Quality Improvement program
How we measure up
At Anthem Blue Cross (Anthem), we focus on helping our
members get healthy and stay healthy. To help us serve you
the best we can, each year we look closely at the medical care
and programs you use. We measure their quality and safety.
The results tell us what is working best to help improve our
members’ health. Plus, they tell us where we should take action.
The process of ﬁguring out how to improve your care is called
the Quality Improvement program.

What we
focus on
Chronic disease and prevention: We look
at chronic health problems like asthma,
heart disease and diabetes. We also look at
how to prevent disease through checkups,
shots and screenings.
Behavioral health: We review behavioral
and mental health problems like substance
abuse, depression and disorders of
the mind. We explore how doctors and
therapists can best work together for the
patient. We help them to be aware of all
treatments being administered.
Patient safety: We research the best ways
to prevent and reduce medical errors.
Coordinating care: We have programs to
help you and your providers work together
to manage your care.
Community health: We have programs that
support commitment to your needs and
make a difference in people’s lives.

Service quality: We care about what
our members have to say about their
satisfaction with their medical care, delivery
of care, their doctors, our health plan and
service we deliver. We evaluate member
and provider feedback about our service
for determining areas of improvement.
Care management for members with
serious health problems: We look into how
well we serve members who need the most
care. We help them learn how to use their
health plan and follow their own care plan.

How we measure
We test how we are doing by using
a tool from an outside group of
experts. The group decides what
to measure and how to measure it.
One tool is called the Healthcare
Effectiveness Data and Information
Set, or HEDIS®.1 HEDIS measures
the quality of many kinds of care.
Almost all American health plans
use HEDIS to measure care and
service. We run the test each year
to ﬁnd out where we can improve
our service.
We also use a survey that asks
patients how happy they are with
their care, plan and doctors. It’s
called the Consumer Assessment of
Healthcare Providers and Systems
(CAHPS®) survey.2 CAHPS asks if you
got the care you need, how easy
it was to see the doctor and if the
health plan gave you good service.
Plus, we get data from other surveys
and tools. All this tells us what to
focus on for the next year.

1 HEDIS® is a registered trademark of the National Committee for Quality Assurance (NCQA).
2 CAHPS® is a registered trademark of the Agency for Healthcare Research and Quality (AHRQ).

What we learned
HEDIS and CAHPS
Each year, HEDIS and CAHPS report on the past year. The
results below tell us how we did in 2013.

About your health plan
More adult members:
Took their medication for depression as prescribed.
}}Followed their treatment plan and medications better
after having a heart attack.
}}Received the ﬂu shot.
}}

More children:
Were immunized against diseases.
Had a checkup with their doctor to stay healthy.

}}
}}

More members:
Had an easier time getting an appointment with a specialist.
Were able to get the care and tests they needed easily.
}}Reported their personal doctors were aware of the care they
received from other health providers.
}}
}}

And there’s more good news
We also got high marks on accreditation surveys, audits
to comply with laws, health training and working together
to improve health.

Quality Improvement goals
This year, we want to make sure that:
members get quality health care and service.
˚AllWeour
understand all our members’ cultures and languages.
˚We work
the health of our members.
˚We help ourto improve
members stay well and manage their health care needs.
˚

How all this helps you

We care about what our members think of the care
they get and our service. Plus, we want to know how
we compare to other health plans. Finding out how we
measure up helps us improve the quality of your care. And
that helps us serve you better. We focus on helping you
because your health is important to us.
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