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Executive Summary
On September 29, 2010 the Wisconsin Collaborative 
for Healthcare Quality (WCHQ) and the Business 
Health Care Group (BHCG) convened a meeting 
for their southeast Wisconsin provider and employer 
members. The event served as an opportunity for 
employers and providers to learn about concrete ways 
to actively engage consumers and patients in their 
care.

Guest speakers at the event included Lyn Paget, 
director of policy and outreach of the Foundation for 
Informed Medical Decision Making, Cindy Schlough, 
director of strategic partnership of WCHQ, and 
Coleen Nettesheim, strategic consultant, BHCG at 
Humana.

A new dynamic –  
the engaged health care consumer
If our nation’s health care system is going to 
make substantial strides in improving quality and 
reducing costs, the consumer and patient must 
play a significantly enhanced role in their health 
and health care. Mechanisms and processes must 
be created so patients can become engaged and 
empowered enough to get involved in their care. 
Patients will need their providers to bring them 
fully into the decision making process, creating a 
genuine partnership. Patients will also need access 
to “consumer friendly,” readily understandable and 
accessible publicly reported data allowing them 

to make educated decisions about where to seek 
care. Lastly, their employer and its health plan 
administrator must support consumers’ engagement 
activities by providing understandable information 
and communication materials to help in navigating the 
health care system.

Decision making – the current state
According to Ms. Paget, the present dynamic between 
patient and health care provider as it relates to 
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A participant in the Robert Wood Johnson Foundation’s Aligning Forces 
for Quality initiative to improve health and health care in Wisconsin.

Aligning Forces  
for Quality in Wisconsin
Aligning Forces for Quality is the Robert 
Wood Johnson Foundation’s (RWJF) 
signature effort to lift the overall quality of 
health care in targeted communities, reduce 
racial and ethnic disparities and provide 
models for national reform. In Aligning 
Forces communities, teams of stakeholders 
representing the people who get care, give 
care and pay for care work together toward 
common, fundamental objectives to lead 
to better care. RWJF has committed $300 
million to improving health care at the regional 
and local level. WCHQ has worked with 
Aligning Forces for Quality as one of 17 
community-based organizations around the 
country. 
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medical decision making is not in a balanced state. 
Research conducted for the Foundation for Informed 
Medical Decision Making (FIMDM) shows:

A clinician’s opinion about a course of treatment ●●

significantly outweighs a patient’s opinion in 
reaching a decision. 
A patient’s goals and preferences are generally not ●●

considered. 
Patients, when questioned on their knowledge, did ●●

not have adequate information and the necessary 
understanding to make an informed decision. 

The research confirms that the current process for 
medical decision making does not serve patients 
well. An unbalanced and top down decision making 
process results when a clinician’s recommendation 
outweighs the patient’s opinion, inadequate 
consideration of a patient’s preferences exists and 
patients lack knowledge about their treatment options.

Shared decision making –  
a model for success
Ms. Paget shared FIMDM’s model for creating an 
interactive process between the patient and their 
clinician. The model is based on a true partnership 
between the provider and the patient and:

Engages patients in the decision making process – ●●

the patient needs to be included into the process by 
the clinician.
Provides the patient with accurate and unbiased ●●

information about their choices, including risks and 
benefits – the information must be understandable, 
balanced and adequately address both the pros and 
cons of a treatment approach.
Incorporates the patient’s preferences including ●●

their goals and concerns – their preferences matter 
and are central to the shared decision making 
process.

Implementing the model
Currently FIMDM is funding research into the use 
of decision aids used by providers to assist them 
in creating a cultural of shared decision making. A 
decision aid, typically in the form of printed materials 
and/or a DVD video, is designed to provide the 
patient with up-to-date facts about a particular health 
condition, including the pros and cons of different 
treatment options. The information is intended to help 
the patient prepare to talk to their clinician, so they 
are ready to ask questions and discuss how they 
feel about their options in order to arrive at a shared 
decision.

About the Wisconsin 
Collaborative for Healthcare 
Quality 
Founded in 2003, The Wisconsin 
Collaborative for Healthcare Quality (WCHQ) 
is a voluntary consortium of organizations 
learning and working together to improve the 
quality and cost-effectiveness of healthcare for 
the people of Wisconsin.

WCHQ members represent a diverse and 
dynamic group of healthcare organizations: 
physician groups, hospitals and health plans. 
WCHQ also partners with other organizations, 
including healthcare purchasers, governmental 
agencies, foundations and healthcare 
associations. Its Board of Directors includes 
healthcare providers, purchasers, consumers, 
and healthcare associations.

WCHQ seeks to be a national leader in 
the public reporting of healthcare quality 
measures, one that is respected for its 
integrity and trust, recognized for its 
transparency and inclusive governance, and 
willing to innovate and improve continuously.
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Some initial findings about the use of decision aids 
suggest that:

Patient decision aids work.●●

Both patients and physicians support a shared ●●

decision making process.
Anecdotally, patients find the aids useful in ●●

understanding what is important to them and in 
helping them prepare to talk with their provider.
Patients tend to decline “significant” interventions ●●

when fully informed.
Certain models are demonstrating value and benefit, ●●

although it is too early to quantify savings at this 
point.

Policy advances to support  
shared decision making
The passage of health care reform legislation provides 
new opportunities to advance the adoption of shared 
decision making. Section 936 of the law’s purpose is 
“to facilitate a collaborative process between patients 
and providers…and to incorporate patient preferences 
and values into [a] medical plan.” In addition, the 
Centers for Medicare and Medicaid Services (CMS) 
has been charged with testing innovative provider 
payment models which will pay providers for using 
decision support tools. 

Several states have adopted or are considering 
the adoption of shared decision making legislation, 
making it likely states will move to spread the 
adoption of these tools more quickly than the federal 
government. Wisconsin is well-positioned to lead this 
effort by capitalizing on its existing improvement- and 
collaboration-oriented infrastructure.

WCHQ consumer  
engagement initiatives
WCHQ has long been a national leader in the 
development and public reporting of comparative 
performance measures. However, according to Ms. 
Schlough, the focus has not been on presenting its 

performance measures in a manner that the general 
public could readily use to make health care decisions. 
WCHQ is now adding the reporting of “consumer-
friendly” performance measures to its repertoire. 
A “consumer-friendly” approach to performance 
reporting will have some of the same goals WCHQ 
has always strived to attain (e.g. improved provider 
performance), but will add the goal of assisting 
consumers in their health care decision making. 

While its existing website will maintain the focus of 
reporting comparative performance information geared 

About The Business  
Health Care Group
The Business Health Care Group (BHCG) 
is a membership organization of more than 
1,100 employers and employer groups in the 
11-county region of southeast Wisconsin. The 
BHCG has over 100,000 employees and their 
dependents enrolled in Humana Preferred 
(BHCG) network. 

BHCG’s goal is to support a market-driven 
health care delivery system in Southeastern 
Wisconsin. Through its various strategic 
initiatives, the BHCG works to create a health 
care environment where educated consumers 
make choices using reliable information about 
the efficiency and effectiveness of the health 
care they select. The BHCG encourages 
providers to compete to meet patient needs 
by delivering care with the best outcomes at 
the best cost.

The BHCG offers employers, both large 
and small, the chance to become part of a 
powerful collective action group to support 
a common strategy to improve health care 
delivery in the market.
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towards its provider members and the health care 
industry, WCHQ intends to recalibrate its approach 
for the consumer audience via the Wisconsin Health 
Reports website. Using a narrative storytelling 
approach, WCHQ will provide comparative 
performance information and encourage consumers 
to adopt a quality mindset when thinking about their 
interactions with the health care system.

Humana’s Smart EOB™ –  
to inform and communicate
Consumer engagement needs to extend to the 
communications an individual receives during 
the time they seek care and after. A source of 
continuous complaint among consumers is the almost 
indecipherable Explanation of Benefits, or EOB, they 
receive from the health plan’s administrator after 
obtaining care. Humana, the sole administrator for 
the majority of BHCG employer groups, is piloting 
its Smart EOB, with roll out occurring in the fourth 
quarter of 2010. 

Ms. Nettesheim introduced the Smart EOB which will 
combine the required aspects of the traditional EOB 
with actionable, personalized messaging to enhance 
health literacy and consumer engagement. Instead 
of generating an EOB for each submitted claim, the 
Smart EOB will summarize all claims transactions over 
a 21-day period, when the member has a claim, or four 
times a year if a claim hasn’t occurred. The EOB will 
also be consolidated at the household level, yielding a 
periodic report for all family members. 

Summary – shifting the paradigm
Consumer engagement requires a paradigm shift. 
At the various points the consumer interacts with 
the health care system, processes and mechanisms 
must be designed and information presented with the 
consumer as the focal point. All stakeholders have 
a critical role in creating this new paradigm which 
places the patient at its center by actively involving 
consumers and patients in their care. 


