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Stopping the pain.
One member fi nds lasting pain relief with help 
from the Communities of Care and Alternative 
Medicine Integration programs.

MeMber story

Two years ago, Debra was a frequent fl ier at 
the hospital emergency room. She suffered 
from chronic back pain and osteoarthritis, 
was morbidly obese and had serious mobility 
issues. She struggled with a host of behavioral 
issues and a dysfunctional family. Her vision 
was poor, and she needed major dental work. 
She dealt with her physical and emotional pain 
by taking oxycodone.

Fast-forward two years, and Debra is a 
different person. “She’s just become this 
fl ower,” said her case manager, Vicki Lowe, 
RN. “She has made such amazing changes. 
It’s beyond anything I’ve ever witnessed.”

Life for Debra started to change when she 
enrolled in UnitedHealthcare’s Communities 
of Care (CoC) program, an intensive care 
management program designed for members 
who visit the emergency department four or 
more times in a single year. CoC members 
are eligible to participate in Advanced 
Medicine Integration of Rhode Island (AMI), 
a service UnitedHealthcare contracts with to 
provide holistic nurse case management and 

complementary and alternative medicine (CAM) 
services to members suffering from chronic pain.

AMI contracts with licensed massage therapists, 
acupuncturists and chiropractors who use 
integrative and holistic approaches to address 
the underlying causes of pain. To participate in 
AMI, members must commit to using two CAM 
services a month and to speaking openly and 
regularly with their nurse case manager.

When given the opportunity, Debra agreed to 
join CoC and participate in AMI. Lowe, who 
works for AMI, said that when Debra enrolled, 
she had extremely low self-esteem. “She lives 
alone, has very limited support systems and 
needed somebody to listen, hold her hand and 
not judge her.” she said.

It starts with building trust.
Lowe said the fi rst step in working with 
someone like Debra is building trust. “These 
are not your typical members,” she said. 
“They may be homeless, have addiction issues 
or have been abused. They have complex 
medical, behavioral and social issues.” It takes 
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Average cost for a visit 
to a health center:

$2031

Average cost for a 
nonemergency visit 
to an emergency 

department:

$2,1011

The total annual 
costs generated by 

high-utilization (four or 
more visits) Medicaid 

emergency room users 
in Rhode Island.1

$206
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Most of us use computers every day to connect to jobs, 
information, services and one another. People in low-income 
communities, however, often fi nd themselves shut out from the 
opportunities of the information age. And it becomes a vicious 
circle. Those who lack computer skills or don’t have access to 
a computer have a much harder time connecting to education, 
employment and basic human services, including health care.

To help bridge these gaps, UnitedHealthcare has brought its 
Community Computers program to Rhode Island, distributing 
more than 110 refurbished laptop computers to community-based 
organizations throughout the state. The goal is to help those 
organizations create computer labs to serve vulnerable 
populations, including inner-city youth, the elderly, refugees and 
residents with disabilities. Since the program launched in 2012, 
more than 3,000 computers have been donated across 24 states.

“The Community Computers program was designed to 
increase computer and Internet access in neighborhoods 
where access to these tools may be limited,” said 

Patrice Cooper, executive director of UnitedHealthcare 
Community Plan of Rhode Island. “We are grateful for the 
opportunity to help people in our communities gain access 
to critical information and resources through these laptops.”

Seventeen community-based organizations in Rhode Island 
have received computers, including homeless shelters, adult 
education centers and local housing authorities. Amos House 
in Providence is using the 10 laptops it received to host 
two-week, 60-hour intensive work-readiness training sessions. 
Participants can enhance their computer skills, search for jobs, 
write résumés and cover letters, and submit applications. Many 
graduates of the program have found part-time or full-time work.

At Genesis Center in Providence, 20 donated computers 
are being used to provide English-language classes for new 
immigrants and refugees. One client is Fariba,* a refugee from 
Iraq who came to the U.S. with her husband and two daughters. 
Fariba was a chemical engineer in Iraq, and using a computer at 
Genesis Center has helped her improve her English-language 
skills, connect with employers and get her family settled.

Benedict Lessing, president and CEO of Community Care 
Alliance of Woonsocket, another Community Computers 
recipient, says having access to computers is crucial to helping 
clients help themselves. “Being able to offer new services to 
underserved members of our community will go a long way 
toward closing the technology gap that some of our most 
vulnerable residents face,” said Lessing.

Bridging the 
digital divide.
Donated computers help underserved residents 
connect to employment, education and opportunity.

“ These computers will give the homeless 
and needy we serve the opportunity to 
take online classes, conduct educational 
research and be involved in an increasingly 
computer-savvy world.” Sean Carew
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of jobs will require digital
skills in the next 10 years.280%

66 Americans are without basic digital skills.2
MILLIOn
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Every baby deserves a healthy start. And 
UnitedHealthcare’s Baby Blocks program is 
helping to make that a reality.

That was the verdict of the Business 
Intelligence Group (BIG), which recently 
honored Baby Blocks with its 2015 BIG 
Innovation Award. The BIG Innovation Award 
is given to projects considered to be making 
the largest impact in today’s world. 

Baby Blocks is a mobile, interactive incentive 
program designed to improve the health and 
well-being of new babies and their mothers. 
When Community Plan members sign up for 
the program at uhcbabyblocks.com, they can 
use their smartphones to follow along on a 
game board that sends them reminders and 
rewards for completing prenatal, postpartum 
and well-baby visits.

Features of the program include:

 • Text messages with wellness tips 
based on the mother’s due date or the 
baby’s birth date

 • Information for expectant mothers 
about what to expect at each provider visit

 • Access to a maternity nurse, 
enabling expectant mothers to ask 
questions and get support

 • Ongoing support during the baby’s 
first 24 months

Baby Blocks is currently available in 16 states, 
including Rhode Island. More than 30,000 
mothers have participated, and the website 
now receives more than 24,000 visits per 
month from more than 14,000 unique users. 

Data show that Baby Blocks is making a 
difference for mothers and their babies. In 
the three markets that Baby Blocks has 
been in the longest, HEDIS scores for 
program participants are now 10 points 
higher on average across three key 
measures compared with nonenrollees. 

“UnitedHealthcare’s Baby Blocks is an 
innovative wellness tool for expectant moms 
to help their babies have the best possible 
start in life,” said Sam Ho, M.D., chief medical 
officer of UnitedHealthcare. “Baby Blocks 
provides incentives that reinforce healthy 
behaviors and offers access to maternity 
coaches, giving new mothers and expectant 
mothers the opportunity to improve their 
health and the health of their babies.”
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A winning 
program for 
healthier 
babies.
Baby Blocks™ wins the 
2015 BIG Innovation Award. 

NatioNal story

“ Baby Blocks is an innovative
wellness tool for expectant 
moms to help their babies 
have the best possible start 
in life.” Dr. Sam Ho
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11.4%
of babies are born 
preterm, compared 

with the national 
average of 12%.3

7.7%
of babies have 

low birth weight, 
compared with the 
national average 

of 8.2%.3

47%
of births are  
covered by 
Medicaid.3

RHODe ISLAnD 
BABIeS
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them a while to open up, she said, “but 
once they realize you care, things start to 
come out and you can help them start to 
make changes.”

Lowe says the first 90 days of nurse case 
management involve a lot of intensive 
hand-holding. Case managers help 
connect members to the social supports 
they need, such as food stamps, housing 
and transportation. Along the way, they 
help members develop accountability. “We 
help members take charge by giving them 
practical tools and strategies,” she said. “For 
example, we give them a calendar, help them 
learn to write everything down and help 
them learn to schedule their own rides.”

Developing these skills leads to 
empowerment and resilience, which Lowe 

says many CoC members desperately 
need. “Little things can cause them to 
totally fall apart,” she said. “We help them 
learn how to deal with setbacks and teach 
them to keep trying, keep going and to call 
us whenever they need help.”

Medical care and more.
To deal with members’ medical issues, 
case managers start by connecting them 
to a primary care provider. “I tell them, 
‘When you have a cold or a sore throat, 
don’t go to the ER,’” said Lowe. “‘Call your 
PCP first.’”

Behavioral health services come next. 
In Debra’s case, Lowe said, “There were 
some pretty heavy behavioral health 
problems to deal with, including addiction.” 
She made sure Debra got connected to 
both a therapist and a psychiatrist who 
could help her manage those issues.

Third, case managers make sure members 
are engaged with a massage therapist, 
acupuncturist or chiropractor. “The CAM 
services offer alternative methods to 
control pain and help improve wellness,” 
said Lowe. “That talking and touching 

means so much to members because 
they’ve never experienced that kind of 
caring compassion before.”

For Debra, the services provided by CoC 
and AMI have turned her life around. She 
has taken charge of her health and wellness, 
seeing her therapist every two weeks and 
her psychiatrist monthly. She goes to 
her primary care provider instead of the 
emergency room. She has lost weight and 
no longer takes oxycodone. She schedules 
her own transportation, has gotten new 
eyeglasses and is being fitted for dentures. 
She has a new walker and never misses 
a massage. She goes to Bible study at 
her church. “She has become an amazing 
self-advocate,” said Lowe. “She’s out there 
with that walker, scooting around, going 
shopping. And she’s so excited because she 
can see the TV clearly with her new glasses.”

Lowe said working with members like 
Debra is incredibly rewarding. “When I 
talk to her on the phone, I can’t see her 
smile, but I can hear it,” she said. “We’re 
her cheerleaders, and what she’s done in 
two years is just amazing.” 

“ When I talk to her on 
the phone, I can’t see 
her smile, but I can 
hear it.” Vicki Lowe
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