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You Make the Call

Wouldn't it be great if your employees could pick up the phone and speak
with a specially trained health care professional — such as a nurse, dietitian
or respiratory therapist — any time day or night, any day of the week, with
any health care questions they might have?

Well, they can. At BCBSNC, we believe it’s important for your employees to

take charge of their health and work closely with their doctor to make the
decisions that are best for them. That's why we offer access to specially
trained nurses.

For many health care consumers, the wealth of medical information that is
available can be both a blessing and a burden. What may be the perfect
treatment option for one patient may not work for another. For example, some
people with back pain get relief from taking medications and exercising, while
other people may choose surgery. Similarly, women with early stage breast cancer
are generally presented with the choice of having their breast removed
(mastectomy) or having only the cancerous lump of tissue removed (lumpectomy)
and also undergoing radiation. While it may seem like it’s good to have choices,
sometimes it can be tough to figure out what to do and how to communicate your
preferences to your doctor.

That’s where specially trained nurses can help. They can help your employees
understand their health condition, provide reliable information about treatment
options, and help them think through their decisions.

These professionals do not take the place of a doctor, but they can support the
patient/doctor relationship and prepare your employees to have more productive
discussions with their doctor. To talk to a specially trained nurse, members can call
Health Line Blue™' at 1-877-477-2424.

Help your employees make good health care decisions. Encourage them to call
Health Line Blue when they need:

[ Caring support from someone who has the time to listen to them and answer
their questions.

[ Support and information on managing chronic illnesses such as diabetes,
asthma and heart failure.

[ Information about a medical test, procedure or surgery.
[ In-depth information about treatment options for complex medical issues.

[ Help in making the most of their health care provider visits.

For Your Convenience

How to reach our regional offices:

WESTERN REGION
CHARLOTTE REGIONAL OFFICE

8701 Red Oak Blvd., 3¢ Floor
Charlotte, NC 28217
704-561-2700

HICKORY REGIONAL OFFICE

1930 3 Avenue Lane SE
Hickory, NC 28602
828-431-3100

TRIAD REGION
TRIAD REGIONAL OFFICE

2303 W. Meadowview Road,
Suite 200

Greensboro, NC 27407
336-316-5300

TRIANGLE REGION
RALEIGH REGIONAL OFFICE

2501 Aerial Center, Suite 200
Morrisville, NC 27560
919-765-4600

EASTERN REGION
GREENVILLE REGIONAL OFFICE

100 Fox Haven Drive
Greenville, NC 27858
252-931-7200

WILMINGTON REGIONAL OFFICE

2005 Eastwood Road, Suite 201
Wilmington, NC 28403
910-509-0600

NATIONAL
ACCOUNTS-HEADQUARTERS

5901 Chapel Hill Road,
ET400-2" Floor
Durham, NC 27707
919-765-2498



BCBSA Study Shows Consumers Want Information
To Help Them Make Health Care Treatment Decisions

More than 60 percent of American consumers have
searched for information to help them make
treatment decisions in the last 12 months with about
one-third saying the information they found affected
their treatment choices or their choice of a health
care facility, according to a recent RAND Corporation
report released by the Blue Cross and Blue Shield
Association (BCBSA). The report includes a national
survey of more than 4,300 consumers.

This report demonstrates that health care consumers
are actively seeking information about the best
medical care options for themselves and their
families. The report also demonstrates that
consumers want more information to help make
their health care choices and how appropriate
decision-support tools can impact their decision-
making process.

According to the survey, 52 percent of consumers
said they wanted to make the final treatment decision
for themselves or a family member. 38 percent said
they wanted to make the decision together with their
doctors. Consumer interest in more active care
decision-making further increases the need for
effective health care decision-support tools. Over
time, providing information to consumers and
realigning incentives to promote quality care leads to
higher consumer satisfaction, better health care
outcomes and greater affordability. In short, better
knowledge leads to better and more affordable care
for consumers.

Consumers Are Seeking Greater Knowledge

With consumers increasingly being asked to take a
more active role in their health care, much of the
public focus has been on information about
prevention and healthy lifestyle choices. However, the
RAND report looks specifically at how consumers use
information when making critical care decisions for
themselves and their families.

The report provides a glimpse at how much demand
there is for clinical decision-support tools, as well as
the potential for improving patient satisfaction and
quality. More than 60 percent of the people surveyed
said they searched for medical information for
themselves or a family member at some time in the
past year. Almost all of these people had a specific
condition requiring a treatment decision. It is also
interesting to note that of the 40 percent of the
people surveyed who had not searched for
supporting information in the last year, 94 percent
said they would search for information to support
their treatment choice should they or a family
member need medical care.

As part of the study, RAND reviewed existing
literature on how treatment decision tools affect
treatment behaviors. They found that patients using
decision aids are more likely to make more
conservative treatment choices. For example, cardiac
revascularization rates were lower among patients
exposed to decision-support tools. More detailed
information had an even greater impact, as RAND
discovered that back surgery rates were lower among
patients exposed to more detailed information than
patients exposed to simpler decision aids.

(Continued on page 7)




BCBSA Study Shows Consumers Want Information
To Help Them Make Health Care Treatment DeciSions (continued from page )

Information Changes Behavior and Saves Money

About 70 percent of consumers surveyed said they
turn to the Internet most often to find the information
they need to make treatment decisions. About 60
percent said they also go to their doctor. This is a
clear indication that we should empower consumers
to become better informed when making critical
health care decisions. The challenge for physicians,
hospitals and payers is to provide information to
consumers in an easy-to-use format that helps them
understand their treatment choices. This report shows
us that there are significant opportunities to build
upon the quality and affordability initiatives that
already exist within our health care system.

In crafting the report, RAND researchers also created a
matrix to evaluate the types of patient-driven clinical
decisions that can increase patient satisfaction,
improve outcomes and in the process provide greater
affordability. For example, RAND reported that
information to address the under-use of effective
medical care such as beta blockers, ACE inhibitors or
statins, collectively could save as many as 70,000 lives

and save the health care system as much as $5 billion
in the first year.

If you would like more information about this study
or would like to download the RAND report and
related materials, please visit the BCBSA’s Web site at
bcbshealthissues.com/events/rand.

-1

This article is based on a BCBSA press release issued on
March 24, 2005.

Free Flu Shots
for BCBSNC Members

Beginning October 1, all Blue Cross and Blue Shield of
North Carolina (BCBSNC) members may receive a free
flu shot subject to the availability of the vaccine this
year and per the guidelines of the Centers for Disease
Control and Prevention.

We will also be offering on-site free flu shot clinics at
large employer group worksites. We will begin the
process of working with employer groups soon to set
up these on-site clinics.

BCBSNC members who work for smaller employer
groups may receive a free flu shot at one of more than
700 North Carolina retail pharmacies and grocery stores
across the state. To find out when and where free flu

shots will be available in a particular area, BCBSNC
members can go online to becbsnc.com or call a special
toll-free number, which we will share with members
and accounts before the program launch on October 1.

Members may still receive flu shots from their
physician, subject to the availability of the vaccine. In
most cases, members with preventive care benefits will
not be charged for receiving a flu shot from their
physician. However, some members may be charged
an office visit copayment, depending on their specific
benefits.  We encourage members to check their
BCBSNC benefit booklet to see what preventive care
benefits are available to them.
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