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e PATHHMTE

PRINTED SUMMARY - BACK | ADVOCATE
2005 HMO Report Card

Office of the Patient Advocate (OPA)
980 9th Street, Suite 500
Sacramento, CA 95814

Alternative formats are available by calling:

cal Group
up, Inc.

ns Medical Group

hmoreportcard.ca.gov
1-866-466-8900 TTY/TDD 1-866-499-0858
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DISTRIBUTION OF PRINTED SUMMARIES ADVOCATE
2005 HMO Report Card

» Local Pharmacies (574)

» Public Libraries (500+)

» Community-Based Organizations (500+ Events)

» Website Downloading/Printing

» Order Copies Toll-Free @ 1-866-HMO-8900
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EVALUATION CRITERIA ADVOCATE
HMO Report Card

v Use
v’ Usability
v’ Usefulness
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ISSUES & CONSIDERATIONS ADVOCATE
HMO Report Card

1. Absolute vs. Relative Scoring

2. Consumer Use vs. Industry Use
3. Data Usability vs. Data Precision

4. Consumer Usefulness vs. Available Data

9. Voluntary vs. Mandatory Participation
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NEW SOURCES & USES OF DATA ADVOCATE
HMO Report Card

1. HEDIS, CAHPS, CAS
2. OSHPD Hospital Discharge Data

3. Population-Based Surveys

- California Health Interview Survey
- Behavioral Risk Factor Surveillance Survey

4. OPA Surveys
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HMO Report Card Project
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Participating Health Plans and Medical Groups
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WEB ADDRESS | ADNUBEATE
HMO Report Card

VISIT
hmoreportcard.ca.qgov
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