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WellPoint Mission
The WellPoint companies provide health 
security by offering a choice of quality, 
branded health and related financial 
services designed to meet  the 
changing expectations of individuals, 
families and their sponsors throughout 
a lifelong relationship.
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WellPoint Goals Relating to QualityWellPoint Goals Relating to Quality
• Improve outcomes and promote patient 

safety
• Ensure that physicians and hospitals follow

quality standards, promote wellness, improve 
clinical outcomes, increase member 
satisfaction, and use technology to enhance 
communication

• Enhance the quality of care to our members 
by identifying and rewarding physicians who 
excel
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Healthcare Quality AssuranceHealthcare Quality Assurance--
Our Role in WellPointOur Role in WellPoint

• Facilitate the success of WellPoint Business 
Units in their service to payors and individual 
members by the timely recognition of medically 
necessary healthcare services and the elimination 
of unnecessary and non-value added costs

• Optimize the quality of our healthcare networks in 
collaboration with our physician and hospital 
partners

• Assure that patients served by WellPoint 
products receive the information necessary to 
make the best decisions for themselves and their 
families
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• Employers want evidence of cost-
effective, high quality care

• Increased individual focus on quality 
because of questions raised in:
– News reports (Duke, Tenet-Redding, etc.)
– Institute of Medicine studies

• Government is accelerating its 
response to heightened consumer 
concerns

Consumers & Employers Want QualityConsumers & Employers Want Quality
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What is Quality from the Member What is Quality from the Member 
Perspective?Perspective?

Will I see the same doctor(s) when I visit?  Do 
all of my physicians exchange my medical 
history and test results seamlessly?

Continuity:Continuity:

Will I suffer adverse reaction or injury from the 
treatments?

Safety:Safety:

Are there early intervention options?  Was 
there a delay in treatment?

Timeliness:Timeliness:

Are appointments available in a reasonable 
time frame, for initial and follow-up visits?

Availability:Availability:

Is this the best type of care for my condition?Appropriateness:Appropriateness:

How much did my medical condition improve?  Effectiveness:Effectiveness:

Did the treatment plan work?  How many visits 
did it take to reach the right treatment plan?

Efficacy:Efficacy:
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• Consumers increasingly will use quality 
data and cost comparisons to chose 
their providers

• Intensified scrutiny due to:
– News reports (Duke, Tenet-Redding, etc.)
– Institute of Medicine studies

• Physician compensation increasingly 
based on quality of care measures as 
industry shifts away from gatekeeper 
model

Hospitals/Physicians are in the SpotlightHospitals/Physicians are in the Spotlight
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What is Quality from the Physician What is Quality from the Physician 
Perspective? Perspective? 

Is there coordination among physicians?Continuity:Continuity:

Is there compliance with infection control and 
other regulatory activities?

Safety:Safety:

Is care given when it can do the most good?Timeliness:Timeliness:

Are physicians available when the patient 
needs them?

Availability:Availability:

Is this the best type of care for this patient?Appropriateness:Appropriateness:

Did the patient get better?Effectiveness:Effectiveness:

Was this treatment rendered correctly?Efficacy:Efficacy:
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Quality MeasurementsQuality Measurements

• Member and physician satisfaction
• Health outcome studies
• Physician and facility comparison ratings
• Accreditation and regulatory agency 

audits and ratings
• Quality indicators metric set

Quality at WellPoint is measured through 
assessment of:
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Quality and Incentive ProgramsQuality and Incentive Programs
• Physicians are an important health plan 

ally in quality improvement programs
• Incentive programs allow WellPoint to 

communicate quality improvement 
goals to our network physicians

• WellPoint has quality incentive 
programs in most of our health plans
– California – HMO and PPO
– Georgia – HMO
– Missouri – HMO and PPO
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PQIP – Clinical Quality Quality & Incentives
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PQIP – Service Quality Quality & Incentives
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PQIP – Generic Prescribing Quality & Incentives
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PQIP – Clinical Indicator Descriptions Quality & Incentives
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PQIP – Clinical Indicator Descriptions
Quality & Incentives
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SubimoSubimo
• A web-based, interactive quality data 

information tool that offers quality 
measurements and comparisons that 
enable members to:
– Ask better questions
– Make more informed choices
– Gain control over their health care 

decisions
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SubimoSubimo
• Quality data sources

– Publicly available Medicare data
– Hospital Leapfrog reports – hospital safety 

indicators selected through published 
research 

– Outcomes Studies
– Generally accepted hospital satisfaction 

surveys
– California state hospital data base (OSHPD)
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Subimo Subimo -- Welcome PageWelcome Page

Information 
on common 

diseases
Information on 

common medical 
procedures

Screen 
hospital 

based on 
individualized 

criteria

Connect to 
disease or 
procedure 

specific chat 
rooms

Online medical 
encyclopedia 

and links
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Subimo Subimo -- Initial SelectionInitial Selection

Procedure selected 
and Zip code entered
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Subimo Subimo -- Refining CriteriaRefining Criteria

Distance From Hospital 
and Importance Criteria 

Selected
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Subimo Subimo -- Hospital ChoiceHospital Choice

Hospitals Selected
(St. Johns selected off screen)



23

Subimo Subimo -- Hospital ComparisonHospital Comparison
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Subimo Subimo -- Common Procedure ComparisonCommon Procedure Comparison
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Subimo Subimo -- Cost May Be ImportantCost May Be Important
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Subimo Subimo -- Medical Procedure InfoMedical Procedure Info
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Subimo Subimo -- Clinical Decision Tools Clinical Decision Tools 



28

Subimo Subimo -- Questions for PhysiciansQuestions for Physicians
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Conclusions
• Consumers are learning more about healthcare 

quality variations, and they want tools to compare 
and contrast providers

• Healthcare industry is evolving from "delegating" 
quality (to NCQA, URAC and others) to more direct, 
timely, and individual assessments

• The healthcare industry should lead the changes by:
– Promoting use of evidence-based medicine
– Sharing data and information for quality improvement
– Aligning financial incentives to reward clinical best practices 

and quality outcomes
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