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From the desk of Deborah Devaux, COO
Deborah Devaux became our Chief Operating Officer  
in January 2016.
Our strong partnership with municipalities is one of our 
highest priorities, and I look forward to collaborating with 
our municipal segment team and dedicated sales force 
to further develop and more effectively deliver solutions 
to cities and towns throughout Massachusetts. We know 
that municipalities want continued integration and 
simplification of benefits to streamline administration,  
and that will be a major focus of our team.

As an organization, we are 
proud to announce these 
new offerings in 2016:

•  Telehealth coverage— 
which enables members 
to have video visits with 
medical and behavioral 
health providers to 
simplify access, enhance 
convenience, and lower cost

•  A continued focus on 
effective opioid use and 
avoiding substance addiction

•  The expansion of benefits 
for advanced illnesses and  
end-of-life care, enabling  
members to receive the care  
that respects their choices  
and preferences

SPRING 2016

Blue Cross Blue Shield of Massachusetts is an Independent Licensee of the Blue Cross Blue Shield Association

The Municipal Advisor

Deborah Devaux
Chief Operating Officer

B l u e  C r o s s  B l u e  S h i e l d  o f  M a s s a c h u s e t t s  U p d a t e s  f o r  M u n i c i p a l  E n t i t i e s

In the news: Congress delays  
Cadillac Tax until 2020
In December of 2015, Congress voted to delay the 
implementation of the Affordable Care Act’s (ACA)  
“Cadillac Tax” by two years, from 2018 to 2020. This 
provision of the ACA will place an excise tax on health 
coverage costs that exceed a specific annual threshold 
($10,200 for individual coverage and $27,500 for family 
coverage for the first year of implementation, indexed to 
inflation). While this postponement does not represent  
a repeal of the tax, this delay does give the needed time  
for thoughtful consideration on how to effectively make 
health care more affordable before the 2020 deadline.
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As always, it is our commitment to continue  
to partner with municipalities and their unions  

on long-term planning for future costs,  
as well as advocating for legislative changes 

that allow municipalities to thrive in the 
Commonwealth today, and well into the future.

http://www.bluecrossma.com/muni
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Blue Cross Prescription Pain Medication Safety Program shows positive results
The misuse of prescription painkillers 
is a major safety and health care 
quality issue for our members and the 
communities we serve. That’s why 
we developed our Prescription Pain 
Medication Safety Program. 

By working with doctors, pharmacists, 
and external experts, we have created 
a program that has successfully 
reduced the risk of addiction, and 
other potential health issues related 
to long-term use of opioid-based 
painkillers.

How We Did It
In July 2012, we became the first 
health plan in Massachusetts to 
implement new safety measures 
to reduce the risk of addiction to 
prescription painkillers and prevent 
their harmful effects.

By collaborating with an external 
panel of doctors, pain management 
experts, and addiction specialists, 
we designed our Prescription Pain 
Medication Safety Program to:

1.  Implement expert-defined, opioid-
prescribing best practices that include: 

 »  A doctor-patient care plan that 
considers non-narcotic treatment 
options

 »  A risk assessment for addiction, 
signed by the patient 

 »  An opioid agreement between the 
patient and prescriber outlining 
expected behavior of both parties 

 »  The identification of a single 
pharmacy or pharmacy chain to be 
used for all opioid prescriptions, 
when indicated 

 »  A prior authorization requirement 
for all new short-acting opioid 
prescriptions for more than 30 
days, and for all new long-acting 
opioid prescriptions 

 »  A three-day supply of short-acting 
opioids if prior authorization is not 
immediately available, allowing 
time for authorization 

 »  A limit on acetaminophen/opioid 
combination products to less than 
4 grams per day

2.  Inform doctors about their patients’ 
narcotic prescriptions, helping them 
identify those who receive opioids 
from multiple providers 

3.  Ensure that members have 
access to care they need. Cancer 
patients and terminally ill patients 
are exempt from authorization 
requirements

Our Commitment to Our Members
In addition to promoting addiction 
prevention, we continue to provide our 
members with behavioral health and 
substance abuse treatment options, as 
well as enhanced coordination of medical 
and behavioral health services, including:
•  An extensive physician and 

hospital network that includes 
approximately 200 health facilities 
and 10,000 health care providers in 
a number of different behavioral 
and mental health specialties 

•  The integration of medical and 
behavioral health care, close 
collaboration with professional 
societies and specialists to 
promote better care, and improved 
coordination of all health care 
services

•  An addictionologist-lead Suboxone 
Consultation & Outreach program, 
and other Medication-Assisted 
Therapies to aid and sustain 
recovery from opiate use disorders 

Achieving Significant Results 
We’ve reduced the risk of 
addiction and misuse of 
prescription painkillers, while 
protecting vulnerable patients. 
During a three-year period we:

•  Eliminated an estimated 21.5 
million doses of opioid-based 
medications in the community

•  Reduced claims for short-
acting opioid painkillers such 
as Vicodin®´ and Percocet®´ by 
approximately 25%

•  Reduced claims for long-acting 
opioids such as OxyContin®´  
by approximately 50%

•  Stopped 62,000 members from 
receiving inappropriate levels of 
acetaminophen

•  Provided members who receive 
large amounts of narcotic 
medications with access to pain 
management experts and non-
narcotic methods of pain control

•  Improved care coordination 
for members with pain-
management needs, especially 
for members with more than 
one prescription medication
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•  New resources that help our members 
to recover from addiction:

 »  REACH (Recovery Education & 
Access to Community Health): 
Developed with Beacon Health 
Strategies, REACH is designed 
to improve care for members with 
serious mental illness or substance 
abuse issues who may have 
difficulty in traditional care plans 

 »  Life Balance: Developed with 
researchers at Brigham & 
Women’s Hospital, Life Balance 
is designed to improve health 
outcomes for members with 
mental health problems and 
significant health conditions

Our efforts to reduce the misuse of prescription painkillers  
continues to draw praise from both regulators and accounts. 

The Blue Cross Blue Shield of Massachusetts Foundation collaborated 
with Governor Charlie Baker and his administration to develop and release 

the Addiction and Recovery Services in the City of Boston, a Blueprint  
for Building a Better System of Care—a report that examines the current 

state of substance abuse and addiction issues throughout Boston. 

Governor Baker urged more insurers to follow Blue Cross’s lead,  
and take steps to reduce the overuse and misuse of potentially addictive 

prescriptions. Our opioid quality and safety measures ensure our 
members get the pain treatment they need, while reducing the potential 
for addiction and educating them on the risk that these medicines pose 

to anyone other than the patient to which they are prescribed.

Fun Facts about Garbrielle
Hometown: 
Providence, RI

Favorite book: 
She loves reading anything  
by Maya Angelou, in particular  
“I Know Why the Caged Bird Sings”

Favorite local restaurant: 
The Marina at the Wharf in Revere, MA

Favorite vacation: 
Mexico, when she stayed at the  
Hard Rock Hotel 

What she does with her spare time: 
Volunteers for the Zion Baptist Church 
youth ministry, where she mentors young 
people in her community

Meet our sales team: An interview with Garbrielle Pitcher
With almost 24 years of service, 
Garbrielle Pitcher is one of our 
most experienced and committed 
colleagues. Garbrielle has held several 
positions at Blue Cross—each focused 
on providing the support and service 
our municipal accounts and members 
expect from our brand. She started 
as a customer service associate, 
transitioned to the role of account 
service representative, and then 
stepped into her current role as an 
account executive.

Over time, she has earned a reputation 
for exemplary member service. One 
member in particular is especially 
grateful for the service Garbrielle 
routinely provides. Garbrielle went 
the extra mile for this member by 
meeting them at a local coffee shop 

to assist them with an issue they 
were having. By meeting in person, 
Garbrielle displayed her genuine 
concern for all the accounts she 
serves. “Every day at work features 
something different, a new challenge 
or obstacle, and since health care 
is important, I take great pride 
in providing tailored service and 
effective solutions for my customers,” 
notes Garbrielle.

Through her experiences in various 
roles, Garbrielle realizes that the 
greatest health care challenges 
affecting the Commonwealth’s cities 
and towns are budget restraints that 
make the need for quality, affordable 
health care even more pressing. 

As a long-standing Blue Cross associate, 
Garbrielle is as an agent of change. 
“The most rewarding aspects of my job 
are the opportunities to solve problems 
and reinforce the fact that Blue Cross 
cares about our members.”

Garbrielle Pitcher
Account Executive

To learn more about opioid abuse, watch our public service video at bluecrossma.com/opioid-video.

http://www.bluecrossma.com/opioid-video
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Can’t get to the doctor’s office, but need to be seen?  
Introducing Telehealth—the future of truly convenient health care
Beginning January 1, 2016, Blue Cross 
members can use their smartphone, 
tablet, or computer for a real-time, 
secure video visit with a doctor or 
therapist. For eligible members, 
Telehealth will be offered through 
the local Blue Cross provider network 
and the national medical network 
associated with our technology 
partner, American Well.

“We live in an on-demand world. 
Many people are used to using their 
phones for just about everything. 
The new Telehealth benefit helps 
members see a doctor when they 
want, where they want, and receive 
the expert information they need,” 
says Patrick Gilligan, Executive Vice 
President of Sales, Marketing and 
Product at Blue Cross. “We are trying 
to make the health care experience 

easy, convenient, and affordable. It’s 
all about putting our members first.”

How It Works
A Telehealth visit is simple and 
secure. Members can:

•  Check with their clinician to see 
if they use Telehealth or use Blue 
Cross’s Find a Doctor & Estimate 
Costs tool to see which providers 
offer Telehealth. 

•  Visit www.bluecrossma.com/
telehealth to connect to the national 
network of online doctors and 
therapists, powered by American 
Well’s consumer service Amwell.

Telehealth Expansion 
This innovative new benefit expands 
our use of Telehealth. Earlier this year, 
we began offering Telehealth through 

a pilot program with several physician 
practices, as well as Blue Cross nurse 
care managers. The program resulted 
in rave reviews from both members 
and clinicians.

Telehealth in Action
Approximately two-thirds of emergency 
room visits among municipal employees 
are in fact for non-emergency issues. 
With Telehealth, members can speak 
to a Massachusetts-licensed doctor 
24/7, without incurring emergency 
room charges. For example, Bob, a 
Massachusetts police officer, began 
feeling feverish one night around  
10 p.m. Bob used Telehealth to speak 
with a doctor who was able to prescribe 
medication right away. Bob’s condition 
improved so much that by morning,  
he was able to clock in for his shift.

All fully insured employers will have this benefit automatically with no  
additional cost, and it will be an option that self-insured employers can choose  

for their employees. To learn more, please talk to your account executive.

This innovative new  
plan benefit delivers:

Convenient Access Affordable Care Secure Communications

Covered  
Services

 
When to Use 

Examples of 
Treatable Conditions

Medical 
Convenience

Care

Patients see a doctor online for a range of issues, including 
minor illnesses and injuries, symptoms from chronic conditions, 
and even general health and wellness concerns.
Often reasons include: 
+ Time savings + Doctor’s office is closed
+ Alternative to ER + Follow-up care

+  Bronchitis
+  Cough
+  Sinus infection
+  Sore throat

+ Urinary tract 
infection

+  Fever
+  Pinkeye
+  Cold and flu

Behavioral
Health

Telehealth provides reliable and convenient therapy visits with 
trained and certified professionals. Patients see therapists online 
for a variety of reasons.
Often reasons include:
+  Not wanting to be seen waiting outside a therapist’s office
+   Experiencing depression or anxiety due to grief, divorce, 

parenthood, or other major life changes

+  Depression
+  Anxiety
+  Stress 

management
+  Sleep 

difficulties 
+  Relationship 

challenges

+  Child 
behavior 
difficulties

+  Coping with 
chronic health 
problems

+  Smoking 
cessation
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Complete Care for Advanced Illness
Late in 2015, Blue Cross announced  
the launch of a comprehensive 
program for improving quality-of-life 
for individuals and families facing 
advanced illnesses and end-of-life care. 
This groundbreaking program helps 
emphasize the importance of having 
end-of-life care conversations between 
the doctor and the patient, as well as 
between the patient and their family. 

Research shows that timely 
advanced-illness care, with a strong 
emphasis on patient-clinician 
communication can result in a better 
quality of life and higher levels of 
satisfaction experienced by patients 
and families; better coping by bereaved 
family members; care that is more 
aligned with a patient’s wishes; a greater 
likelihood of the patient remaining 
safely at home; and even a notable 
increase in survival time.

“Nothing is more personal and difficult 
than the decisions people have to make 
when they face an advanced illness,” says 
Andrew Dreyfus, Blue Cross President 
and CEO. “Our Complete Care for 
Advanced Illness program will enhance 
patient-clinician communication during 
critical times and support high-quality, 
compassionate care that honors people’s 
values and preferences.”

Blue Cross is also proud to partner 
with Ariadne Labs, the developer of 

the Serious Illness Care Program—a 
patient-centered, systematic approach 
to improving communication between 
critically ill patients and their clinicians. 
The non-profit research group’s 
executive director, Atul Gawande, MD, 
MPH, describes its mission as follows: 
“A key part of our mission is to improve 
the lives of people with advanced illness 
by encouraging more, earlier, and better 
conversations about their values and 
priorities for their care. The support 
we’re getting from Blue Cross will help 
broaden the scope of our program by 
introducing it to thousands of doctors and 
other clinical professionals who care for 
Blue Cross members.”

Additionally, Blue Cross is currently 
collaborating with physicians and 
researchers to design measures for 
monitoring the quality of advanced 
illness planning and patient care.  
The current goal is to develop 
and offer care planning and 

communication courses to our 3,600 
employees through partnerships 
with The Conversation Project and 
Honoring Choices Massachusetts.

Dreyfus believes that advanced-illness 
care is an opportunity to have a major 
impact on improving the state of 
health care in America. “Our program 
is designed to help individuals with 
advanced illness receive high-quality care 
that honors priorities and preferences, 
and lessens the burden on critically 
ill patients and their families,” he 
says. “Many other organizations and 
individuals in our state are working 
toward the same goals, and together we 
can develop a comprehensive approach 
to advanced-illness care that will make 
Massachusetts a national model.”

More information on this program will  
be available shortly. Please contact 
your account executive if you have  
any questions.
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How can we better support 
members facing advanced 
illness?
In an essay published online in 
the Boston Globe on December 
17, 2015, President & CEO 
Andrew Dreyfus shared his 
personal story of supporting his 
own family members during 
difficult end-of-life conversations 
and decisions. This experience 
prompted him to wonder what 
more could be done.

With this program, beginning in 2016, Blue Cross will:
•  Expand coverage for advance-care planning conversations between 

members and their clinicians. Blue Cross already pays medical 
providers for these conversations and, as of January 1, 2016, also 
started paying behavioral health providers for their role in facilitating 
these important discussions.

•  Enhance member benefits to encourage earlier and expanded use 
of hospice care (not applicable to Medicare members).

•  Support increased provider education and training on how to 
prepare for advanced-illness and end-of-life care. 



8TH ANNUAL

MUNICIPAL INNOVATION
AWARDS
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The Municipal Blue Innovation Awards 
(the Munis) highlight the new and 
inventive cost containment measures, 
collaborative and customized worksite 
wellness programs, and innovative 
health plan designs used by  
municipalities throughout the state. 
The Munis will be presented, along 
with a $5,000 wellness grant, to the 
winners in ceremonies at their local 
communities this spring.
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TOWN OF SOUTHBRIDGE
The Town of Southbridge’s work to control costs and collaborate with its employees on 
plan and contribution changes earned the Award. The Town increased copays on medical 
services and prescriptions and added deductibles on the plans for active employees, resulting 
in a significant premium reduction. With these cost-saving changes, the Town is able to help 
its employees by increasing the employer contribution from 50% to 60%.

TOWN OF COHASSET
The Town of Cohasset is recognized for its efforts to control costs and working collaboratively 
with its employees on plan and contribution changes. Cohasset has partnered with MIIA 
since 1999 to help control its insurance costs. Recently, the Town implemented its Integrated 
Health Management Program that promotes in-depth wellness activities, education to 
help improve the health of employees, healthy lifestyles, and a strong culture of wellness. 
Cohasset has also moved 100 retired teachers from the GIC to its retiree plan, which reduced 
costs and mitigated increasing copays for retirees. These efforts produced savings for the 
Town and reduced its OPEB liability.

GATEWAY HEALTH GROUP 
Gateway Health Group is recognized for its Wellness Initiative Program which was 
designed to encourage and sustain healthy lifestyles. Participants include Marion, 
Mattapoisett, Carver, Lakeville, Old Rochester Regional School, Old Colony 
Regional School, and Southeastern Regional School.

TOWN OF WESTFORD
The Town of Westford is recognized for developing a Personal Health Assessment and  
walking challenge campaign that leveraged the use of Fitbit®´ devices. The top three members 
who had the most steps were awarded prizes, and the walking team with the most overall 
steps was presented a trophy that will be passed along in future walking challenges.

TOWN OF WEST SPRINGFIELD
The Town of West Springfield earned its award for its collaboration with the unions,  
Town Council, and mayor to design a “GIC-like” Options plan with some modifications. 
This plan satisfies both the need for cost savings and rich benefits. The Town also kicked 
off a walking program in which employees walked the similar distance as if they had 
walked the Seven Summits of the world.

CITY OF PITTSFIELD
The City of Pittsfield is recognized for its efforts to save its employees and taxpayers  
over $1 million in health insurance costs by leaving the GIC and enrolling with MIIA and  
Blue Cross. This change means lower out-of-pocket costs for deductibles and copayments 
as well as medical and prescription coverage for active employees, and lower out-of-pocket 
costs for prescription medications for retirees. 
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We are excited to announce that  
the City of Peabody is returning to  
Blue Cross after a few years with the 
Group Insurance Commission (GIC). 

Peabody is no stranger to Blue Cross, 
as they were previously an account for 
20 years before deciding to join the 
GIC in 2013. After three short years, 
the 5,600-member account opted to 
rejoin Blue Cross on July 1 as part of 
the Massachusetts Interlocal Insurance 
Association (MIIA), netting them 
approximately $1.4 million in savings. 
Along with moving their medical 

insurance to Blue Cross, they have  
also added a life insurance benefit 
through our wholly owned subsidiary, 
Indigo Insurance Services.

Like all GIC accounts, the City of 
Peabody had to stay with the GIC for 
a minimum of three years. With a 9.5% 
average rate hike, extensive benefit 
changes in 2015, and their three-year 
contract with the GIC expiring in 2016, 
they set out to explore other more  
cost-effective options.

In the end, it was a combination 
of our exemplary account service 
and significant savings that drove 
Peabody’s decision to come back. 
Our Account Executive Lisa Jackson 
believes service played a major role in 
their decision: “Unlike other carriers, 
when an account is with Blue Cross, 
they get a dedicated service team  
and can pick up the phone and talk 
with us anytime.”

The Municipal Advisor is published  
semi-annually for municipal entities.  
Please submit letters and suggestions  
for future articles to: 

Mark Meunier  
Director of Government  
Programs 
Blue Cross Blue Shield  
of Massachusetts 
101 Huntington Avenue 
Suite 1300 
Boston, MA 02199-7611

E-mail: Mark.Meunier@bcbsma.com 
Phone: 617-246-2926

Visit us online at:  
www.bluecrossma.com/muni

If you prefer to get future editions of  
this newsletter by email, please contact  
Debra.Dame@bcbsma.com.

® Registered Marks of the Blue Cross and Blue Shield Association. ®´ Registered Marks are the property of their respective owners. © 2016 Blue Cross and Blue Shield of Massachusetts, Inc.,  
and Blue Cross and Blue Shield of Massachusetts HMO Blue, Inc. 
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Welcome back City of Peabody

https://www.facebook.com/BCBSMA
https://twitter.com/BCBSMA
https://www.linkedin.com/company/blue-cross-blue-shield-of-massachusetts
https://www.youtube.com/channel/UCxtKEeJPREsFwTrJ87VFfTQ
http://www.bluecrossma.com/muni



