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Let’s Talk Providers, Here’s How
As an Agent, you identify the right plan for your members.  
Help them identify the right Primary Care Physician (PCP) 
too. Use this conversation guide to help your members 
find doctors via Humana’s Find a Doctor tool with Care 
HighlightTM provider ratings program, which includes ratings 
for clinical quality and cost-efficiency in certain states and 
for certain specialists.

Agent Question/
Statement Context Member 

Answer Follow-up Words/Actions

1.  Do you already 
have a PCP? I 
can check if 
they are in-
network for  
your plan. 

Rapid disenrollment 
can occur if a member’s 
doctor(s) is/are not in-
network. This question 
helps you select the right 
plan for your members 
up front. It also helps you 
identify whether or not 
your member has providers 
already.

Yes Action: Get the names and confirm they are 
in-network using Find a Doctor. If Care Highlight 
ratings are available, discuss the importance of 
provider quality and efficiency (see 3 below).

No Action: Explain the importance of a primary 
care provider (PCP) to your member’s overall 
health (see 2 below).

2.  Your PCP is your 
medical home 
base and is key 
in promoting 
positive health 
outcomes.

Individuals living in 
America with a PCP have 
been shown to receive 
more high-value care and 
report better healthcare 
access and experience.1

Words: Over time, your PCP will learn your 
medical history, your treatment preferences, 
your personality and your lifestyle to help you 
live your healthiest, best life.

What to Say and Do During the NEADS Analysis

1https://jamanetwork.com/journals/jamainternalmedicine/fullarticle/2721037?guestAccessKey=0983f57a-7a4e-480a-b0b4-7bbcc2c6649b

continued

Reminder: The Care Highlight program is only available in certain states, for certain specialties, and only for those doctors for whom Humana 
has enough data to provide ratings.
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Agent Question/
Statement Context Member 

Answer Follow-up Words/Actions

3.  Are you satisfied 
with your current 
PCP? 

The right healthcare will 
amplify the benefits of 
the right plan. Helping 
members with their PCP 
selection makes the 
healthcare experience more 
human. It shows you care 
about your members, their 
health and their well-being. 
Using Humana’s objective 
ratings enables you to 
share factual information 
and stay compliant.

No, I am not 
satisfied and 
would like 
some help 
searching 
for a new 
PCP.

Words: What are your preferences? For 
example, gender, languages spoken, hospital 
affiliations, location, onsite services, etc. 

Action: Use the Find a Doctor tool to filter  
by selected criteria and compare providers.  
If Care Highlight ratings are available, discuss 
the ratings (see 4 below).

No, I want to 
find a PCP on 
my own.

Words: Remember, you can use Humana’s 
Find a Doctor tool to find in-network providers 
that meet your needs and wants. The Care 
Highlight ratings can help you find doctors 
with ratings (see 4 below).

Yes Words: That’s great. Would you like to hear 
about Humana’s Find a Doctor tool with Care 
Highlight? 
If the member states yes, feel free to share 
information about the Find a Doctor tool with 
the Care Highlight program. 
You can use Humana’s Find a Doctor tool with 
Care Highlight program to find doctors who 
have ratings for clinical quality and cost-
efficiency (see 4 below).

continued

What to Say and Do During the NEADS Analysis continued
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Human Care Starts with You

Every provider conversation you have helps to make the healthcare 
experience more personal and more rewarding for our members.  
Thank you for putting Human Care into action.

Agent Question/
Statement Context Member 

Answer Follow-up Words/Actions

4.  Clinical quality 
metrics 
alignment is a 
key component 
when selecting 
quality measures 
for physician 
performance at 
Humana.

Humana’s Care Highlight 
program helps Agents and 
members identify doctors 
using objective, certified 
criteria.

Words: Humana’s Care Highlight program ratings 
help you find doctors with ratings for quality and 
cost-efficiency. 

The hearts represent clinical quality. The more 
hearts, the better the clinical quality. 

The badges represent cost efficiency. The more 
badges, the higher the efficiency.

These ratings are just one of the metrics you 
should use when selecting a PCP. Please note, 
some physicians may not have quality-care or 
cost-efficiency ratings. This simply means we 
do not have enough data to rate the PCP at 
this time or they may be in a state where Care 
Highlight ratings are not available.

Action: Compare providers using the Find a 
Doctor tool with Care Highlight program.

5.  When you’re 
ready to 
schedule your 
PCP visit, I can 
help you prepare.

You have the power to be a 
trusted health resource for 
your members. 

Words: Here’s what I recommend members do 
before visits:

•  Gather personal and family medical history  
and allergies.

•  Make a list of current prescriptions.
•  Make a list of questions for the doctor and 

prioritize concerns.
•  Send records or tests ahead of time.
•  Have a detailed, yet concise, explanation of 

the reason for the visit.
•  Don’t hold back information that might feel 

embarrassing or difficult to talk about.

What to Say and Do During the NEADS Analysis continued

Reminder: Agents cannot encourage, influence, or steer a member to change PCPs or choose a particular PCP.
2https://www.ahrq.gov/talkingquality/measures/six-domains.html


