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For’ two yea.rs Jo Godfrcy complamed to

gna Health Plans of California’s North .

sllywood facility about coughmg, brealh-
g difficulties and {atigue. - .
The Antelope Valley woman saw more

an a dozen doctors, nurses and physician -

sistants while her problems were diag-
sed as bronchitis, pneumonia or. stress
¢ was told to stay home and rest.;;" - -
But in August, the 43-year~old mother of
ir complained of a pam in her lung An
ray revealed a tumor. |
Godfrey-decided to get a second Op:mon
dl sha_look her X-rays 10 a non- ngna
ctor.
The. Iancastcr physxcxan Dr. Young Ko,
firmed the tumor and told Godfrey that
as clearly \'Jsxbie. on-her. X—rays dating

far back as March 1993, L

‘Th.ls Just isn’t nghl " Godfrey 5aici
I paid my premiums 1o Cigna to get ta-
1 care of, and I wasn't,” she said. "In
ad I had to fight to get proper care.'
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viders,”

knawledged 1hat doclors did sci notice the
umor, but they said Godirey 51111 has re-
ceived guality care.

“The care she has recelved has been

.timely and provided Ly appropriate oo~
said Stuart Bowne, medical direc- .

tor in Los Angeles for Cigna. “However, we
are not suggesting that we couldn’t have

-done better with her.”

Cq,na has agreed to pay for Godfrey to

receive treatment outside of its network of
._QOCtors and medical clinics, Bowne said.
* *1t's hard for some people to accept our

fallibility,”-Bowne said.

“It wes not that anything was being i lg—
nored.” hr.'satd ‘Hindsight is always a lot
Beti.r. Our vision gets sharper when we
ook back wiih curront knowledge.™

Cigna ;tcently was cited by the Depart-

quality of care, including evaluating and
docwinenting maodica! records and iab
'ests,

Accotding lo the department. Zoulerns
inc'uded “‘defiricicies in coniinuity of
care. -ncdlc -[ r. LOI’G r‘nrnnlelenr" and lark

-

tests.” ‘ .
Due to the conﬁdenuahry of patxent rec- -

‘ords, it is unknown whether Godfrey's case

was among those reviewed by the Depart- _

‘ment of Corporations.

‘Bowne said Cigna was cbzﬁmmed to re-

';solvmg problems. -
. ' *We're not proud of either of these two

things,” Bowne sa.:d of the state report and

“Godfrey's case, . !

Godfrey said her medlcal charts mdn:at-

-ed that the lung nodule was noticed in No-

“vember 1993, but she said she was not -

- ..informed of- the problem until August.

Last month, Godfrey underwent surgery

~ at a Cigna facility to remove the nodule.

‘She is unsure of her prognosis, she said, be-

" cause she has refused to go to Cigna facili-

~ment of Corprranions for aeficiencies in

" ties since the operation.

On Friday, Godfrey learned that she
would be permiltted 10 receive treatment —
at Cigna's.expe- = — at the facility of her
choice.

She is planning to seek treatment at Ce-
dars-Sinai Medical Center.

“1 don't want 10 go 10 Cigna any more,
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“In an unusually c.nucal audit @l a major

health maintenance organization, state reg-
ulators are ordering Cigna Health Plans of

: Califomia to correct “systemic deficien-
cies” affecting quality of care, handling of
patient complamts and excessive delays for.
medical appointments.

. *The California Department of Corpora-

uons in & report made public last week,
said Glendale-based Cigna had violated at
least four key areas of state regulations cov-
enng health maihtenance organizations.
‘Among the deficiencies were: |
" B Lack of rccosmlmn of “grossly abnor-
mal iab tests." .
- B Incomplete mcdxcal charts and lack ol
follow-up care on post-hospital discharges. |
@ Excessive wailing periods for medical
“appointments, up 10’ iwo tqon;hs at some
fauhtlcs :
g2 Fatlurc o pmperly rewew ‘and:moni
tor patient complaints.
Cigna officlals acknowledged some prob-

lems in its quality assurance programs, but. .

atiributed some of the negative findings in
‘the department’s audit 10 a lack of commu-
nication with state regulators. -

" “Systemns are in place to-assure quality of

care but we did nqt ‘do a good enough job
“explaining (to-- regulators) how ..

they

" operate,” said Le.she Margolm. ch:ef coun-

.7

sc! for Cigna.

- Gary Mendoza, commissioner of the De-
partment of Corpqrauons said the prob-
lems uncovered in the audit were serious
and “out .of the ordinary,” and that stafl
- members brought the matter to his atten-
?on wo wecks ago for speCLal considera-
ion. -

“*We are fooking into the mauer and may
~be taking additional steps to make sure

{Cigna) is in compliance,”” Mendoza said.
Anthony Iion, @ physician and health

policy analyst for Consumers Union, said,

he was most disturbed by the department’s -

finding that Cigna had farlcd to provide

preventive heallh—care scrvices 10 some pa- -

tients,

all about,” lton sajd. -
~Stuan Bowne Cigna's medlca! d:rcctor

f'or Los Angeles, dcfended the HMO's qual-_»
sity of eare, but said the company already.

“That’s whal HMOS are supposed to be

is respondmg to, several of the department’s .

findings.. - * 7+

“The care we provnde to our members is .

" very high-quality,” Bowne said..“But we've

~got some deficiencies and we' are taking -

_prelty quick action to correct them.” .
The report faulted Cigna officials for not
foliowing up on patient complaints and in-
stead referring them back to the medic:!

Seivinig the San Fernando and Neighboring Valieys

State regulators cite problems
in audit of Cigna Health Plans
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clinic for response. Beginning next
month, complaints will be reviewed
by senior company managers on a
regular basis, Margolin said.

Margolin also said Cigna will be-
gin new internal enforcement pro-
grams to make it easier for patients
to schedule appointments more
quickly. As it did in previous re-
ports in 1988 and 1990, the depart-
ment cited Cigna for failing to meet
its own isternal standards for pro-
viding patients with medical ap-
pointments in a timely manner,

“We have clear policies, but we
need to do aggressive follow-up and
sell-audits,” Margolin said, “We
can do a better job and will do 2
betler job.™

The problems were identified at
several of Cigna's 29 wholly owned
medical chinics in Southern Califor-
nia.

Cigna, also known as Ross Loos
Healthplzn of California, is one of
the largest HMOs in the state, cov-
ering nearfy 600,000 enrollees.

The Caorporativns Department
conducts medical audits of all
HMOs oa a rolating basis. Under
state law, the department must au-
dit every HMO at least once every
five years

“The Cizua zudil was conductcd

“in Jung 1993, Regulziors conduct-

cd on-site inspections, reviewed
dozens of patient medical records
and interviewed company manag-
ers and executives,

Hton said it is unusual for audi-
tors 1o cite deficiencies because the
law gives health plans a chance to
correct problems before they are in-
cluded in the final report released
to the public.

Regulators give health plans a
preliminary and confidential audit
and ailow companies 30 days to
correct problems or develop plans
that address the state’s concerns. If
regulators are satisfied, the defi-
ciencies are withheld from the ﬁnal
report, .

The final report does not specify
how many medical records were ex-
amined nor does it disclose details
of individual cases. It also does not
include deficiencies cited by regula-
tors but corrected by health plans
within 30 days.

A detailed repont, including con-
fidential patient medical records
and specific cases reviewed by regu-
lators, was forwarded to Cigna in
February. The department found
Cigna's response to some of the
problems to be inadequate and
mentioned, those problems irn.ite
audit released 10 the public.
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hMay 30, 1994

Hom. Keith Bichop
Commlssionsr

Deparunsat of Corporations
1307 MNinth St. Room #3800
Yacremant, CA 93814

Dear Commissioner Bishop: *I

[ am writing on bshalf of my vonsliwents, Josephine Joshus Godfrey esd Chrisslpbsr
Godfrey, who have experienced severe difficuldes with a Calffornia hoensad HMO. CIONA Hhald

Care. ;

Mrs. Godfrey oleims that CIGNA failed to properly disgnose and treat her ung camk‘mm
March 1993 trough August 1994. Apperently, a year ater non-CIGNA doctors essily idongfled
the carcinoid wmor in her leR lung and wid Mre. Godirey that tbe mmar should have been
diagnosed to early 1993, Desplia rupeated denisls of the mmor's exigmence from CIGNA, te mmor
wes ultimarely removed ai St. Josaph's Hospital in Burbank, Celifornia. A post-operative pethelogy
roport ndicatmd Gt the umer wes "fully grown ... fuily mature.” :

While being examined by CIGNA, Mrs. Godftey repestedly ashed 0 be reforeed 10 a
speciatist. For some inexplicsble reason CIGKA refused 1o conmult & spocialisr for approgrien
medical gearment. CIGNA aiso refuged 0 release Mrs. Godfrey’s medicel records w0 amiyther
phystcian could review her medical histary sed order reatmeal. Only after dozens of requasts were
the recorde felsased. Yat, Mrs. Godfrey belleves thal in order to protwet CIGNA from malpraciive
the documents wefe maliciously altered. !

Ths Stata of Californis has the responsibility to prosset conmmers entolled in }Mﬁa.‘ The

statn is required 8o educate and inform consuimers sbout HMOs. With over 12 malllen Califorhisns
in HMOs, educating and informing consumars about quaiity amd access w health cara is an tnpornt

‘undertsking. Unformmnamely, if Mre. Godfrey's experience ls may indiemion of bow contnuer’s

medice] noeds ere Being weated by HMOs we mast reexaming the manage care system. Con’gmss
has begun o probe HMOs and the quallty of medical treatment they provids. Many patients byliave
that M Os regularly deny care and information to parients in ordaer to Cut costs. The spparent "gng
rute” which prohibita physicians from suggesting reatmen: that i3 not covered by dw FMO e plse
of partinlar congern.
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My conatitszns is not the only: individual who has had difficultes dealing with HMOs: (D)
Ruth MacInmes of Sen Diego died when HMO physicians feilsd to provide madival tees to disgnose
and treat heart disease and respopd to cardiogenic shock emergencies; (2) Will Spence ofi Loz
Angelas fights for his fife becauss his pon-Hodgkins lymplioma cancer was mis-diagnosed for more
than a yerr. 1 am told that like these people thera ave thouzands of others gcross the nation with

similar stoties.

I am respectfully that your office examine these claims and investigais whether the state's
HMOs sre being properly monitored end consumers given the information they need to emsure
quality medical care, [ believe that Mrs. Godfrey has been grossly misweated by a systeni that
should care for her. If violations are uncovered 1 request that enforcement action be wken agamst
those instinxtions responsible for mistreating corsumers. A comprehonsive investigation will’ belp
ensure that the sate fulfills its obligstion to the over (2 million HMO consumers. Please rogpond
1w my District Director, Armando E. Azarloza, at your carlisst opportunity.

HOWARD P. "BUCK" McKEON
Member of Congrass
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' $1ATE OF CALFORNIA — BUSINESS, TRANSPORTATION AND HOUSING AGENCY PETE WILSON, Governar

DEPARTMENT OF CORPORATIONS - T
OFFICE OF THE COMMISSIONER

S8y WILSHIRE BOULEVARD, SUNTE 800
LO8 ANGRLES, CALIFORNLA (0010

IN REPLY REFER TO:

me . ALPHA
Tuly 2, 1996

The Honorable Howard P. "Buck” McKeon
U.S. House of Representatives
Washington, D.C. 20515-0525

Re: Josephine & Christopher Godfrey
Dear Congressman McKeon:

Yam in fe‘ceipt of your May 30, 1996 letter, received on June 4, 1996, regarding the above-
namex individuals and their health care service plan, Cigna Healthcare of California.

The Department of Corporations ("Department”) regulates Cigna Healthcare and other health
care service plans under the Knox-Keene Health Care Service Plan Act (Health and Safety
Code 1340 et seq.) and the Commissioner’s regulations (CCR Section 1300.40 et seq.). The
Department takes each and every request for assistance ("RFA") we receive very sexiously.
RFAS received by the Department are reviewed not only with respect to the individual
issue(s), but with an eye toward potential systemic problems as well. RFA review is an
important element of the Department’s overall regulatory efforts.

The Department has reviewed or is reviewing all of the RFAs submitted by the Goditey
family. Josephine Godfrey’s case was reviewed by the Department’s Extforcement Division.
This review included, but was not limited to, a thorough examination of relevant{ medical
records, interviews with plan personnel, and extensive discussion with the Godfrey family.
As a result of this review, the Enforcement Division determined that Cigna had satisfactorily
addressed Mrs. Godfrey’s specific complaints and had developed strategies for resolving
these problems.

As to Christopher Godfrey's RFA, Cigna agreed to have Susan Riccardi, R.N. available to
both Mr. and Mrs. Godfrey to assist them in the coordination of their current care and
resolve any problems they may encounter. Both of these RFAs are now closed. However,
the information in these and all RFAs is incorporated into the Department’s Ongoing
regulation to ensure health plan compliance with the Knox-Keene Act.
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The Honorable Howard P. "Buck" McKeon
July 2, 1996
Page 2

The Department shares your concern about so-called “gag" clauses in provider contracts.
The Department recently required a plan to delete a clause in its provider contracts which
obligated the provider to put the plan in a "good light.” In a recent communication to all
licensees, the Department stated: "Each contracting physician and other health care
professional should be able to speak honestly and accurately about matters which may affect
a patient’s health and well-being to foster the traditional relationship of trust and confidence
between patient and health care professional,”

In closing, I wish to again emphasize the Department’s commitment to the millions of
Californians enrolled in health care service plans. Should you have additional questions,
please do not hesitate to contact Special Assistant Joe Parra at (213) 736-2240.
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May 9, 1997

Ms. Susan Riccardi

CIGNA HealthCare of California
P.O. Box 29020

Glendale, CA 91209-9020

Dear Ms. Riccardi:

I am writing on behalf of two constituents of mine and clients of yours, Ms, Lillian Joshua and
her sister, Ms. JoAnna Joshua, with regards to the problem they are having in getting access to a
primary care provider closer to their place of residence in Santa Barbara County .

The Joshua’s contacted my Santa Barbara District Office and stated that Cigna HealthCare had
given them a primary care provider more than one hour north of their residences. | find it
difficult to understand why & primary provider cannot be found closer to their homes. I would
encoutage you to accommodate their request and am forwdrding a copy of this letter to the
Department of Corporations for review.

I'would appreciate it if yon could follow-up this letter by caf)ntacting my Field Representative,
John Maun, at (805) 966-2296, regarding this request.

Thank you in advance for your consideration.

] cerely,

r | /





