Commonwealth Care Alliance: Local Consumer Meetings

[Voiceover] Consumer Involvement is a crucial element of Commonwealth Care Alliance’s model of care. We hold regular meetings for our Senior Care Options members, their families, and their caretakers, to find out what they think about the program and the care they receive.
[Voiceover] Planning for each meeting begins weeks in advance. Written invitations are followed by phone calls asking members to participate. Transportation is arranged to and from the meeting venue, which is within the member’s local community.

[Voiceover] In our consumer meetings, we ask important questions: we ask what we are doing well, what we can do better, and we ask our consumers for their ideas. We educate our members about such topics as flu shots, emergency room use, and the role of the primary care team. The meetings are conducted in languages our members speak. We have learned that a sense of community makes a difference in our consumers’ lives.

“I think to listen to the other participants is really good too; to see some of the issues that they’re having is interesting. And to have someone there that’s connected that closely to the program … and for them to hear what you need and what you want and what you feel should be happening … I think that’s a plus.”

“If an insurance company asks us to come to meetings like this, we must be very important to them – to their cause. They want to help us as well as they can.”

“If I had an appointment this coming Friday, as long as I called somebody early enough, I can get transportation there and not have to worry about it … in the snow or in the heat or any other way. That’s a real good thing. Not just for myself, but for anybody. Try to find that in your local health plan.”

“I’ve never had a problem with my appointments, they’re always on time. And my doctor is a darling. He’s so gentle and nice. I wouldn’t give him up for anything.”

[Voice off screen] Day and night.

[Member] Night and day. This is the day.

[Laughter]

“We come to the meetings because it is our way of appreciating the respect that you show us. It is a compliment in such a way that we feel it we didn’t come, it would be a failure of our responsibility.”

“I don’t know y’all names. But every one of you that is working here has love for me and respects me. I am saying it here, I am saying it at my house, I am saying it to the neighbors – so much, nice, y’all are nice to me. And I cannot leave this place and go to another place to no doctor, and I am satisfied with what I am getting from you all.”

[Voiceover] Local consumer meetings are a great opportunity for our member to meet one another and share experiences. They are also vital for maintaining high quality care. Commonwealth Care Alliance understands that the way to ensure excellent service is by asking the people we serve. After all, they know best what they need.

