
Did you know that there are over 500,000 Hispanics
in North Carolina?  By 2014, that number will double
to more than 1 million, which translates into more
than one out of 10 North Carolina residents.  And
making sure that your Hispanic employees
understand their health care benefits can be quite a
challenge if there is a communication barrier.  That’s
why Blue Cross and Blue Shield of North Carolina
(BCBSNC) has a Spanish-speaking Sales Support
Team available to assist you and our Sales staff at
open enrollment.

Just contact your BCBSNC account manager to set 
up a separate meeting area or time for your 
Spanish-speaking employees when it’s time for 
your company’s open enrollment.  You can also
check with them about how to obtain Spanish 
benefit highlights, which are available for all 
BCBSNC products.  

And remember to let your Hispanic BCBSNC
members know that BCBSNC’s Customer Service
Department has Spanish-speaking representatives

available to assist them with their benefit questions.
They can call 1-877-258-3334 and select the Spanish
option for assistance during our regular business
hours of 8 a.m. to 6 p.m.

¿Habla Español?  ¡No Problema!
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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 BlueSM1 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.

According to the National Heart, Lung and Blood
Institute, inhaled corticosteroids are the preferred
treatment for controlling persistent asthma.  To
encourage members to comply with this important
part of their asthma management, Blue Cross and Blue
Shield of North Carolina (BCBSNC) is pleased to
announce an enhancement to our Member Health
PartnershipsSM – Asthma program.  

Blue Care®, Blue Choice®, and Blue OptionsSM1

members, who enroll in our asthma program and who
have pharmacy benefits through BCBSNC, can receive
a reduction in their copayment (if applicable) for Tier
2 inhaled corticosteroids*.  They will be able to obtain
these specific medications (listed below) at a more
affordable Tier 1 copayment level.  

In addition to the pharmacy copayment reduction,
members who enroll in our asthma program receive:

❒ Up-to-date information about managing 
asthma symptoms.

❒ Personalized support from a specially trained nurse.

❒ Free peak-flow meters, spacers and other tools to
help them work more effectively with their health
care team.  

Enrolling in the program is easy.  BCBSNC members
can simply call us at 1-800-218-5295 (service is 
also available to Spanish-speaking members) to 
enroll or get more information about the asthma
program, or any of our other Member Health
Partnerships programs.   

*The pharmacy copayment reduction is eligible ten business days after enrollment in

the program.

Rx Copayment Reduction 
for Asthma Program Participants  
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Selected Self-Injectable Drugs 
To Be Excluded From Medical Benefit
Effective October 1, 2005, and upon group renewal,
Blue Cross and Blue Shield of North Carolina will
begin denying specified self-injectable drugs from
coverage as a medical benefit.

Currently, self-injectable drugs are paid if they are
administered in a provider’s office or through the
prescription drug benefit.   With the October 1, 2005,
change, these specified self-injectables will no longer
be covered when administered in a provider’s office.
Members will need to purchase their self-injectable

drugs at a pharmacy.  In situations where a member
may need training on how to self-administer the drug,
they can purchase the drug at the pharmacy and then
take it to the physician’s office for training.  Providers
may bill for administration of the injection in these
specific situations.

The list of self-injectable drugs that will be excluded
from coverage under the medical benefit is available
online at bcbsnc.com.  Please note that the list is
subject to change.  

For Your Convenience
How to reach our regional offices:

WESTERN REGION

CHARLOTTE REGIONAL OFFICE

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

HICKORY REGIONAL OFFICE

1930 3rd 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, 
ET400-2nd Floor
Durham, NC 27707
919-765-2498

• AdvairTM Diskus • Azmacort Inhalation Aerosol

• Beclovent Inhalation Aerosol • Flovent Inhalation Aerosol

• Flovent Rotadisk • Pulmicort Respules

• Pulmicort Turbuhaler • QVAR Inhalation Aerosol

• Vanceril • Vanceril Double Strength

Tier 2 Inhaled Corticosteroids
(Available to Member Health Partnerships – Asthma program enrollees at Tier 1 copayment)



If you’ve visited bcbsnc.com recently, you’ve probably
noticed some big changes. We’ve redesigned our Web
site to give it a whole new look. And, we’ve improved
user interaction with the site too. The end result is a
Web site that visually conveys our company values and
our commitment to our customers.

You’ve seen similar changes across BCBSNC marketing,
from print ads to mailers and plan brochures. When we
tackled the Web, we used customer feedback and
market research to guide our vision. 

Keeping It Simple

We started by updating our design. We’ve taken a bold
new approach to our traditional colors. Our page
layouts employ broad swatches of bright, lively colors.
Paired with liberal use of white space, this open,
simplified design helps our users better navigate the
information we’ve presented. 

We’re keeping it simple by streamlining the content.
The text is shorter, the language more straightforward.
If you’re short on time, we’ve outlined the important
points in the headers. But read on, and you’ll find all
the details. In fact, read the fine print too. We’ve
standardized product and program disclaimers across
all pieces. Plus, we’ve incorporated a glossary function
to define clinical and medical terminology.

The Same, Only Better

You’ll still find all of the great tools and information
you’re used to in the “I’m an Employer” section, but
within a new environment. Updates about innovative,
new BCBSNC programs and services are still just a click
away. You’ll also find your Group Administrator’s
Guide and all of the forms you need to manage your
company’s health plan. This issue and past issues of
Benefits Managements Briefs are also archived in
the “I’m an Employer” section for your future reference. 

Health Care Leader

BCBSNC gets nearly 1.5 million individual visitors on its
Web site each year – approximately 125,000 every
month. Our users can find the most-up-to date
information about our plans, programs and services.
Users also find convenient self-service tools that make
life easier. Members can check claims status, order new 
ID cards or change their policy mailing address – all
via a secured site and from the comfort of their 
own computer. 

We take our roles as a health care leader seriously.
That’s why we continue to enhance our online
resources and our customers’ ability to easily 
access them.  Check back soon for even more
improvements online.

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. 

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

Extreme Makeover: 
bcbsnc.com Gets a New Look  
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Unfortunately, fraud is alive and well in the health
insurance industry – costing anywhere from $35
billion to $60 billion a year, according to a leading
industry group. The good news is that Blue Cross and
Blue Shield of North Carolina’s (BCBSNC’s) Special
Investigations Unit (SIU) is well-versed in the latest
schemes, old tricks and various methods of health
insurance fraud that are attempted against us.

Last year, SIU uncovered more than $5.3 million in
attempted fraud, and they’re on track for about the
same this year. When SIU cracks a case, there can be
many different possible resolutions, including civil or
criminal fines against the perpetrators, jail time or the
decredentialing of a doctor. Their work helps
insurance regulators, law enforcement and other
insurers in the fight against white-collar crime.  Each
incident that is uncovered and stopped saves our
customers money.

How Do They Do It?

As with any police or detective work, SIU looks for
unusual, irregular and recurring patterns that could
indicate wrongful actions. They also rely on others –
including other BCBSNC employees – to alert them.
For example, a Customer Service representative may
notice that the service provided on a claim doesn’t
match the type of provider, and turn it over to SIU. 
Or the North Carolina Medical Board might be looking
into questionable activity by a physician and contact
SIU to work the case together. Some of the most 
common methods of fraud and abuse against health
insurers include: 

❒ Providers billing for medical services that were
never rendered or for more expensive services than
were actually provided. 

❒ Providers performing medically unnecessary
procedures solely for the purpose of generating
insurance payments. 

❒ Members filing claims for services they didn’t
receive or medical supplies they didn’t purchase. 

❒ Providers billing for medical services that 
were actually performed by unlicensed or 
noncovered personnel. 

How Can You Help Stop Fraud and Abuse?

Let your BCBSNC-enrolled employees know that as
members, they can help fight health care fraud by
asking themselves the following questions when they
receive an Explanation of Benefits form from BCBSNC:

❒ Were insurance payments made for medical services
that were not performed?

❒ Were multiple payments made for the same medical
service or treatment?

❒ Was unnecessary treatment or testing done and
then paid on their behalf?

❒ Were insurance payments made for someone who
was not an eligible BCBSNC member?

❒ Was insurance fraud committed in any situation?

If they can answer yes to any of these questions, it’s
important to encourage them to call the BCBSNC
Fraud Hotline at 1-800-324-4963 immediately.  They
can report tips or information to us anonymously.

72

BCBSNC Special Investigations Unit: 
Hot on the Trail of Insurance Fraud

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.

This article is based on a BCBSA press release issued on 

March 24, 2005.

BCBSA Study Shows Consumers Want Information 
To Help Them Make Health Care Treatment Decisions (Continued from page 5)

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 bcbsnc.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.

Free Flu Shots 
for BCBSNC Members
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