
Improving Health Outcomes
Workshop

Presenter
Presentation Notes
Today we are going to talk about the key quality measures and surveys that influence the results of star ratings, and more importantly perceptions and outcomes of our Patients’ careTTT Notes:   How many of you attended the Improving Health Outcomes at the last TTT?  This is a build on that training to provide reinforcement, and a deeper look at how frontline staff can improve the health outcomes of our patients.   
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Participants will be able to:

 Communicate with patients about their gaps in care 
and outcomes.

 Impact patient health outcomes.

 Discuss challenges/barriers to patient access to care.

 Describe how HEDIS measures, HOS and CAHPS 
surveys impact patient health outcomes.

Learning Objectives

Presenter
Presentation Notes
Review Objectives with participants.
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Definitions to Remember

3

Term Definition

HEDIS – Healthcare 
Effectiveness Data and 
Information Set

One of health care’s most widely used performance 
improvement tools

CAHPS – Consumer 
Assessment of 
Healthcare  and 
Provider Systems

Annual survey given to patients about aspects of quality,
such as provider communications skills and ease of health 
care services

HOS – Health 
Outcomes Survey

Patient-reported outcomes measure used in Medicare 
managed care. Gathers valid, reliable and clinically 
meaningful health status data 

Presenter
Presentation Notes
For those of you who attended the Fall Train the Trainer, this workshop is a “build” upon what we discussed.  For those of you who are seeing this for the first time, we want to give you a quick overview so that we are all on the same page. HEDISThe Healthcare Effectiveness Data and Information Set – HEDIS — was created by the National Committee for Quality Assurance (NCQA) to measure the clinical quality performance of health plans.�For health plans and medical groups, HEDIS ratings can be very important. The scores on measures can help them understand quality of care being delivered to their Patients in some of the most common chronic and acute illnesses.CAHPSConsumer Assessment of Healthcare Providers and Systems.and Patients to report on and evaluate their health care experiences in different settings. Surveys cover topics important to consumers and focus on those aspects of quality that consumers are best qualified to assess.Its purpose is to advance our understanding of Patient experience with health care.To simplify, the survey is a standardized tool to measure Patients' perception of care provided by physicians in an office setting.HOSWhat is key to consider when looking at the HOS measures is how inter-related they all are. For example, chronic pain which is included in the physical health measure has an enormous impact on Patient mental health.  Of if someone has a fall, we need to consider impacts on all aspects of health.  And maintaining physical strength through physically activity as we age positively impacts nearly all areas of Patient health. 
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HOSHEDIS

Quality of Care

Gaps in Care

Patient 
Experience/ 

Patient 
Expectations

Patient 
Perception

CAHPS

Presenter
Presentation Notes
For those of you who attended the Fall Train the Trainer, this workshop is a “build” upon what we discussed.  For those of you who are seeing this for the first time, we want to give you a quick overview so that we are all on the same page. HEDISThe Healthcare Effectiveness Data and Information Set – HEDIS — was created by the National Committee for Quality Assurance (NCQA) to measure the clinical quality performance of health plans.�For health plans and medical groups, HEDIS ratings can be very important. The scores on measures can help them understand quality of care being delivered to their Patients in some of the most common chronic and acute illnesses.CAHPSConsumer Assessment of Healthcare Providers and Systems.and Patients to report on and evaluate their health care experiences in different settings. Surveys cover topics important to consumers and focus on those aspects of quality that consumers are best qualified to assess.Its purpose is to advance our understanding of Patient experience with health care.To simplify, the survey is a standardized tool to measure Patients' perception of care provided by physicians in an office setting.HOSWhat is key to consider when looking at the HOS measures is how inter-related they all are. For example, chronic pain which is included in the physical health measure has an enormous impact on Patient mental health.  Of if someone has a fall, we need to consider impacts on all aspects of health.  And maintaining physical strength through physically activity as we age positively impacts nearly all areas of Patient health. 
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Connecting the Dots

HOSHEDIS CAHPS

Quality of 
Care Gaps in Care

Patient 
Experience/ 

Patient 
Expectations

Patient 
Perception

Presenter
Presentation Notes
For those of you who attended the Fall Train the Trainer, this workshop is a “build” upon what we discussed.  For those of you who are seeing this for the first time, we want to give you a quick overview so that we are all on the same page. HEDISThe Healthcare Effectiveness Data and Information Set – HEDIS — was created by the National Committee for Quality Assurance (NCQA) to measure the clinical quality performance of health plans.�For health plans and medical groups, HEDIS ratings can be very important. The scores on measures can help them understand quality of care being delivered to their Patients in some of the most common chronic and acute illnesses.CAHPSConsumer Assessment of Healthcare Providers and Systems.and Patients to report on and evaluate their health care experiences in different settings. Surveys cover topics important to consumers and focus on those aspects of quality that consumers are best qualified to assess.Its purpose is to advance our understanding of Patient experience with health care.To simplify, the survey is a standardized tool to measure Patients' perception of care provided by physicians in an office setting.HOSWhat is key to consider when looking at the HOS measures is how inter-related they all are. For example, chronic pain which is included in the physical health measure has an enormous impact on Patient mental health.  Of if someone has a fall, we need to consider impacts on all aspects of health.  And maintaining physical strength through physically activity as we age positively impacts nearly all areas of Patient health. 
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Cross-Walking Patient’s Health

*

*

* *

*

PHYSICAL HEALTH

ACCESS TO CARE

PROVIDER 
RELATIONSHIP

MENTAL HEALTH
PATIENT 

ACTIVATION

Screen Assess Intervene Follow Up

Presenter
Presentation Notes
Facilitator Notes for Workshop: Print this handout and use for large “post-it” note activity Use the notes below to prompt participation and critical thinking on how to address Charlotte’s concerns and Care needs.  Functional Status: Question:  How do you think HEDIS, HOS, CAHPS relate to a Patient’s health statusBasic activities of daily living (BADL) – the ability to perform basic self-care tasks – Examples: eating, dressing, bathing, toileting Instrumental (intermediate) activities of daily living (IADL) – the ability to live independently – Examples: housework, laundry, transportation Advanced activities of daily living (AADL) – the ability to fulfill societal, community, and family roles, and participate in recreational or occupational tasksIn older adults, functional status predicts mortality, health care costs, nursing home placement and other outcomes.  Our ability to perform daily tasks greatly impacts the perception of our health.  Now, keeping functional status in mind, let’s look at what may impact Beth’s overall health, and her perception of her health.  Mental Health: Beth lost her husband, which could lead to mental health issues, such as depression, fear, anxiety, and withdrawing socially. Physical Health: When people are emotional distraught negative perceptions are amplified, and they rate their health as poorer than their peers.  These negative perceptions can lead to further functional decline.  Not being able to do the activities that we used to do, such as running or skiing can further impact the Patients negative perception of their health. Lack of physical ability or motivation to engage in physical activities can further impact depression. Addressing Patient health involves considering multiple areas covering both physical and mental aspects of health.  We introduced several different acronyms to you today (HEDIS, HOS, CAHPS),by talking to Beth about the important HOS measures (Falls, bladder control, physical activity and mental health), we not only positively impacting Beth's overall health, we impact Patient satisfaction, Patient experience, and overall health plan and medical group ratings.  HOS measures represent important aspects of Patient health. They drive Patient physical and mental health so we can’t really separate them.  Someone who is socially isolated due to concerns about bladder leakage may be more depressed, more likely to think his or her health is poor, is probably less likely to exercise and may be at increased risk for falling if trying to hurry to the toilet. Access to Care: In addition, the social determinants of health add another layer that can impact Patients health and make assess to care more challenging.  Different Patients are going to need different levels of assistance to gain access.  Once size does not fit all.  For example, with Beth, she is grieving.  Looking at her access due to depression may be different than a Patient who does not have  permanent address.  Access for each Patient varies, and our care and attention needs to vary as well.  (it may be appropriate for you to use an example of a Patient in your office or demographics).Provider Relationship: When a provider pays attention and listens to their Patient, positive outcomes are much more likely to occur.  Having a relationship with you, the provider is essential for Beth to manager her health.  With that positive relationship, she gains trust in your office, your staff, and your care plan.  She will listen and follow what you say, which will give her confidence in her treatment plan, and her ability to follow it.Patient Activation: Patient activation is ensuring that Patients have the knowledge, skills and confidence in managing their own health care.  Bear in mind, many factors influence Patients level, or ability to manage their care.  With Beth, the loss of her husband could impact her level of activation into her own care.Now let’s think about Charlotte… …. Discuss how topics impact her access, health, and outcomes  
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CASE STUDY: Meet Charlotte

Presenter
Presentation Notes
Briefly show photo of your patient.  



SCAN Health Plan confidential and proprietary information. © 2019 SCAN Health Plan. All rights reserved.

CASE STUDY: Health History and Symptoms

4 Strokes

• Hypertension
• High cholesterol

Osteoarthritis

• Right knee 
weakened

• Refused knee 
replacement

• Carpal tunnel in
both wrists

2 falls in 
12 months

• Walks with 
shuffled gait

GI bleed

• 2 week 
hospitalization

• Contracted 
pneumonia in 
hospital

Hemoglobin 
is 8.0

• Slight shortness of 
breath

Severe 
bruising

• On all 4 
extremities

Overactive 
bladder

• Severe 
constipation

Presenter
Presentation Notes
Four strokes: Has hypertension and high cholesterolOsteoarthritis: Right knee weakened (refused knee replacement); has carpal tunnel in both wristsTwo falls in past 12 months: Walks with shuffled gaitRecent GI bleed with two-week hospitalization:  Contracted pneumonia in hospitalHemoglobin is 8.0 and has slight shortness of breathSevere bruising on all four extremitiesOveractive bladder and severe constipation
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 Prescriptions for:
• Cholesterol
• Anticoagulant
• Anti-hypertensive
• Anti-hypertensive
• Anti-infective against UTI
• Overactive bladder

 Quarterly steroid shots to 
both wrists and right knee

 Over the Counter: 
• Tylenol - pain reliever

– Refuses to take 
anything stronger

• Constipation products
– Daily combination of 

Miralax, Senna, 
Senocot, Magnesium 
citrate and/or probiotics

CASE STUDY: Medications
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CASE STUDY: Physical Condition

Personal 
Care

• Needs stand-by 
shower 
assistance

• Has shower chair, 
but doesn’t like it

• Requires help 
putting on socks 
and shoes

Daily Living

• Used to host 
dinners/parties

• Can only do 
minimal cooking

• Does not have 
upper body 
strength to carry 
heavy items

• Family installed 
fireman’s lockbox 
for emergencies 
with DPOA and 
5 Wishes

Mobility

• Used a cane until 
recent 
hospitalization

• Now reluctantly 
uses walker

• In-home physical 
therapy with 
prescribed daily 
exercises

Hearing 
and Vision

• Often can’t hear 
phone when it 
rings

• Wears aids but 
doesn’t like them

• Blind in left eye

• Limited vision in 
right eye

• Wears glasses
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CASE STUDY: Social Environment

Family Physical Status

• Married 67 years; widowed for 6 years
• Traveled with husband every year 

on long road trips
• 6 children, 15 grandchildren, 6 great-

grandchildren
• All live out of state, except 1 son

• Has few living family members and 
friends within the same age

• 90 lb labrador retriever (walked by a 
dog-walking service)

• Does not drive
• Has a companion 4 days a week

• ADL assistance, some laundry and 
cleaning, shopping, doctor 
appointments
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 “Olympic-level” shopping

 Reading the newspaper and large-print books daily

 Playing bridge three times a week at a senior center
• Driven there by her 75-year-old friend

 Talking on the phone
• Although she can’t always hear the conversation

 Watching favorite old movies on TV
• So much so she has memorized the dialogue

CASE STUDY: Hobbies
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Cross-Walking Patient’s Health

*

*

* *

*

PHYSICAL HEALTH

ACCESS TO CARE

PROVIDER 
RELATIONSHIP

MENTAL HEALTH
PATIENT 

ACTIVATION

Screen Assess Intervene Follow Up

Presenter
Presentation Notes
Remind group of this slide and the importance of how these are all interconnectedIntroduce each facilitator, and the topic they will be discussingInstructions: Keeping HEDIS, HOS and CAHPS in mind please identify the interventions that you would recommend to meet these questions or measures at their highest levelOur goal is for you to understand how HOS and HEDIS connect to demonstrate quality and outcomes with five star. In the groups you will be thinking of what measure and what HOS questions go together, and how would you manage that conversation, whether in person or on the phone to connect the dots for the Patients to improve outcomes and the HEDIS and HOS scoresCase Study - CharlotteExample, how do you rate your health How do we talk to our Patients, or what types of tools and interventions can you use throughout the year to meet these measures at the highest (Score) quality possible.  Report backTopicTop 3 Challenges for each measure based on topicTop 3 Solutions/recommendations measure based on topicGroup question – are there other interventions you might applyRolesFacilitator (assigned) – review the topic, give details and how it might affect falls, UI, mental and physical healthScribeTimerPresenter
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 Monitoring Physical Activity
 Improving and Maintaining Physical Health
 Improving Bladder Control
 Reducing Falls
 Improving and Maintaining Mental Health

HOS Survey

14
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HOS - Monitoring Physical Activity

Measure Description Percent of senior health plan patients who discussed exercise 
with their doctor and were advised to start, increase, or maintain 
their physical activity during the year. 

Metric The percentage of sampled Medicare patients 65 years of age or 
older (denominator) who had a doctor’s visit in the past 12 
months and who received advice to start, increase or maintain 
their level exercise or physical activity (numerator). 

Question 1 In the past 12 months, did you talk with a doctor or other health 
provider about your level of exercise or physical activity? For 
example, a doctor or other health provider may ask if you 
exercise regularly or take part in physical exercise.

Question 2 In the past 12 months, did a doctor or other health provider 
advise you to start, increase or maintain your level of exercise or 
physical activity? For example, in order to improve your health, 
your doctor or other health provider may advise you to start taking 
the stairs, increase walking from 10 to 20 minutes every day or to 
maintain your current exercise program.

Presenter
Presentation Notes
Facilitator Notes for Workshop: Print this handout and use for large “post-it” note activity Review measures, Metric and Questions so that participants know what is expected of them.  
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HOS - Monitoring Physical Activity

Presenter
Presentation Notes
Facilitator Notes for Workshop: Print this handout and use for large “post-it” note activity 



SCAN Health Plan confidential and proprietary information. © 2019 SCAN Health Plan. All rights reserved.

So
lu

tio
ns

1

2

3

HOS - Monitoring Physical Activity

Presenter
Presentation Notes
Facilitator Notes for Workshop: Print this handout and use for large “post-it” note activity 
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HOS - Monitoring Physical Activity

Presenter
Presentation Notes
Facilitator Notes for Workshop: Print this handout and use for large “post-it” note activity 
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Challenges 1

2

3
Solutions 1

2

3
Level Setting 
Expectations

HOS - Monitoring Physical Activity

Presenter
Presentation Notes
Facilitator Notes for Workshop: Participant handout to be used along-side group activity.
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Activity
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HOS - Improving and Maintaining Physical Health

Measure 
Description

Percent of all senior health plan patients whose physical health 
was the same or better than expected after two years.

Metric The percentage of sampled Medicare Patients 65 years of age or 
older (denominator) whose physical health status was the same or 
better than expected (numerator).

Question 1 In general, would you say your health is: Excellent? Very good? 
Good? Fair? Poor?

Question 2 Does your health now limit you in activities you might do during a 
typical day, such as moving a table, pushing a vacuum cleaner, 
playing golf or climbing a flight of stairs? If so, how much?

Question 3 During the past four weeks, have you accomplished less than you 
would like or been limited in your work or other regular daily 
activities as a result of your physical health?

Question 4 During the past four weeks, how much did pain interfere with your 
normal work (outside the home and housework)?

Presenter
Presentation Notes
Facilitator Notes for Workshop: Print this handout and use for large “post-it” note activity Review measures, Metric and Questions so that participants know what is expected of them.  
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HOS - Improving and Maintaining Physical Health

Presenter
Presentation Notes
Facilitator Notes for Workshop: Print this handout and use for large “post-it” note activity 
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HOS - Improving and Maintaining Physical Health

Presenter
Presentation Notes
Facilitator Notes for Workshop: Print this handout and use for large “post-it” note activity 
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HOS - Improving and Maintaining Physical Health

Presenter
Presentation Notes
Facilitator Notes for Workshop: Print this handout and use for large “post-it” note activity 
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Challenges 1

2

3
Solutions 1

2

3
Level Setting 
Expectations

HOS - Improving and Maintaining Physical Health

Presenter
Presentation Notes
Facilitator Notes for Workshop: Participant handout to be used along-side group activity.
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HOS – Reducing the Risk of Falls

Measure 
Description

Percent of senior health plan patients with a problem falling, 
walking, or balancing, who discussed it with their doctor and got 
treatment for it during the year. 

Metric The percentage of Medicare patients 65 years of age or older who 
had a fall or had problems with balance or walking in the past 12 
months (denominator), who were seen by a practitioner in the past 
12 months and who received fall risk intervention from their current 
practitioner (numerator).

Question 1 A fall is when your body goes to the ground without being pushed. 
In the past 12 months, did you talk with your doctor or other health 
provider about falling or problems with balance or walking?

Question 2 Did you fall in the past 12 months?

Question 3 In the past 12 months have you had a problem with balance or 
walking?

Question 4 Has your doctor or other health provider done anything to help 
prevent falls or treat problems with balance or walking?

Presenter
Presentation Notes
Facilitator Notes for Workshop: Print this handout and use for large “post-it” note activity Review measures, Metric and Questions so that participants know what is expected of them.  
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HOS – Reducing the Risk of Falls

Presenter
Presentation Notes
Facilitator Notes for Workshop: Print this handout and use for large “post-it” note activity 
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HOS – Reducing the Risk of Falls

Presenter
Presentation Notes
Facilitator Notes for Workshop: Print this handout and use for large “post-it” note activity 
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HOS – Reducing the Risk of Falls

Presenter
Presentation Notes
Facilitator Notes for Workshop: Print this handout and use for large “post-it” note activity 
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Challenges 1

2

3
Solutions 1

2

3
Level Setting 
Expectations

HOS – Reducing the Risk of Falls

Presenter
Presentation Notes
Facilitator Notes for Workshop: Participant handout to be used along-side group activity.
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HOS - Improving Bladder Control

Measure Description Percent of senior health plan patients with a urine leakage problem 
in the past 6 months who discussed treatment options with a 
provider. 

Metric The percentage of Medicare patients 65 years of age or older who 
reported having any urine leakage in the past six months 
(denominator) and who discussed treatment options for their urinary 
incontinence with a provider (numerator). 

Question 1 Many people experience leakage of urine, also called urinary 
incontinence. In the past six months, have you experienced leaking 
of urine?

Question 2 During the past six months, how much did leaking urine make you 
change your daily activities or interfere with your sleep? 

Question 3 Have you ever talked with a doctor, nurse or other health care 
provider about leaking of urine? 

Question 4 There are many ways to control or manage the leaking of urine, 
including bladder training, exercises, medication and surgery. Have 
you ever talked with a doctor, nurse or other health care provider 
about any of these approaches?

Presenter
Presentation Notes
Facilitator Notes for Workshop: Print this handout and use for large “post-it” note activity Review measures, Metric and Questions so that participants know what is expected of them.  
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HOS - Improving Bladder Control

Presenter
Presentation Notes
Facilitator Notes for Workshop: Print this handout and use for large “post-it” note activity 
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HOS - Improving Bladder Control

Presenter
Presentation Notes
Facilitator Notes for Workshop: Print this handout and use for large “post-it” note activity 
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HOS - Improving Bladder Control

Presenter
Presentation Notes
Facilitator Notes for Workshop: Print this handout and use for large “post-it” note activity 
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Challenges 1

2

3
Solutions 1

2

3
Level Setting 
Expectations

HOS - Improving Bladder Control

Presenter
Presentation Notes
Facilitator Notes for Workshop: Participant handout to be used along-side group activity.
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HOS - Improving or Maintaining Mental Health

Measure 
Description

Percent of all senior health plan patients whose mental health was the same 
or better than expected after two years.

Metric The percentage of sampled Medicare patients 65 years of age or older 
(denominator) whose mental health status was the same or better than 
expected (numerator).

Question 1 During the past 4 weeks, have you had any of the following problems with 
your work or other regular daily activities as a result of any emotional 
problems (such as feeling depressed or anxious)? 

a. Accomplished less than you would like as a result of any emotional problems
b. Didn't do work or other activities as carefully as usual as a result of any   

emotional problems

Question 2 How much of the time during the past 4 weeks: 
a. Have you felt calm and peaceful
b. Did you have a lot of energy
c. Have you felt downhearted and blue

Question 3 During the past 4 weeks, how much of the time has your physical health or 
emotional problems interfered with your social activities (like visiting with 
friends, relatives, etc.)?

Presenter
Presentation Notes
Facilitator Notes for Workshop: Print this handout and use for large “post-it” note activity Review measures, Metric and Questions so that participants know what is expected of them.  
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HOS - Improving or Maintaining Mental Health

Presenter
Presentation Notes
Facilitator Notes for Workshop: Print this handout and use for large “post-it” note activity 
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HOS - Improving or Maintaining Mental Health

Presenter
Presentation Notes
Facilitator Notes for Workshop: Print this handout and use for large “post-it” note activity 
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HOS - Improving or Maintaining Mental Health

Presenter
Presentation Notes
Facilitator Notes for Workshop: Print this handout and use for large “post-it” note activity 
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Challenges 1

2

3
Solutions 1

2

3
Level Setting 
Expectations

HOS - Improving or Maintaining Mental Health

Presenter
Presentation Notes
Facilitator Notes for Workshop: Participant handout to be used along-side group activity.
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Report Back

Top 3 challenges 
for each measure 

based on 
“patient focus”

Top 3 solutions/
recommendations 
for each measure 

based on 
“patient focus”

How do we 
level-set patient 
expectations on 

their health?

Presenter
Presentation Notes
NotesAll of these measures are interrelated and should be discussed with each and every one of your senior Patients at least annually. � Consider the Patients’ culture/ethnicity, primary language spoken and understood, and gender identity.�Patients often prefer to speak with someone of a similar gender, language, or ethnicity when discussing sensitive health needs like UI, Mental Health, and chronic condition management.�How do we get our Patients to retain the information we give them?  Providing written instructions, and asking our Patients to “teach back” the information we provided them will help them retain more information, and lead to better health outcomes.�What we need to think about is the level of Patient activation, knowledge, confidence, skills, in how we continue to engage them for a positive relationship with their provider and medical group.  When a Patient feels engaged and connected there is an associated higher outcome for that Patient and a greater likelihood that they will be satisfied. 
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Report Back

Presenter
Presentation Notes
NotesAll of these measures are interrelated and should be discussed with each and every one of your senior Patients at least annually. � Consider the Patients’ culture/ethnicity, primary language spoken and understood, and gender identity.�Patients often prefer to speak with someone of a similar gender, language, or ethnicity when discussing sensitive health needs like UI, Mental Health, and chronic condition management.�How do we get our Patients to retain the information we give them?  Providing written instructions, and asking our Patients to “teach back” the information we provided them will help them retain more information, and lead to better health outcomes.�What we need to think about is the level of Patient activation, knowledge, confidence, skills, in how we continue to engage them for a positive relationship with their provider and medical group.  When a Patient feels engaged and connected there is an associated higher outcome for that Patient and a greater likelihood that they will be satisfied. 
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THOUGHTS?
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