Honorable M. Jodi Rell, Governor

Members of the Insurance & Real Estate Committee, CGA

Member of the Public Health Committee, CGA

State Capitol

Hartford, Connecticut  06106




Re:
Office of the Healthcare Advocate





Annual Report Letter, 2005
Governor Rell and Distinguished Members of the General Assembly:

I am pleased to report on the activity of the Office of the Healthcare Advocate for calendar year 2005 pursuant to CGS 38a-1050.

Mission

The mission of the Office of the Healthcare Advocate is to assist consumers with healthcare issues through the establishment of effective outreach programs and the development of communications related to consumer rights and responsibilities as members of managed care plans.  The office focuses on assisting consumers to make informed decisions when selecting a health plan; assisting consumers to resolve problems with their health insurance plans; and, identifying issues, trends and problems that may require executive, regulatory or legislative intervention.

Education & Outreach 

· In 2005, together with the introduction of the new agency name and logo, OHA launched an awareness campaign entitled “Now You’ll Be Heard.”  Through paid radio and outdoor advertising, as well as free-media (interviews, etc.) OHA sought to increase awareness of the services offered.

· In partnership with the Office of the Secretary of State, and in an attempt to ease compliance with CGS 38a-1046, OHA is communicating with 265,000 businesses registered in CT with information about the agency and a small poster that encourages employees to call if they require assistance.  This campaign began in 2005 and will continue through the summer of 2006.

· Presentations were offered or program marketing occurred with the American Cancer Society, the Leukemia & Lymphoma Society, the Family Support Council, CT Legal Services, Benefit Brokers, AFL-CIO, Chiropractic Association, Middlesex Hospital, AIDS Residence Coalition, American Academy of Pediatrics, CT Medical Society, New Britain Community Health Center, NASW, Tower One/Tower East New Haven, and the American Academy of Professional Coders.

· OHA participated in information fairs hosted by the Connecticut Bar Association, the National Association of Social Workers, and Infinity Radio.  The Infinity Radio Women’s Fair was held at the Convention Center, was free to the public, and welcomed almost 5,000 visitors.

Consumer Affairs

	TOTAL COMPLAINTS

2001 thru 2005



	Year
	Number of Complaints Processed

	2005
	1,597

	2004
	1,586

	2003
	1,083

	2002
	723

	2001
	800


These complaints fall into a few major issue categories:

	COMPLAINTS BY ISSUE (General)



	
	2004
	2005
	Trend

	Treatment/Service Denied, Covered
	17 %
	20.5 %
	(

	Problems with Benefit Design
	14 %
	7.3 %
	(

	Billing Problem
	13 %
	10.1 %
	(

	Treatment/Service Denied, Not Covered
	7 %
	6 %
	(

	Education/Counseling (Patient)
	6 %
	9 %
	(

	Enrollment/Eligibility Questions
	6 %
	8.5 %
	(

	Claim Denied (Provider)
	6 %
	4.8 %
	(

	Poor Customer Service
	4 %
	3 %
	(

	Other *
	27 %
	30.8 %
	


(*Note: “Other” category includes: Reaching Benefit Maximums, Doctor Not in Plan, and Inconsistent Responses from Carrier, among others.)

	COMPLAINTS BY SERVICE CATEGORY



	
	2004
	2005
	Trend

	Mental Health
	28 %
	23.3 %
	(

	General Medical
	21 %
	16.1 %
	(

	Pediatrics
	11 %
	8.2 %
	(

	Surgical
	9 %
	6.3 %
	(

	Orthopedics
	4 %
	4.6 %
	(

	Pharmacy
	3 %
	3.9 %
	(

	Physical Therapy
	3 %
	1.6 %
	(

	Oncology
	2 %
	5.5 %
	(

	Geriatrics
	2 %
	3.9 %
	(

	Other
	17 %
	26.6 %
	


Research

The Center for Research & Public Policy of Trumbull conducted a survey, on behalf of the Healthcare Advocate, of 400 Connecticut residents (margin of error +/- 5%) who belong to private managed care plans. 

Getting and keeping healthcare coverage once again topped the list of concerns for Connecticut residents.  The study, designed to collect input on satisfaction, problem resolution and service awareness from a sampling of the millions of CT residents in managed care plans, revealed several significant issues.

High prices, a changing insurance marketplace, and more complicated financing mechanisms have added to the anxiety CT residents are feeling about their healthcare.  Once consumers are able to access health insurance, either individually or through their employer, most understand how their co-pay, deductibles and prescription coverage work.  Overall satisfaction with the health plans operating in Connecticut has increased.

Highlights of the survey:

· 79% of respondents in private managed care plans expressed concerns about healthcare -- ahead of taxes, education, crime, terrorism and employment.

· 73% of respondents said they had used their health insurance within the past 3 months.

· 89% used their coverage for primary care and 72% for routine dental – this is great news for prevention.  Hospital and Emergency Room care were down slightly from the survey conducted by this office in 2002.

· The lowest levels of awareness were centered on “COBRA” benefits and mental health coverage (although, awareness about mental health coverage rose 8 points from 2002).

· Consumers responded that their health insurance plans do a good job in: processing claims and explaining benefits.  

· Almost 1 in 5 people surveyed said that their insurance company had changed a treatment plan or objected to needed care.

Public Policy

OHA co-hosted a policy briefing with the Connecticut Insurance Department and the non-profit Connecticut Health Policy Project on the changing health insurance marketplace.  The briefing, for legislators, policy makers and advocates, was held on October 25, 2005 in the Legislative Office Building.

The briefing entitled “If It Sounds Too Good To Be True…” addressed issues related to Health Savings Accounts (HSAs) and Medical Discount Cards in the new era of Consumer-Driven Healthcare.  Nationally recognized health insurance expert Mila Kofman, Assistant Professor at the Health Policy Institute, Georgetown University, was the keynote speaker.

Additionally, OHA has been active on a number of legislative issues in both Hartford and Washington, DC. 

Budget

The Office of the Healthcare Advocate is authorized for 4 full-time staff (the Healthcare Advocate, the Director of Consumer Affairs, General Counsel, and a Secretary).  

The independent OHA is funded through the State’s Insurance Fund.  The Insurance Fund is funded through assessments on Connecticut’s domestic insurance companies.


Agency Budget Summary

MCO39400, Office of the Healthcare Advocate, 12004 Insurance Fund







06-07

Personnel Service

$

387,193

Fringe Benefits



140,528

Other Expenses



141,971

Indirect Overhead



  19,643

Equipment




    1,200

Agency Grand Total

$

690,535

If I can provide additional or specific information to you or your staff, please contact the office.  Thank you for your interest in, and support of, our efforts.

Sincerely,

Kevin P. Lembo

State Healthcare Advocate

cc:
Susan F. Cogswell, Insurance Commissioner


Clerk of the Senate


Clerk of the House


State Librarian


Office of Legislative Research

