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The National Committee for Quality
Assurance (NCQA), our accrediting or-
ganization, uses the Healthcare Effec-
tiveness Data and Information Set
(HEDIS) to measure the performance of
health plans. More than 90 percent of
America’s health plans use this tool to
evaluate care and service.

In establishing what to evaluate, HEDIS
looks at the
scientific
sound-
ness,

The goal of Unison's QI program is to
continually evaluate, monitor, and im-
prove the quality of care and services
we provide. The program identifies and
recommends ways to improve health
care and related services delivered to
Unison members using continuous QI
concepts and methods including:
Measuring the effectiveness of inter-
ventions to improve the quality of
care, customer service and the health
status for the members we serve.
Tools used include HEDIS® measure-
ments and member satisfaction sur-
veys, External Quality Review

relevance and feasibility of clinical
areas. For example, HEDIS weighs the
health importance, clinical support and
impact to the population. In addition,
cost effectiveness and potential for im-
provement are also considered.

The focused measure discussed in this
newsletter is Use of Spirometry Testing
in the Assessment and Diagnosis of
COPD. According to the 2007 Global
Initiatives for Chronic Obstructive Lung
Disease Clinical Practice Guideline,
COPD is a leading cause
of morbidity and
mortality world-
8 wide and results
f. in an economic
P and social bur-
B\ den. The guide-
V' line recommends
a spirometry test
be conducted on all
patients who may have
COPD. This testing is
necessary to make a
confident diagnosis

measures and our own internal per-
formance criteria

Recommending corrective plans of
action to improve the quality of care
and service

Implementing the plans of action

Network providers are required to co-
operate with Plan quality improvement
activities such as chart audits, site visits
and requests for data or medical records.
Unison welcomes provider participation
in the QI program through membership
on the QI/UM, Credentialing and Phar-

macy & Therapeutics Committees and

of COPD and to exclude other diag-
noses that may present with similar
symptoms. Although spirometry does
not fully capture the impact of COPD
on a patient’s health, it remains the gold
standard for diagnosing and monitoring
progression of the disease.

Based on this body of evidence the
HEDIS measure monitors the percent-
age of members 40 years of age and
older with a new diagnosis or newly ac-
tive chronic obstructive pulmonary dis-
ease (COPD) who received appropriate
spirometry testing to confirm the diag-
nosis. Unison's 2008 HEDIS results for
this measure were not in line with this
evidence-based guideline.

Your efforts to provide our members
with the best possible care is valued and
appreciated. We are proud of the per-
formance our providers and programs
have delivered to our members. Con-
tinuous improvement is our goal, and
we look to even better performance in
the future.

by responding to Plan surveys. For a de-
scription of our QI program, informa-
tion on how we meet our goals or
information about our practice guide-
lines, please call the QI team at 412-
856-5178 or write:

Quality Improvement

Unison Administrative Services
1001 Brinton Road

Pittsburgh, PA 15221
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Act 27 of 2008, the Pennsylvania Clean
Indoor Air Act (CIAA) became effective
on September 11, 2008. The CIAA pro-
hibits smoking in public places and
workplaces. A national survey on the
impact of workplace smoking bans re-
ported that having a 100% smoke-free
workplace reduced smoking prevalence
by 6 percentage points. It also reduced
average daily consumption among
smokers by 14% relative to workers
subject to minimal or no restrictions.

Tobacco has a negative effect on almost
every organ of the body. According to
the Surgeon General, tobacco use is the
leading preventable cause of death in
the United States, resulting in about
400,000 deaths each year.

Pennsylvania's CIAA provides an oppor-
tunity build awareness of the health im-
pact of smoking and the benefits of
quitting.

HEALTH IMPACT of smoking (Cigar smok-
ers and smokeless tobacco (chew or spit
tobacco) users have similar health risks
as cigarette smokers:

As soon as 20 minutes after a smoker's
last cigarette, the body begins to re-
cover from the negative health effects
of smoking and the heart rate starts to
slow.

Levels of toxic carbon monoxide in the
blood return to normal after 12 hours
without smoking.

Lung function improves and the risk
for heart attack begins to drop as soon
as 2 weeks after the last cigarette.

Coughing and shortness of breath de-
crease one to 9 months after the last
cigarette.

2009

SHORT-TERM EFFECTS of smoking include
an increased frequency in cough, colds,
bronchitis, and pneumonia. Among
children and adolescents exposed to
secondhand smoke, rates of asthma, ear
infection, and lower respiratory infec-
tions are higher.

LONG-TERM EFFECTS of smoking include
cancer of the mouth, throat, lungs,
stomach, kidneys, bladder, cervix and
pancreas. About one third of all cancers
are linked to tobacco use—and 90% of
lung cancer cases are linked to smoking.
Smoking is also a known cause of em-
physema and chronic bronchitis. Smok-
ing reduces blood circulation, depriving
the body of oxygen and increasing the
risk for heart disease. It also doubles the
risk of stroke.

Non-smokers exposed to secondhand
smoke are 25% more likely to develop
heart disease. Smoking also doubles the
risk for stroke and increases the risk for
developing cataracts.

Smoking poses additional health risks
for women. It increases the risk for

Risk for coronary heart disease becomes
half that of a smoker after 1 year.

Risk for stroke approaches that of a
non-smoker after 5 years.

Risk for developing mouth, throat,
esophageal, bladder, kidney, and
pancreatic cancer decreases after
10 years.

Risk for death from lung cancer
reaches half that of a smoker after 10
years.

Risk for developing coronary heart

disease is equal to a non-smoker after
15 years.

rheumatoid arthritis, causes loss of bone
density (osteoporosis).

Women smokers of childbearing age
face higher rates of infertility and
greater risks for complications during
pregnancy. Smoking during pregnancy
increases the unborn baby’s health risks
(e.g., premature birth, respiratory ill-
nesses, and low birth weight). After
birth, the risk for sudden infant death
syndrome (SIDS) doubles for babies ex-

posed to secondhand smoke.

Children and teens are especially vul-
nerable to the hazards of smoking.
Smoking interferes with normal lung
development in those who begin smok-
ing as children or adolescents. Young
people who smoke can become more
strongly addicted to cigarettes and face
an increased risk of lung cancer than
those who start smoking later in life.

Teens who smoke are also more likely to
suffer from depression and more likely
to engage in other dangerous behaviors
(e.g., using alcohol and other drugs).

-
PENNSYLVANIA RESOURCES

PA Free Quit line 1-800 QUIT NOW
(1-800-784-8669). Services are free to
Pennsylvania residents including one-
on-one counseling (caller can schedule
time of call and the counselor will call
them)

www.determinedtoquit.com provides
resources for tobacco users to quit
smoking

www.health.state.pa.us provides cessa-
tion resources throughout the Common-
wealth. Eight regional primary
contractors provide cessation services,
including worksite cessation programs
www.health.state.pa.us provides com-
plete information of Act 27 of 2008, the
Pennsylvania Clean Indoor Air Act
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accordance with applicable federal
and state laws, also to have these
records kept private

to have an advance directive

to get this list so you know your
rights and can share ideas to make
Unison Health Plan better

to file a complaint or grievance re-
garding any medical or administrative
decisions if you disagree. To do this,
you need to follow the complaint and
grievance procedures of Unison
Health Plan

to give your rights to another person.
This would be a person who the law
says can make decisions for you about
your health care

to be sure your primary care physician
and the staff of Unison Health Plan
know your rights

to receive information on treatment
options and alternatives regardless of
cost or benefit coverage

to have these rights with no discrimi-
nation of gender, culture, economic,
educational, or religious background
to be guaranteed to be free from any
form of restraint or seclusion used as a
means of coercion, discipline, conven-
ience or retaliation

to exercise your rights. Exer-
cising these rights will not
adversely affect the way
Unison Health Plan, its
providers and state agen-
cies may treat you

to file a fair hearing with
the Department of Pub-
lic Welfare at anytime
during the grievance
process

choose providers,
within the limits

of the network,
including the

right to refuse treatment from specific
providers.

RESPONSIBILITIES

to understand how Unison Health
Plan works by reading the Member
Handbook

to carry your Unison Health Plan
card (Medicaid members need to
carry their ACCESS card too). You
must show these card(s) when receiv-
ing services. You must show both
cards when receiving services. You
also must inform Unison Health Plan
of any other insurance you may have,
and to present current insurance infor-
mation to your primary care physician
to make appointments with your pri-
mary care physician for non-emer-
gency treatment each time you need
health care services

to get a referral form to make an ap-
pointment with a specialist. You need
to get this paper from your primary
care physician

to be on time for all appointments

to tell your PCP's office or any med-
ical office if you need to change an
appointment

e

to respect the rights and property of
your PCP, other healthcare workers,
and other patients

to do what your PCP tells you, to ask
questions if you don't understand your
health problems, and to work with
your doctor or Unison Health Plan to
make goals about your health when
you can

to know when to take your medicine,
how to take your medicine and to fol-
low your doctor's instructions

to give up-to-date medical informa-
tion about yourself

to take full responsibility and conse-
quences of your decision if you refuse
(say no) to treatment

to be sure that your primary care
physician has all your medical records
— This includes all medical records
from other doctors

to let Unison Health Plan know if you
are in the hospital or in an emergency
room within 24 hours or as soon as
possible

to consent to the proper use of your
health information.

=
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We want all of our members to receive
safe and effective health care. During
the year, we monitor safety practices in
a number of ways, and we are pleased
to announce that both our providers
and Unison scored high marks for
safety last year.

DOCTORS’ OFFICES

We review doctors' offices to see if the
appointment area is safe. We also make
sure all medicines are kept safely out of
reach. Over the past year, we reviewed
418 provider offices. The results shown
below demonstrate a strong commit-
ment to safety.

100% have a standardized list of ab-
breviations, acronyms, symbols, and
dose designations (a “Do Not Use”
list) that all hospital personnel are
aware of.

100% manage as sentinel events all
identified cases of unanticipated death
or major permanent loss of function
associated with a health care associ-
ated infection.

96.2% implemented evidenced-based
practices to prevent health care asso-
ciated infections due to multiple drug-
resistant organisms.

100% have a process for comparing
the patient's current

Accessible Airway and Ambubag . ... ...
Oxygen tank available .. ... ... ... .. ..
Current CPR certification. . .. ... .......
Tracking of laboratory and imaging studies. . . 77.16%
Drugs are inaccessible. . .. ... ... .. ... ..
Checking/disposing of expired drugs. . . . .
Emergency drugs .. ....... ... ... .. ..
Prescription pads are controlled. . . .. .. ..
Refrigerated area for medications. . . . . . ..
Refrigerator temperatures are logged. . . . .

) medications with those
ordered for the patient

... 89.00% while under the care of
. gg%g?ﬁ the hospital.
50 o o 0
N SKILLED NURSING
. 95.78% FACILITIES
...90.38% Unison surveys patient
Ce 99-28?’ safety at participating
o gg(l);t(;g skilled care facilities. Of

) those facilities respond-

HOSPITALS

We also send an annual safety survey to
our hospitals. We look for safe medica-
tion use practices. We also ask if the fa-
cility has implemented practices to
prevent infections associated with
health care. The results of the survey as
well as a list of activities undertaken by
each facility to improve safety is mailed
to the responding hospitals.

Results from the responding hospitals
(55/99) were excellent and show a
strong commitment to safe patient prac-
tices. Here is a sampling of respondent
results:
100% use two patient identifiers when
providing care, treatment, and services

ing (49/243), all follow
CDC hand hygiene guidelines, have a
falls reduction program, have a method
to insure patients receive need immu-
nizations, and policy to identify and
manage flu outbreaks.

OTHER AREAS

Behind the scenes, we also work to en-
sure our member's safety with prescrip-
tion drugs. Our pharmacies help to find
drug-to-drug interactions before mem-
bers pick up the medicine at the phar-
macy.

We also share information with the
members and doctors by printing safety
articles in the newsletters. This year
some of the topics were what to do in
an emergency, domestic violence,
hospital safety and lead poisoning.

WE’RE ONLINE

At www.unisonhealthplan.com, you have
ready access to information on our Med-
PLUS, Kids, aB, and Unison Advantage
health plans.

claims status

eligibility status

reference status

appeal status **New Feature
billing alerts

our latest clinical and preventive
health guidelines

new technology evaluation policy
health management programs
medical record requirements

UM (utilization management) proce-
dure and availability of UM reviewer
availability and how to contact the
medical director

availability of QI programs
pharmacy program, formulary and ex-
ception process

provider manual

member rights & responsibilities
member complaint procedure

Go to www.unisonhealthplan.com: select
Pennsylvania from the pull down bar, se-
lect a plan. Click on “For Providers.” If
you do not have a web account, click
“Account Information.” Click “create an
account” and follow directions. You can
also call Web Outreach for assistance
1.866.414.6566.

Printed copies of the information on our
website are available by calling Provider

\ Services at 1.800.600.9007. y

Thank you for your safety efforts. We
will continue to do our part in maintain-
ing a safe patient care environment.

PA PROVIDER CONNECTION
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A complete listing of Provider Relations representatives by county is available on our website.

Executive Director - Pennsylvania
Michael J. Fantoni

Phone: 412.858.4362

E-mail:
michael.fantoni@unisonhealthplan.com

Director of Provider Relations, Eastern Pennsyl-
vania

Jason Dadey

Phone: 412.457.1805

E-mail: jason.dadey@unisonhealthplan.com

Manager of Provider Relations, Eastern Penn-
sylvania Providers

Donna Lambert

Phone: 412.349.6244

E-mail: donna.lambert@unisonhealthplan.com

When members are unhappy with Uni-
son Health Plan or one of our providers,
or they do not agree with a decision we
have made, the member can file a com-
plaint. Members can file a complaint
verbally or in writing. For Unison Med-
PLUS, Kids, or aB members, the com-
plaint must be filed within 45 days of
the incident they are complaining
about. For Unison Advantage members
the complaint must be filed within 60
days. A committee of one or more
Unison Health Plan staff, who has not
been involved in the issue, will review
the complaint and make a decision.

Supervisor of Provider Relations, Eastern Penn-
sylvania Providers

Brenda Welch

Phone: 412.349.6111

E-mail: brenda.welch@unisonhealthplan.com

Manager of Provider Relations, Western Penn-
sylvania Providers

Laura Mough

Phone: 412.380.8017

E-mail: laura.mough@unisonhealthplan.com

Supervisor of Provider Relations, Western Penn-
sylvania Providers

Rochelle Puskar

Phone: 412.856.5041

E-mail: rochelle.puskar@unisonhealthplan.com

Generally, complaints will be decided
within 30 days. Medicare member
complaints over payment issues will be
decided in 60 days. External review is
available if the member

is not satisfied with

Unison's internal

complaint deci-
sion. The entire
process is
detailed in
the mem-
ber hand-
book. You

can view it

Unison Formulary Update

Supervisor, Hospital Relations

Darlene Ferguson

Phone:412.418.6485

E-mail:
darlene.ferguson@unisonhealthplan.com

Manager of Pennsylvania Ancillary Provider Re-
lations

Denise Romeo

Phone: 412.858.4038

E-mail: denise.romeo@unisonhealthplan.com

online at our website

www.unisonhealthplan.com or you can
call Provider Services to request a copy.

The Unison Formulary is available on the internet at www.unisonhealthplan.com. For the most up-to-date information please visit our site, which
includes recent P&T decisions for Unison MedPLUS and Kids regarding, Relistor, Januvia, Janumet, Zaleplon, and LMX 4 cream.

Complete formulary information is also accessible through the Epocrates Formulary tool at www.epocrates.com
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quality assessment. The regulations also per-
mit a provider to disclose that information
to the health plan for such purposes and
your participation agreement requires such
disclosure. Providers are also required to
inform Unison in a timely manner
about any breach of HIPAA pri-
vacy rules and cooperate with
reasonable actions designed
to remedy any adverse ef-
fects of a breach.

Unison and its affiliates abide by the HIPAA privacy standards.
We only use and disclose our members' protected health infor-
mation (PHI) for purposes of treatment,
payment and health care operations.
Our Members Privacy Policy is
posted on our website www.unison-
healthplan.com. The link can be
found at the bottom of our welcome
page. Hard copies are available
upon request.

The HIPAA regulations,
at 45 CFR § 164.102 et
seq., permit Unison to
use the protected
health information of
its enrolled members
for purposes of

health care opera-

tions, which include

If you have questions
about our Privacy Policy,
please call Provider Serv-
ices at 1.800.600.9007
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