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WHO WE ARE

The Office of the Healthcare Advocate
(OHA) was created in 1999 as part of
the Managed Care Accountability

Act. Since then, we've worked with
thousands of policyholders, patients
and families to explain their rights and
responsibilities in a health plan, and to
advocate when they are denied treat-
ment or reimbursement by their health
insurance company. We also focus on
helping consumers to make informed

decisions when selecting a health plan;

and, identifying issues, trends and
problems that may require executive,
regulatory or legislative intervention.

HOW ARE WE DOING?

b e

TERM FOR THE SEASON

Utilization Raview (UR) or
Management (UM) — The heart of
managed care. UR is the process

plans use to decide whether a provided

senvice of its frequency was medically

necessary. Prior authorization (PA) isa

form of UR in which the medical
necessity decision s made by the plan
in advance of a service or treatment.

YOUR PLAN — Click on the link below to learn the

WELCOME TO OHA

It's my pleasure to weleome you to the
inaugural e-newsletter of the State of
Connecticut's Office of the Healthcare
Advocate (OHA). My staff and | are
dedicated to helping pecple navigate the
maze of healthcare and insurance in CT, and
to improving access to high-quality and

OHA

legislation to eliminate bamiers to healthcare access. Since our creation
as an independent agency, we've helped people save over $11 million. |
hope you'll call OHA with your concems and requests.

Kevin Lembe
State Htalt.‘ncz Advocate

— FEATURED LEGISLATOR

Senator Andrew Roraback represents the

pecple of District 30 — a wide swath of

towns in northwestern Connecticut. His

strong commitment to healthcare means that

he refers many of his constituents to OHA,

and has supported numerous pieces of

consumer oriented managed care legislation. He told us
recently, *| am truly appreciative of the fine work OHA does for
individuals facing overwhelming medical circumstances who
must do battle with insurers. The assistance you provide
makes a real difference in outcomes and your user friendly
customer senvice is of encrmeous value.” Thank you Senator
Roraback! (Above right: Sen. Roraback and Vicki Vellri, DHA
General Counsel and legisiative liaison, discuss a recent
referral )

Fight for Your Rights

While OHA opens about 2,000 consumer cases a year —
that's only the tip of the iceberg. There are a reported
50,000 denials by health insurers each year in CT, but
only 5% are appealed! Whether you're denied coverage
for surgery, prescription drugs, mental health visits ora
hospital stay, you should appeal. Often a denial is a sim-
ple mistake that would never be comected without an ap-
peal. You might even have an opportunity to present
your case personally to a review panel at the insurer's
offices. You should always involve your provider in your
appeal, since your provider knows you and your medical
condition best. Take advantage of your right to appeall It
might be the di lif ing and
foregoing care.

ASK US

Why does my insurance company say that my treat-
ment isn't medically necessary when my doctor says
itis?

“Medical necessity” is the crux of insurance dedsions.
Medical necessity is defined in state law and in your in-
surance plan. Your plan uses the definition to create cri-
teria in order to approve or deny coverage for a sendce.
(Check your plan's definiticn of medical necessity.) OHA
wants your provider's treatment decisions to be given
legal deference and we will continue to advocate for that
recognition,

LINKS

differences between HMO, PPO and POS plans. There are major

and the availability and cost of out-of-network services.

APPEALS — Want some more tips on appeals? Gel some tips on preparing for an appeal and read about the
difference appeals can make by clicking here:
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DYING for COVERAGE—Read state officials’ i icut portion of the FamiliesUSA
report series:
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