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Why is Quality
Care Important?

Educating patients to focus on their preventive
care and chronic condition management
empowers them to:

e Remain in control of their health care

Stay up to date on recommendations

Make informed decisions, and

Be as healthy as they can be
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We Value Your Participation
in our Quality Program

We know you're already providing high-quality care for your
patients, and we want to ensure your practice gets the
recognition it deserves. You're helping our members get
important preventive screenings, providing effective, timely
treatment, and improving medication adherence so they can
be as healthy as possible. This quality care is central to our
mission of delivering peace of mind through better health

to the members we serve.

Quality Resources for You
and Your Patients

Resources for Providers

To keep you informed of changes and best practices, we provide
monthly, quarterly and annual publications. We also offer a range
of services and events, as well as onsite visits, to support your
success in closing HEDIS® measures for your patients.
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Educating Our Members

We believe quality care involves the promotion of care management
for health and wellness measures as they relate to members’ chronic
conditions, age, gender and behavioral health. Our goal is to empower
the member to focus on preventive care and chronic condition
management so they can make informed decisions,

and have an active voice in their health care.

Content reproduced with permission from HEDIS MY2021, Volume 2: Technical Specifications for Health Plans by the National Committee for Quality Assurance (NCQA). HEDIS® is a registered trademark of NCQA.
HEDIS measures and specifications are not clinical guidelines and do not establish a standard of medical care. NCQA makes no representations, warranties, or endorsement about the quality of any organization or
physician that uses or reports performance measures and NCQA has no liability to anyone who relies on such measures or specifications. Limited proprietary coding is contained in the measure specifications for
convenience. Users of the proprietary code sets should obtain all necessary licenses from the owners of these code sets. NCQA disclaims all liability for use or accuracy of any coding contained in the specifications.

To purchase copies of this publication, including the full measures and specifications, contact NCQA Customer Support at 888-275-7585 or visit www.ncga.org/publications.


http://www.ncqa.org/publications

MARCH 2019

Keeping You Up-to-Date

BlueCross BlueShield INSDETHISISSUE
of Tennessee, Inc.

Monthly BlueAlert Provider Newsletter

The BlueAlert newsletter gives you timely information on forms and process changes,
coding tips, drug coverage and more. The current edition and archives are located on
bcbst.com/providers.

Quality Care Quarterly Newsletter

Each quarter, we send providers who participate in our quality programs a link to

the quality newsletter. In it you'll find a variety of informative articles including best-
practice highlights from your peers, helpful information on important HEDIS measures,
tips on using the QCR tool, and upcoming events and training opportunities.

Your Guide ! The current edition of the Quality Care Quarterly is at provider.bcbst.com, under
0 Frograms - g m - . o . .

Quality Care Initiatives. Previous editions are in the archived newsletters at
Provider News and Updates.

D@t renmesee
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Your Guide for Quality Care Measures
The Quality Care Measures guide is printed annually, and includes:

* New HEDIS specifications for the year

oual e Suggestions for incorporating the information into current workflows
uality

Care

)
8§ (
Measures \ - J

Helpful tips and best practices

Measure-specific inclusion and exclusion criteria

Sample diagnoses, CPT" and HCPCS codes related to gap closure

Measures descriptions, what service is needed and what to report

Bt

Managing Telehealth

for a Safer Tennessee

Commercial Telehealth Guide

The Telehealth Guide lists HEDIS specifications where gaps in care can be
closed using telehealth. It also provides tips for coding and filing claims.

helping our , and telehealth

D Hickey
President and CEO.



Availity” Provider Portal

Availity” gives you the answers you need 24 hours a day, seven days a week.
Through one convenient single sign-on, you can request claim status, view
remittance advices and check benefits and eligibility status online.

In addition, the Quality Care Rewards tool located within Availity allows you to
access the Quality Partnerships programs that apply to your practice. There you
can identify gaps in care for your patients, attest to completed screenings, review
your practice’s overall progress on quality measures and much more.

For FAQs and more information about using Availity, visit Availity.com/bcbst.
You'll also be able to sign up for a helpful webinar hosted by the Availity team.

Provider Resource Guide

For assistance or more information
about Availity and the Quality Care
Rewards tool, please contact your
eBusiness Regional Marketing
Consultant or our eBusiness Technical
Support Team listed below:

eBusiness Technical
Support

Monday through Thursday,

8a.m.to6 p.m., ET and

Friday, 9 a.m. to 6 p.m., ET

P: (423) 535-5717, Select Option 2
Email: eBusiness_service@bcbst.com

Faith Daniel
(423) 535-6796
Faith_Daniel@bcbst.com

Faye Mangold
(423) 535-2750
Faye_Mangold@bcbst.com
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Assistance with Supplemental
Data Collection

You're already providing quality care to your patients,

but sometimes we don't receive the data needed to document
that. Our annual supplemental data collection initiative helps us
capture that information.

How it Works

From early summer (June or July) through the first week of
January, we provide nurses who can review your medical records
to pull the data for closure of HEDIS measures that we haven't
received through claims or clinical data exchange.

Reviews can be completed through remote access or onsite
visits. Your practice receives credit for all the information our team
locates in your records. By closing these gaps, you can increase
your quality scores.

Want to Learn More?

For more information, contact a member of our team listed on
the back of this guide. Participation is voluntary. This is not an
audit, it helps document the quality services you're already
providing to your patients.




The Member’s Perception of
Their Health Care Team What is
CAHPS?

Consumer

CAHPS Survey

CAHPS" is a family of surveys that measures topics that are important

to members, such as communication skills of their providers and Assessment of

the accessibility of services. It's considered the national standard for Healthcare
measuring and reporting on consumers’ experiences with health plans

and their services. Providers and
The CAHPS surveys asks, “Are consumers satisfied with the quality Systems

of care and customer services provided by their health plan (such as
BlueCross), and their providers?”

The survey provides a measurement of how our members
(patients) perceive the care they receive from BlueCross-contracted
doctors and providers.

Interactions Wlth the Patient e Follow up to communicate test results

e Discuss current medications and address any barriers to getting
needed medication

response to the survey. - BEST PRACTICE TIP: Coordinate patient care by using

information and reports from other provider visits and:

How you interact with your patients has a direct impact on their

Provider ratings are based on the member’s perception of the
provider's ability to: o Asking about care received in the Emergency Room

o Offering assistance for needed appointments

* Provide timely appointments and care : >
with specialists

e Communicate information at the member's level , ,
o Asking about any physical therapy, home health

» Coordinate patient’s care by using information and reports from or other specialist visits

other provider visits o Reviewing current medications from all providers

Provider Resource Guide 7
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Tips for Improving Patient Experience

Incorporating the following simple techniques into your daily interactions with
patients will provide them with a better experience, help them achieve better
health outcomes and can lead to better patient retention.

e Providing timely appointments

e Discussing care received from the Emergency Department and other providers
e Ensuring follow-up to communicate test results

» Offering assistance for needed appointments with specialists

» Discussing current medications and addressing any barriers to getting
needed medication

* Reviewing current medications from all providers

e Submitting claims timely and accurately

Best Practice Tip

Remember: the CAHPS survey measures the
member’s perception of the care they have received.




Health Education Resources
Available to Members

[ our patients,
To help reinforce the counseling and education you of;etirvx; Carp; e
; i reve
[ [ al resources on p nd

variety of information nechone

e aglment for our members. These resources are e
e can a

Condrk[)lon ents and mailed to members upon request. We
member ev Hto1 e
these to your staff for distribution to your patie

General Health

Adolescent Immunizations
Make sure your adolescent g each of
the following vaccinations befors grel.

13th birthday.

Living With
Diabetes

@ of Tennessee
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Diabetes affects the way our bodies
turn food into energy. Most of the
food we eat turns into gluco.se, or
sugar. That glucose passes into

the bloodstream. Our body uses.a
hormone called insulin to move it
from the bloodstream to the cells.
This gives us energy. But too much
blood sugar can affect your overall
health and well-being.

There are two different kinds of
diabetes, and both make it harder for
your body to control your blood sugar.

»  Type 1 prevents your body
from producing insulin.

> Type 2 prevents your body
from using the insulin
it produces naturally.

Diabetes is a common disease, but
there’s no single treatment that's
right for everyone. Work with your
doctor to create a treatment pla.n to
help you live a healthy life. Having
a support network helps—ask your
friends and family whenever you

need help. And we're here for you, too.

> One dose Meningocogcal (Meningitis)
» One dose Tdap vaceine (Tetanus,
Diphtheria, Pertussis)

’ > TWo doses of the Human
- Papillomavirus (HPV) vaccing at least
g entive care ang B SX months apart or three doggs
dolescents = within a six-month periog
A BNings help your doctor o

Pre\/entive
Health and )
Wellness Guide

|vour adolescent healthy

Weight Assessment ang
Mznsgemem/(:ounseling

Your adolescent's doctor shouig check
heir body mass indiex at feas onge a

year Awell care visit is  roar fimg o
hen they're easiest to oo i, and gives

penting illnesses ang

tting small problems

You a chance to talk
about your adolescent’s nutrition and
fe've listed some basic Physical activity leve,

ps below, but ask your Chlamydia Screening
@@ of Tennessee Girls should get a chiamy

fout which screenings

Vdia screening

every year starting at age 16, This
Mmendations are screening can be done with a simple
ur adolescent, e test

General Health
Checkup
Yoo 18-64, you sh

Uld see your doctor
°ckup that includes;

> Abody mass index
manage your weigh

0 help you
t

» Ablood pressure check

» A cholesterolfipid blood test

> Any other screenings
recommends, su
STDs or depress

Flu Shot
The Centers

‘oalth and wellness screenings

Your doctor
€elP your doctor keep you ‘ch as checking for
ion

- We've listed some basic

Plines o the next few pages,

Colorectal C:
Bk your doctor about which Men sho
they tum

which tes
tfor you,

ancer Screening

1d tar geting this screang when
50. How often you get it depans oy
1 Your doctor says i ight for you

ings and recommendations

Men's Preventive
d

Healthand

Wellness Guide

> Colonoscopy: Every 10 years
> Siamoidoscopy: Every five years

> CT Colonography: Every fve years

Per to keep your primary

Fecal Immunochemical DA Tegy
{FIT~ DNAY: Every three years
Fecal (stool card) test or Fecg)
Immunochemical Test (FIT): Yoarly
list visits, ER visits,

e rocommencitions above apy t i en
depending on age. But you and your gt
hay als0 want 10 tak about ane or merg of
ihese 9Dics basad on your curent hegth g
vour health isks,

h, etc) so they can

@@ of Tennessee
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Outreach Campaigns to
Targeted Members

Throughout the year, we identify members who may need preventive care,
screenings or education on potential health issues, and send informative clinical

messages to them through mail, email and automated phone calls. These
campaigns include a focus on:

John,
Looking for ways to stay healthy?
We're here to help.

PREVENT\Vi CARE

[ On
Make sure YU r\e(
e right rac™

Getting sereened to check for common health
problems is a great way to stay healthy.

» COPD

. Your health plan covers most colorectal cancer
screenings at no cost to you.

e Cardiovascular Disease

e |[mmunizations

| Get a screening if you're between 50 and 75,
or if anyone in your family has had colon cancer.

» Colorectal cancer screening

Finding colon cancer early can make it easier
to treat.

e Flu or pneumonia

During your next checkup, ask your doctor
if you should get a screening.

@ of Tennesse®

e Low back pain

e Appropriate antibiotic use » Diabetes and statin use

Campaigns are also directed towards patients with chronic conditions
to make them aware of their disease management benefits.

po L r—

st colds or the flu. And if
\eed them, they.

You can't put a price tag
on being healthy.

So most of our plans cover flu shots
at no cost to you."

You can improve your
\ heart health — and
Qe 2 you don't have to do
it alone.

Bescsin

BlueCross.
ed
©) Biueshield

our
coderal EMPOYS o

: T
nsenEne L, SR RNIY et e




Member Wellness Events

Each year we hold wellness
campaigns in communities across
the state to help support your

, .
efforts to deliver quality care. Our We re Comlﬂg tO

oal is to make it easy for your : f l
902 viory your neighborhood! = & B &=
patients to get the preventive care W S o
they need by bringing these events noe

to their communities.

Member Wellness
Event Campaigns
include:

e Breast Cancer Screening

« Colorectal Cancer Screening

e Diabetes Care Screenings
including: retinal eye exams,
HgbATlc, kidney function testing ’

e Drive-Through Flu Shot Clinics

Provider Resource Guide
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On-Site Health Screening Events

The BlueCross quality teams often host screening events that can be
held in your office, on our mobile unit, or at a local community event.
We can customize these on-sites to meet your needs or preferences.

Your patients are often able to close multiple gaps in care and receive
important educational material.

Customized on-site events can include:
* Well-Care/Screening Events
e Community Outreach

e Patient Education

Targeted Member Education
and Assistance

» Telephonic outreach offering education and assistance with
appointment scheduling for needed screenings

* Preventive Screening Campaigns

e Patient Brochures

o
Breast Colorectal Diabetic
Cancer Cancer Screenings
Screenings Screenings

Assistance in Closing
Quality Measures

Preventive care helps your patients improve their ability to lead healthy
lives. But we know it's not always easy to get patients in the office

for these important visits. That's why we give you other options for
getting these screenings completed.

We offer customized onsite health screening events at your location
tailored to best fit the needs of your office. Services we offer can include:

e Breast cancer screenings ¢ Diabetic retinal eye exams

e Colorectal cancer screenings

We identify members who could benefit from these screenings and
schedule a convenient time for them. Our onsite events can also
include community outreach and member education.

Our team will be onsite at your event to assist our vendor partners,
provide support, answer questions and help educate your patients

on the importance of prevention and screening tests. There is also the
opportunity for you to conduct other services during the

same visit, including:

e Annual wellness visit e BMI assessments

* Blood pressure checks

To schedule an event, contact us at:
GM_Commerical_Quality_Improvement@bcbst.com.

Onsite events may be subject to delay in scheduling or require
alternative options due to safety concerns regarding COVID-19.
Contact us for further information or to discuss scheduling.



Our Focus on
Medication Adherence

We know you place an importance on educating patients on the
benefits and risks of prescribed medication, and we're here to help.
We have a dedicated team that contacts patients who are not getting
their prescriptions refilled as they should. We work with patients,
their providers and pharmacies to help address the reasons the
patients aren’t taking their medications as prescribed. Through these
efforts, we strive to impact the following HEDIS quality measures
relating to medication adherence: antidepressant medications, statin
medications, ADD medications, and respiratory medications for
asthma and COPD.

Provider Resource Guide

We’ve found these best-practices helpful to many of our
members and their providers.

Wirite prescriptions the way you instruct your
patients to take their medications.

Encourage patients on an established maintenance
medication regimen to use mail-order and 90-day
supply options.

Talk to your patients about the purpose of their
medications and how they may make them feel.

Coordinate all prescription refills for the same time
to help prevent gaps in therapy.

Suggest patients use pill boxes and set reminders
for refills.

Schedule office visits and follow-up appointments
prior to prescriptions running out.

Refer patients to our Care Management program,
at 1-800-565-9140, for assistance with other
barriers to medication adherence. \We have nurse
case managers, social workers, and dietitians
available to help.
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Individualized Member

Indicator Measures
H ea |‘th P | anners Well-Child Visits in the First 30 Months of Life Child/Adolescent Metabolic Testing
Child and Adolescent Well-Care Visits 3-21 years  Diabetes Eye Exam
Each year we mail more than 500,000 health Adult Wellness Visits Diabetes HbA1c Testing
planners to members with at least one indicator that Childhood Immun'z,at'o.ns Dfabetes N,ephmpathy Screemn.g
. Adolescent Immunizations Diabetes Kidney Health Evaluation
they may have a gap in care. The health planners Breast Cancer Screening Dental Check Up
are dynamically built with health indicators based Cervical Cancer Seraening Vision Check-Up
on compliance status, and include health tips based Colorectal Cancer Screening
on age, gender and disease condition. HEDIS Messages & Health Tips
Prenatal & Postpartum Care Asthma Medication Adherence
These mailings usually begin in May or June. Low Back Pain Appropriate Antibiotic Use
Health planners for children are sent based on their COPD Medication Adherence ADHD Medication Follow-Up
birthdays. Our intent is to encourage our members Controlling High Blood Pressure Drug & Alcohol Abuse Treatment Follow-Up
to work with their primary care doctor to be proactive Diabetes Blood Pressure Control Mental lliness & Depression Follow-Up
in preventing conditions, and in the management Statin Therapy & Adherence Coordination of Care
. . Transition from Pediatric to Adult Care
of chronic conditions.

Age Bands

e Child: Ages 0-15
(addressed to parent or guardian)

Welcome, Carlos  (875186662-00)

@nr Tennessee

O Teen Ages 16_1 7 It's Checkup time for Document Ce1 ondenConcn - Aot s o s e, o
(addressed to parent or guardian)

corvial provent an @
dotoctod early. I you'o 21-29, got it ovey threo

26 ltems years. I youte 30-64,got it overy three yoars 12719

0R a Pap and HPY combo test every five years

. This one's already done for the year.
Here are a few things you may want FILTER eastCancer A mammogram s an X2y of the breast This
to put on your calendar this year. S0 more treatment be available
ot loast very two
sof ¢ doctot rcommends
+ '(:7
£ of Tennessee

CHRIS!

e Adult: Ages 18+

Fitered by ( Last 60 Days

View Newest First v
IMPORTANT HEALTH INFO INSIDE
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Individualized Patient Health Planners

e The information provided tells
patients if care is needed as soon
as possible or already done for
the year in accordance with the
status symbol color:

- Red: Screening is needed as
soon as possible.

- Green: Screening is up to date.
e Educational details about the

screening that's needed and its
purpose are also included.

Let’s track your child’s screenings.

This checklist shows you what's already been done and what they
still need this year. And did you know we cover most of these
screenings at little or no cost to you? Talk with your child’s provider
to schedule their screenings.

What Why your child needs this Status

Annual Regular checkups let you and your child's provider
Wellness talk about any changes to your child's health.
Exam

Dental Having a dental cleaning and exam twice a year Schedule
Cleaning can help keep your child's teeth healthy. soon

Up-to-date

00/00/00

Vaccines needed by age 2 Status
DTaP - 4 doses: Diphtheria/tetanus/pertussis' <date> @
IPV - 3 doses: Polio* <date> @
MMR - 1 dose: Measles/mumps/rubella <date> @
HiB - 3 doses: Haemophilus influenza type B* <date> @
HepB - 3 doses: Hepatitis B* <date> @
VZV -1 dose: Chickenpox <date> @
PCV -4 doses: Pneumococcal conjugate” <date> @
HepA - 1 dose: Hepatitis A <date> @
RV -2 doses: Rotavirus® OR 3 doses: Rotavirus® <date> @
Influenza - 2 doses: Flu* <date> @

“This vaccine needs more than one dose to be effective.
Talk with your child’s provider about what vaccine(s) and
doses they still need.

COVID-19 Safety

Before your child’s next preventive test, call their provider to talk
about any new office safety measures. For some types of visits,
your child’s network provider might have telehealth available as
an option. You can also keep yourself and others safe by wearing
a cloth face mask.

We're here to help.

E Just give us a call at 1-800-565-9140. We're
available 8 a.m. - 6 p.m. ET (Monday - Friday).
Or visit us at bebst.com.

We based this information on your child’s claims as of <Date>.
Dates listed with the status symbols are the most recent dates of service
we have for that screening. If there’s no date, we may not have a record

of that screening for your child. This information doesn’t replace any
advice from your child’s provider.
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Sample Health Planner with Health Indicators and Tips

These measures and care management messages reflect conditions and screenings that most often show as gaps in care.

Caution: Antibiotics

Antibiotics don't help with illnesses caused
by viruses (like colds or the flu). If you take
antibiotics too often, they may not work well
when you really need them.

Source: Centers for Disease Control and
Prevention — cdc.gov

Avoid Smoke and Feel Better Fast

Smoking — or even breathing second
handsmoke — is bad for your health. If you stop
smoking now you could notice an improvement
in your breathing in a matter of two weeks.

Get Free help:

»  Visit tnquitline.com/or

»  Call 1-800-QUIT-NOW (1-800-784-8669).
Hearing-impaired call 1-877-559-3816.
Source: smokefree.gov

Breast Self-Exam

A breast self-exam every month helps you notice
small changes. If you find something, talk to your
provider about it. The earlier breast cancer is
found, the more likely it can be treated.

Source: National Breast Cancer Foundation —
nationalbreastcancer.org

Healthy in Mind & Body
Your provider is your partner in caring for your

mental health and well-being. Talk to them after:

»  You start taking a new medicine.

»  You get diagnosed with depression.
»  You know there's an issue.

» You have a stay in the hospital.

Source: Substance Abuse and Mental Health
Services Administration — samhsa.gov

Heart Medicines

Your provider may prescribe statin medication
to help lower your risk of heart attacks, strokes
and other heart-related events. Be sure to take
any medication exactly the way your health care
provider says to.

Keeping Your Heart Healthy
There are things you can do to keep your heart
healthy and lower your risk of heart attack.

»  Take your medicines as prescribed.

»  Follow your provider’s advice on exercise
and healthy eating.

> Manage your risk factors, like high blood
pressure, high cholesterol, and if you
smoke, stop.

Source: American Heart Association — heart.org

s
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HEALTH REMINDERS FOR

<Name>

Look inside for your personal list
of this year's checkups!

@ of Tennessee




Focus for 2021 Health Planners

These measures and care management messages reflect conditions and screenings that most often show as gaps in care.

Indicator Measures Care Management
Messages & Health Tips
* Annual Wellness (comprised of the following) * Prenatal & Postpartum Care * Avoidance of Antibiotic
- Well-Child Visits in the first 30 months of life (6+ visits « Use of Imaging Studies Treatment with

in the first 15 months of life AND another 2 visits by the Acute Bronchitis

time the child is 30 months)

for Low Back Pain
e ADHD Medication Follow up

- Child and Adolescent Well-Child Visits ages 3-21 years * Pharmacotherapy Management
- Adults’ Access to Preventive/Ambulatory Health Services of COPD Exacerbation * Initiation & Engagement of
: . Alcohol and Other Dru
e Childhood Immunization Status e Controlling High Blood Pressure 9

Abuse Treatment

* Immunizations for Adolescents « Statin Therapy for Patients

e Medical Assistance with

e Breast Cancer Screening with Diabetes Smoking & Tobacco
e Cervical Cancer Screening e Statin Therapy for Patients Use Cessation
with Cardiovascular Disease T
e Colorectal Cancer Screening  Follow-up After Hospitalization
» Medication Management for Mental lliness

e Comprehensive Diabetes Care

for People with Asthma . L
- Diabetic Retinal Eye Exam e Antidepressant Medication

o ' ' Management
- HbA1c control fppprsprlate.'ll'estlng g
or Pharyngitis iy o
- Nephropathy Screening yngr e Transition from Pediatric to
 Appropriate Treatment Adult Care

e Kidney Health Evaluation for Patients with Diabetes . .
for Upper Respiratory Infection « Flu Vaccinations
e Metabolic Testing (for children on antipsychotics)

e Diabetes Blood Pressure Control

* Dental & Vision Check-ups  Well-Child Visits

Provider Resource Guide
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Your Commercial Quality Improvement Team

Patty Howard, RN, BSN, CPHQ, FAHM
Manager, Quality Improvement
Office: (423) 535-7865
Patty_Howard@BCBST.com

Jessica Castano, RN, BSN, CPHQ Shannon Dunn, MHL, BS, LPN, CPHQ, CHC
Supervisor, Performance and Process Improvement Clinical Consultant, Quality Improvement
Office: (423) 535-6655 Mobile: (423) 298-3951
Jessica_Castano@BCBST.com Shannon_Dunn@BCBST.com
Lisa Eaves, RN, BS, CPHQ, PAHM Jennifer Rollins, RN, MSN, CCM, PAHM
Cinical Consultant, Quality Improvement Clinical Consultant, Quality Improvement
Mobile: (423) 326-4859 Mobile: (423) 240-0327
Lisa_Eaves@BCBST.com Jennifer_Rollins@BCBST.com
Leigh Sanders, RN, CCM

Clinical Consultant, Quality Improvement
Mobile: (423) 702-1505
Leigh_Sanders@BCBST.com
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