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Background
American Heart Association 
positioning on health care 
delivery and payment 
reform
• 2017 Call to Action
• 2018-2020 Value In Healthcare 

Initiative
• 2021-2022 Improving Heart 

Health Through Value-based 
Payment Initiative

• 2023 Value-Based Payment for 
Clinicians Treating CVD
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Background (cont.)

•Why did we undertake this 
research?
•Too few patient, consumer and 
community organizations at key 
decision-making tables

•Jargon barriers
•Misconceptions
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CMS Value-Based Care Spotlight  
• Accountable Care Organizations (ACOs): groups of 

doctors, hospitals, and other health care professionals 
that work together to give patients high-quality, 
coordinated service and health care, improve health 
outcomes, and manage costs. 

• Value-Based Care: Designing care so that it focuses on 
quality, provider performance and the patient experience.

• Person-Centered Care: Integrated health care services 
delivered in a setting and manner that is responsive to 
individuals and their goals, values and preferences, in a 
system that supports good provider–patient 
communication and empowers individuals receiving care 
and providers to make effective care plans together.

• Integrated Care: An approach to coordinate health care 
services to better address an individual’s’ physical, mental, 
behavioral and social needs.
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Research Overview

•General:
•Conducted by the American Heart 
Association
• Melanie Phelps, Principal Investigator
• Aalaya Gurram, Research Assistant

•Funded by Arnold Ventures
•Reviewed and Approved by 
Heartland Institutional Review Board 
(IRB)
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Research Overview (cont.)

•Project Goals:
• To understand and capture the benefits 

of advanced alternative payment 
models for medically complex 
individuals 

• To build a foundation for broader 
awareness, education, and engagement 
of consumers, patients, their caregivers, 
and advocates

1/23/2025 9



Research Overview (cont.)

•Research Methods
• Qualitative Research

• Semi-structured Key Informant Interviews
• Up to 30 key informant interviews

• 15-20 medically complex patients and/or their 
family caregiver

• 10-15 health care members who care for medically 
complex patients

• $100 stipend (Visa gift card) for completing the 
interviews which were projected to last up to 60 
minutes
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Research Overview (cont.): 
Literature Review—Themes 

• Care that is respectful of and responsive to 
patients’ needs and values 

• Effective bi- or multi- directional communication
• Whole person, longitudinal care 
• Seamless, coordinated care 
• Knowledgeable and competent practitioners
• Timely access to care and support
• Reasonable cost and cost transparency 
• Outcomes 
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Research Overview (cont.):  Expert Panel 

Consumer/Patient Organizations
Kristin Wikelius, Venice Haynes, 
United States of Care
Sophia Tripoli, Families USA
Omar Escontrias, National Health 
Council
Jon Broyles, Coalition to Transform 
Advanced Care
Sarah Coombs, National Partnership 
for Women and Families
Darcy Milburn, The ARC
Mike Brand, Community Catalyst
Ignacio Alvarez, National Kidney 
Foundation
Emily Holubowich, American Heart 
Association

Multi-Stakeholder Organizations

Frank McStay, Duke-Margolis Institute 
for Health Policy
Jeff Micklos, Health Care 
Transformation Task Force
Mara McDermott, Accountable for 
Health
Alyssa Neumann, NAACOS
Rita Lewis, National Association of 
Community Health Centers
Larry McNeely, Primary Care 
Collaborative



Research Overview (cont.): 
Other Organizations Providing Input

• Centers for Medicare and Medicaid Services 
Innovation Center 

• Hydrocephalus Association
• International Consortium for Health 

Outcomes Measurement
• National Organization for Rare Disorders 
• Patient-Centered Outcomes Research 

Institute 
• The Journal of Patient Experience 
• World Economic Forum



Research Overview (cont.)

• Interview Guides
• Patients and/or their family caregiver 

guides: 33 questions
• Health care team member guides: 47 

questions
•Expected 25-30 interviews in total
•Confidentiality and Informed 
Consent
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Research Overview (cont.)

•Recruitment
• Relied on health care organizations 

participating in ACO models
• Followed IRB protocols
• $100 stipend for completion of the 

interview
•Recruitment Challenges

• Bad timing and overworked workforce
• Had to amend IRB protocol to allow 

flyer
• Had to amend flyer
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Research Overview (cont.)
• Results

• 29 interviews conducted / only 27 included
• 2 patient interviews discarded

• 12 patients and/or caregivers
• 9 with the patient only
• 2 with the patient and their caregiver/spouse
• 1 with the caregiver only

• 15 health care team members
• 4 primary care physicians
• 1 specialist physician
• 1 nurse practitioner
• 3 nurse care managers
• 3 social workers
• 2 community health workers
• 1 pharmacist
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Research Overview (cont.)
• Results

• Geography
• Mix of rural, suburban, and urban

• Patient ages 36 - >75
• Female study participants outnumbered male
• Payer ACO contracts—all payer types were 

represented:
• Original Medicare
• Medicare Advantage
• Medicaid
• FEHP
• Commercial 

• Health care team member experience 
• > 250 years combined practice experience 
• > 80 years in an ACO model. 
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Research Overview (cont.)

• Data Analysis
• Each transcript was cleaned and 

written up into narrative form to assist 
with coding

• Narrative were put into ChatGPT and 
asked to summarize the care provided 
by the ACO

• ChatGPT was further requested to 
explain the care received in layman’s 
terms

• Hand coding, however, was used for 
theme identification and development
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Overarching Findings

Patients and Caregivers agreed that care 
provided through an ACO model is…

Better For Patients 

Health Care Team Members agreed that 
care provided through an ACO model is…

Better for Patients
Better for Health Care Team Members
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Patients & Caregivers: Better Care & Support

• A dedicated primary care relationship
• A team of health care professionals 
• Improved access to care and support 
• Enhanced patient/caregiver engagement
• Trusting relationships
• Improved communication, access and 

coordination 
• A more holistic approach to care
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Patients & Caregivers: Better Care & Support
“A year ago when he was first diagnosed with congenital heart failure, his care 
manager got him into an extended care clinic, and those doctors were so good. 
They actually helped get proper care for him, and it has been a blessing. I think 
going to [an ACO], others in our age group don’t have it. It is really wonderful. They 
keep you out of the emergency room where you stay and stay and stay.” 

“The way we are getting care with the care manager, we get more immediate 
responses because the doctors’ appointment schedule is so far out, but when you 
call with a need, they make sure it is taken care of. It didn’t used to be that way.” 

– P1 and his wife, C3, North Carolina

“The care I get [through the ACO] is outstanding, it is great. I have a chronic care 
manager, so I don’t have to go through a nurse, and she provides an instant 
response, so I don’t have to wait for someone to call me back.”

“They treat me as an individual, as a person, and not an ailment. They are very 
hands-on and explain everything well. And I love the chronic care manager because 
she is great and responsive.

-  P3, Delaware
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Patients & Caregivers: Better Care & Support

“This year has been a game changer with the doctors because they really do care 
about you. The nurse practitioner cared, understood and listened to me, and that 
is how I was connected to the social worker. It changed my dynamic. I wish 
everyone could experience the care I had. This was a blessing in disguise. They 
really gave me life. I feel way better than ever.” – P9, Pennsylvania

"The nurses are the go-between me and my doctor. I coordinate with the hospital 
van to commute here to get me to the appointments. It is the best treatment and 
doctor. If I am due to see two doctors in the same month, they coordinate the 
appointments at the same point." – P8, West Virginia
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Health Care Team Members: 
Better for Patients and Team Members

Better for Patients
• Regular source of care
• A multidisciplinary team-based approach to care
• A whole person approach to care
• Enhanced patient engagement and education

• Effective communication
• Building trust
• Motivational interviewing
• Shared decision making
• Regular assessments
• Care plan development
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Health Care Team Members: 
Better for Patients and Team Members
“The impact of the ACO on quality of care has been phenomenal, exponential. I don’t know how 
we existed before. I would not be a physician like I am without it.” 
-primary care physician, Delaware

“Providing care under the ACO is better for patients because of the emphasis on preventive care, 
patient education, meeting patients where they are, closing gaps in care, connecting patients to 
needed resources, and freeing up doctor’s time to focus on those patient who need the most 
attention, which in turn improves the quality of care. 
-community health worker, Arizona

“Interdisciplinary collaboration is a key aspect of the care provided. We are more proactive about 
screenings.  We are catching things early and getting patients the care they need before they 
know they need it. We are implementing what improves health.  We seek control before they 
slide.” 
-nurse practitioner, Pennsylvania

1/23/2025 24



Health Care Team Members: 
Better for Patients and Team Members

Better for Health Care Professionals
•  The team approach to care allows different 

professionals to work together to provide optimal 
care to patients.

• Expands access to care by providing additional 
resources and support to care for patients that 
need it the most without overburdening physicians 
and advanced practice providers 

• It allows all members of the health care team to be 
better at their job.
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Health Care Team Members: 
Better for Patients and Team Members

“We are getting more support to do what we wanted to and more resources to help 
patients do better." 

“ACOs are more proactive rather than reactive. The data provided by ACOs allows the 
health care team to address gaps in care more effectively.” 

–primary care physician, Kansas

“We are 1000% better because we have a team and can provide more eyes on patients. 
More people are involved supporting that patient.”

“The providers are happier because we can offer them more time to help close gaps to 
improve outcomes for all. Overworked providers are providers who miss things.” 

-nurse practitioner, Pennsylvania

“There is more collaboration and support. People working to their specialties." 

-social worker, Ohio
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Health Care Team Members: 
Better for Patients and Team Members

“The providers want to practice good medicine but the pressure to bill [under FFS] is 
not good medicine. I firmly believe doctors are good and want to help people, so 
empower them to do health care in a way that is equally beneficial to both parties.”
 - community health worker, Arizona

“The additional services provided by the ACO has resulted in very high satisfaction 
rates. There is a big focus on the community we serve, [putting] patients first and 
making sure they get what they need. This also has had a positive impact on health 
outcomes because the added supports also allow them to identify and address 
health-related needs. They can monitor outcomes through a dashboard that marries 
claims and EHR data. That is how we can follow and understand progress.” 
– specialist physician, Indiana

1/23/2025 27



Suggestions for Improvement 

Patient/Caregiver Issues:

• One patient was not happy with 
her PCP

• Another patient complained 
about the parking at her PCPs 
office

• Another patient mentioned that 
the communication with 
providers outside the ACO or 
system just wasn’t as reliable as 
the communication within the 
system

Health Care Team Member Issues

• Each payer contract had different 
rules making it more complicated 
than necessary

• Challenging communication with 
some external providers

• EHR was insufficient for VBC
• Inability to offer services (like care 

management) to those not in the 
ACO

• Expansion of the model so more 
patients can be service

• More education of patient and 
other providers about the benefits 
of the model
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What’s Next

• Improve how we talk about ACOs and value-
based care.

•Expand the “table”

• Identify a path forward

•Achieve a truly “person-centered” system of 
health
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Website
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www.heart.org/bettercare 

http://www.heart.org/bettercare


Thank You
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