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Introduction 
In 2012, Oregon launched a major component of its health system transformation strategy: 
Coordinated Care Organizations (CCOs). As of May 2016, 16 CCOs operate in Oregon, serving 
approximately 90 percent of the 1,045,896 Oregon Health Plan members in the state1.  
 
In 2013, a group of health reform advocates noted that conversations about the success of the 
coordinated care model focused almost exclusively on healthcare performance metrics and cost 
savings. Given that nearly a quarter of the state’s population is enrolled in CCOs and that millions of 
public dollars fund these organizations, the group believed that Oregonians should also consider CCO 
governance transparency and consumers’ experience when determining whether these public-private 
partnerships work to the benefit of all Oregonians. The group created a consumer-focused, grassroots 
evaluation of CCOs called the Consumer Confidence Project (CCP) to provide information in these 
important areas, and published its findings in Summer 2015.  
 
The evaluation results suggested that Oregon’s CCO members must use both member handbooks and 
websites to gain a comprehensive understanding of the benefits and services available to them, and 
that handbooks generally include more consumer-focused information than websites. A report of the 
full CCP results is available at www.ophi.org. 
 
About this guide 
The Oregon Public Health Institute (OPHI) developed this guide to creating consumer-focused 
materials based on the four focus areas of the CCP: Person-Centered Services; Responsiveness to 
Members and Community; Transparency of Governance; and Accessibility of Information.  In this 
guide, these focus areas are accompanied by “goal statements,” which further describe the focus 
areas. The statements were developed by the CCP steering committee based on the enabling CCO 
legislation, CCO rules, and the group’s vision of a truly transformed, person-centered health system.		
The “indicators” of consumer focus that fell within the focus areas in the CCP report have been 
repurposed as a checklist for CCOs to use when creating and updating informational materials such as 
member handbooks and websites. Selected examples of CCO materials meeting the indicators are 
provided; these examples were collected from CCO websites and handbooks in July and August of 
2016. 
 

 
																																																													
1 Oregon Health Authority - Office of Health Analytics. (2016). Oregon Health Plan: Coordinated Care, Managed Care and Fee for Service 
Enrollment for May 15, 2016. Retrieved July 31, 2016 from http://www.oregon.gov/oha/healthplan/Pages/reports.aspx. 

How can CCOs use this guide? 
• Review consumer materials (CCO handbooks, websites, welcome packets, etc.) using the 

checklist, and update materials according to the results. 
• Share this guide with the CCO Consumer Advisory Council and other community groups, 

for stakeholders’ input and additions to the checklist. 
• Ensure that both member handbooks and websites include comprehensive information 

about the CCO. 
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Domain 1: Person-Centered Services 
Goal statement: CCOs will be person-centered, ensuring that members engage with preventive and 
treatment services and have the support they need to use those services effectively.  

CCOs are intended to be person-centered organizations, a characteristic that Oregon has asserted as a 
necessary step to creating better health outcomes, community-driven health networks, and improved 
experiences of care. Person-centered CCOs should ensure that members have access to prevention 
and health services when they needed them; that services “meet members where they are”; that 
members maintain personal dignity and control over their health; and that members are fully able to 
take advantage of the new health system. 

 

Checklist: Person-Centered Services H2 W3 

Indicates availability of health education opportunities in community settings  ☐ ☐ 
Indicates availability of preventive services (e.g. smoking cessation) ☐ ☐ 
Provides instructions on how to access preventive services (e.g. smoking cessation) ☐ ☐ 
Indicates members can access their medical records ☐ ☐ 
Defines "primary care provider" or "primary care physician" ☐ ☐ 
Explains how to enroll with a dental provider ☐ ☐ 
Explains how to enroll with primary care provider ☐ ☐ 
Explains that it is important to establish/enroll with a PCP as soon as possible  ☐ ☐ 
Example: Cascade Health Alliance includes this information in its handbook by stating, “It is very 
important to choose your PCP when you enroll.”4 
Explains how a member can choose a primary care physician (PCP) ☐ ☐ 
Provides instructions on how to change PCP  ☐ ☐ 
Provider directory indicates whether providers are accepting new OHP patients. ☐ ☐ 
Explains what "coordinated care" means ☐ ☐ 
Explains the difference between generic and name-brand medicines/drugs ☐ ☐ 
Example: Eastern Oregon CCO explains this its handbook that “brand name medications are sold 
under a trademark and protected by name. A generic medication is approved by the Food and Drug 
Administration (FDA) that is the same as the brand name drug but costs less.”5  
Provides explanation of medicines/drugs that are not covered by the CCO  ☐ ☐ 
Provides an explanation of what to do during a health emergency ☐ ☐ 
Indicates that referrals to external social support services are available  ☐ ☐ 

																																																													
2 “H” indicates CCO Handbook 
3 “W” indicates CCO Website 
4 Cascade Health Alliance, 2014 Cascade Health Alliance Member Handbook (2014), 7. Retrieved August 19, 2016 from 
http://www.cascadehealthalliance.com/members/ 
5 EOCCO, Member Handbook (January 2016), 17. Retrieved August 19, 2016 from http://www.eocco.com/members/resources.shtml	
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Example: On its website, FamilyCare Inc. includes a “Community Resources” page identifying many 
social support resources.6  

Indicates flexible services (e.g., childcare, transportation, etc.) are available to members ☐ ☐ 
Example: On its "Medicaid (OHP) webpage, Willamette Valley Community Health 
explains how members can get a ride to appointments or receive mileage 
reimbursement. 

  

Indicates availability of covered health services in nontraditional settings ☐ ☐ 
Indicates availability of covered health services during nontraditional hours  ☐ ☐ 
Example: PacificSource Community Solutions in the Columbia Gorge includes a section called “After-
Hours Care (Evenings, Weekends and Holidays)” on its website and in its handbook.   
 

Domain 2: Responsiveness to Members and Community 
Goal statement: Members will have a voice in their CCOs' decisions, so that CCOs are responsive 
and accountable to their  members and local community. 
 
A key benefit of the regional nature of CCOs is each organization’s ability to assess and respond to the 
unique needs of its community. In order to understand and respond to the needs of a CCO’s 
community, CCO’s must have effective mechanisms for listening to their members and engaging with 
their communities beyond the clinic walls.  

Checklist: Responsiveness to Members and Community H W 

Indicates existence of customer service department at CCO ☐ ☐ 
Provides an email address for the customer service department ☐ ☐ 
Provides phone number for customer service department ☐ ☐ 
Explains how members needing accessibility accommodations can communicate with 
customer service department (e.g. TTY) ☐ ☐ 

Lists hours of operation for customer service department  ☐ ☐ 
Example: In its handbook, PacificSource Central Oregon provides phone numbers and hours of 
operation for its customer service department.7 
Explains grievance (i.e. complaint) process ☐ ☐ 
Explains appeal process ☐ ☐ 
Explains how long it will take the customer service department to respond to member 
issues (e.g. "We will call you back within two business days.") ☐ ☐ 
Example: On its "Contact Us" webpage, Health Share of Oregon says, “A Health Share staff member 
will be back in touch with you within 24 hours.”8 
Website includes provider directory ☐ ☐ 
Explains whether members can change to another CCO and how to do so  ☐ ☐ 
Example: On its "OHP and FamilyCare Questions” webpage, FamilyCare writes " You can request to 
																																																													
6 FamilyCare, Inc, "Community Resources," https://www.familycareinc.org/explore/community-resources. Retrieved August 19, 2016. 
7 PacificSource Community Solutions Central Oregon, Member Handbook (2015), 4. Retrieved August 19, 2016 from 
https://communitysolutions.pacificsource.com/Handbook/CentralOregon 
8 Health Share of Oregon, "Contact Us," http://www.healthshareoregon.org/contact-us Retrieved July 15, 2016. 
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change your CCO in the first 90 days after you enroll."9 
Explains whether members can disenroll from the CCO but still remain on OHP  ☐ ☐ 
Example: PrimaryHealth of Josephine County includes a section in its handbook explaining 
disenrollment and "open-card" OHP.10 
Lists upcoming health events/opportunities for members and/or community ☐ ☐ 
Example: Intercommunity Health Network maintains a "News & Events" webpage, including 
upcoming events members are invited to attend.11  
Website contains links to media coverage of CCO  ☐ ☐ 
Website provides a link to community health needs assessment ☐ ☐ 
Website provides a link to community health improvement plan ☐ ☐ 
 
Domain 3: Transparency of Governance 

Goal statement: CCO governance will be transparent, ensuring that these public-private partnerships work 
to the benefit of their local communities and all of Oregon.   

Although CCOs’ organizational structures and corporate forms vary, all are funded by taxpayer dollars. 
Transparency is key to ensuring that these public-private partnerships work to the benefit of all 
Oregonians, especially CCO members. Consumer and community involvement (via Community 
Advisory Councils (CACs), board representation, etc.) in CCO decisions is a key element of Oregon’s 
vision for a transformed health system as well as a characteristic that sets Oregon’s transformation 
apart from other health system reforms. This new opportunity for CCO members and communities to 
influence their delivery systems effectively broadens the role of the CCO member: the member is no 
longer simply a patient who receives health services, but rather a consumer who engages with health 
care at a system level.  

Checklist: Transparency of Governance  H W 
Provides list of board member names ☐ ☐ 
Provides list of board member affiliations or roles ☐ ☐ 
Indicates whether any board meetings are open to the public ☐ ☐ 
Indicates whether board takes comments from members at any meetings ☐ ☐ 
Example:  Yamhill CCO states that "Meetings are open to the public, however there is no public forum 
section of the meeting. If you want to make a recommendation to the board, or simply want to voice 
your opinion, you can either show up to a meeting, or email us…" on its "Board of Directors" 
webpage.12 
Provides instructions on how members can communicate their concerns to the board ☐ ☐ 

																																																													
9 FamilyCare, Inc. "OHP and FamilyCare Questions," https://www.familycareinc.org/explore/familycare-ohp-faqs Retrieved July 15, 2016. 
10 PrimaryHealth of Josephine County, Member Handbook (2014), 23. Retrieved August 19, 2016 from 
http://www.primaryhealthjosephine.org/memberResources.html    
11 Intercommunity Health Network CCO, "News & Events," https://www.samhealthplans.org/ihn-cco/news-and-events Retrieved August 19, 
2016	
12 Yamhill Community Care Organization, "Board of Directors," http://www.yamhillcco.org/about-us/board-of-directors Retrieved August 19, 
2016. 
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Example: On its "Our Board of Directors" webpage, Jackson Care Connect says, " Jackson Care Connect 
board meetings are closed to the public. However, the best way for members to communicate with 
the board is to do so through the Community Advisory Council (CAC)."13  
Provides schedule of board meetings ☐ ☐ 
Provides location of board meetings ☐ ☐ 
Provides list of CAC member names ☐ ☐ 
Provides list of CAC member affiliations ☐ ☐ 
Provides information on how members can apply to serve on the CAC ☐ ☐ 
Provides information on how members are selected to serve on the CAC ☐ ☐ 
Example: On its "Community Advisory Council Public Notices" webpage,  Trillium Community Health 
Plan provides its CAC charter, including an explanation of how CAC members are selected: "A 
committee of equal representation from Lane County and from the Trillium Board of Directors will 
interview applicants and select individuals to serve on the CAC."14 
Provides CAC meeting minutes ☐ ☐ 
Provides a schedule of CAC meetings ☐ ☐ 
Indicates whether CAC meetings are open to the public ☐ ☐ 
Indicates whether CAC takes public comment at any meetings ☐ ☐ 
Example: Columbia Pacific CCO states on its website that ” CAC meetings are open to the public by 
invitation only. Generally, public comments are not formally taken at CAC meetings. However, if 
provided sufficient notice, a public comment period can be accommodated."15 
Explains how members can communicate their concerns to the CAC ☐ ☐ 
Provides CAC charter or bylaws ☐ ☐ 
Provides contact information for CCO spokesperson or community liaison  ☐ ☐ 
 
Domain 4: Accessibility of Information  
Goal statement: Information about CCOs and their networks will be easily accessible and understandable 
for members so that they may have easy entry into the health system and get the care they need when they 
need it. 
 
To effectively access and engage with healthcare, CCO members need easy access to understandable 
information about their CCOs and the services available to them. CCO websites and handbooks should 
include basic information that can assist all CCO members in contacting their CCOs and learning about 
available services and benefits. This is particularly important for new members who received coverage 
due to the expansion of Medicaid, who may be unfamiliar with health insurance and unaware of the 
benefits and services available. 

  

																																																													
13 Jackson Care Connect, "Our Board of Directors," http://jacksoncareconnect.org/about-us/board-of-directors Retrieved August 19, 2016. 
14 Trillium Community Health Plan, "Community Advisory Council Public Notices," 
http://www.trilliumchp.com/community_advisory_council.php Retrieved August 19, 2016. 
15 Columbia Pacific CCO, "Join Our Community Advisory Council," http://colpachealth.org/about-us/community-advisory-council. Retrieved 
August 19, 2016.	
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Checklist: Accessibility of Information H W 

URL matches CCO name ☐ ☐ 
Website is first result in Google search for search term “CCO name + CCO” ☐ ☐ 
Website provides e-mail address for general inquiries ☐ ☐ 
Example: On its "Contact Us" webpage, Health Share of Oregon writes “please email us at 
info@healthshareoregon.org” for general inquiries.16 
Website provides downloadable handbook ☐ ☐ 
Provides local phone number for members (not a 1-800 phone number) ☐ ☐ 
Provides toll-free phone number for members (a 1-800 number or other number 
indicated to be toll-free) ☐ ☐ 

Provides an emergency or after-hours phone number  ☐ ☐ 
Example: At the beginning of its handbook, Umpqua Health Alliance provides a phone number 
where members can reach someone 24 hours a day, 7 days a week.17 

Provides instructions on how to receive hard copy of handbook ☐ ☐ 
Provides instructions on how to get the handbook in an alternate language ☐ ☐ 
Provides instructions on how to get the handbook in an alternate format (e.g. Braille, 
large print, audio recording) ☐ ☐ 

Provides a physical address for CCO offices ☐ ☐ 
Provides a map of CCO office location or directions to CCO office ☐ ☐ 
Example: On its "Contact Us" webpage, Western Oregon Advanced Health provides an address and 
visual map of its office location.18 

Provides mailing address for CCO ☐ ☐ 
Provides instructions on how to arrange for interpreter services at healthcare 
appointments ☐ ☐ 

Explains how new members get started on their healthcare plan ☐ ☐ 
Example:  Cascade Health Alliance includes a section in its handbook called “Getting started,” which 
explains how members should get started using their plan.19 
Offers access to information source being evaluated in a language other than English ☐ ☐ 
Provides phone number TTY access for speech-/hearing-impaired members ☐ ☐ 
Provides a glossary of terms and acronyms ☐ ☐ 
Provides an explanation of covered versus non-covered services.  ☐ ☐ 
 
  

																																																													
16 Health Share of Oregon, "Contact Us," http://www.healthshareoregon.org/contact-us Retrieved July 15, 2016.  
17 Umpqua Health Alliance, Oregon Health Plan Member Handbook, (November 2015). Retrieved August 19, 2016 from 
https://www.umpquahealthalliance.org/?page=memhandbook   
18 Western Oregon Advanced Health, "Contact Us," http://www.woahcco.com/contact-us/ Retrieved July 15, 2016.	
19 Cascade Health Alliance, 2014 Cascade Health Alliance Member Handbook (2014), 7. Retrieved August 19, 2016 from 
http://www.cascadehealthalliance.com/members/ 
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About OPHI 

OPHI works with a wide range of private and public partners to find innovative, community-led 
solutions to Oregon's most pressing health challenges, focusing on systems and environment changes 
that go beyond traditional healthcare strategies to enhance health, improve equity and reduce 
disparities. OPHI believes that long-lasting, meaningful change is possible here in Oregon, and works 
to build a future Oregon where the places we live, work, learn and play support a vibrant community 
of healthy people. For more information about OPHI, visit www.ophi.org. 
 
OPHI thanks the Oregon State Public Interest Research Group (OSPIRG) for providing funding to 
support the creation of this guide.  
 


