
On October 22, the Office of Consumer Affairs and Business Regulation held 
its second conference on empowering healthcare consumers through tools 
given to government and healthcare leaders under the cost containment law.  
The Office partnered with UMass Medical School to host the “Empowering 
Healthcare Consumers: A Community Conversation Part II” conference in 
Worcester and once again brought together healthcare leaders to discuss next 
steps in empowering consumers.

Undersecretary Barbara Anthony kicked off the day by polling the audience 
on their attitudes towards healthcare.  98% of the attendees agreed or strongly 
agreed that it’s important know how much a TV will before purchasing it, 
while only 77% agreed or strongly agreed that it’s important to know the cost 
of medical care ahead of time.

Next our panel of experts, moderated by WCVB’s consumer reporter and 
anchor Susan Wornick, discussed the challenges and opportunities around in-
creasing cost and quality transparency to help consumers make more informed 
choices about the purchase of their healthcare services.  This sparked a healthy 
debate around the past dysfunction of our healthcare system and how we could 
set on a path to correct it.

We were excited to hear thoughts about healthcare cost containment and 
reform from our guest speakers: UMass Medical School Chancellor Michael 
Collins, President and CEO of the Worcester Regional Chamber of Commerce 
Timothy P. Murray, Secretary of Housing and Economic Development Greg 
Bialecki, Insurance Commissioner Joseph Murphy, and Executive Director 
of the Health Policy Commission David Seltz, who gave an update from the 
Health Policy Commission’s recent Cost Trends Hearing.

Medical director for Consumer Reports Health Dr. John Santa gave the keynote 
speech on Massachusetts staying one step ahead (continued onto back page) 

It’s been a 
landmark month 
for healthcare cost 
containment in 
Massachusetts. 
Starting October 
1st, health insurers 
were required 
to provide cost 
information about 
planned healthcare 
procedures 
to consumers within 48 hours. 
Consumers can use the new tools, 
including websites and toll-free 
phone numbers, to gather  this 
information from their carriers.

This is an exciting step forward not 
only for transparency, but for health 
care cost containment as well.  We 
cannot reign in health care costs 
if consumers are kept in the dark 
about the price of health care servic-
es. Transparency drives competition, 
and the industry should now lead 
the way through innovation and 
technology that benefits competition 
and consumers.

I directed some of my staff to be 
“mystery shoppers” and try to get 
cost and quality information from 
their insurance carriers about a 
hypothetical tonsillectomy.  We had 
them detail their journey in a video 
we debuted at our Worcester health-
care conference.  You can watch the 
video here to find out about their 
first-hand experiences. The results 
were pretty mixed but we hope this 
improves in the near future.

I encourage you all to test out your 
insurer’s cost comparison tools and 
continue to use them before pur-
chasing healthcare 
services.
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News from the Undersecretary

Pictured left to right: Eric Schultz, President & CEO of Harvard Pilgrim Health Care; Patrick 
Hughes, President & CEO of Fallon Community Health Plan; Patrick Muldoon, President of 
UMass Memorial Medical Center & Chair of the Massachusetts Hospital Association; Dr. Armin 
Ernst, President & CEO of Reliant Medical Group; Barbara Anthony, Undersecretary of Con-
sumer Affairs and Business Regulation; Kristen Lepore, Vice President of Government Affairs for 
the Associated Industries of Massachusetts; Dolores Mitchell, Executive Director of the Group 
Insurance Commission; David Morales, Vice President of Public Policy and Strategic Planning at 
Steward Healthcare; and WCVB’s Susan Wornick

Worcester Healthcare Conference

http://www.youtube.com/watch%3Fv%3D0myg8jcSXB4
http://www.youtube.com/watch%3Fv%3D0myg8jcSXB4
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http://www.youtube.com/massconsumer
http://www.twitter.com/mass_consumer
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http://www.massitsallhere.com
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New Lemon Law Application

(continued from front) in the health-
care transparency movement.  Dr. San-
ta talked about the variation in prices 
at different providers, and the diffi-
culties faced when trying to compare 
costs, quality and value.  He acknowl-
edged Massachusetts as the leader in 
healthcare quality, noting that no other 
state comes close, and applauded the 
efforts of the various organizations that 
work so hard to address the cost issues 
now at the front of the discussion.  

Consumer Reports Health surveyed 
thousands of their readers from Mas-
sachusetts about an insert in their 
July 2012 publication that compared 
various local healthcare providers on 
quality, cost and value measures.  Con-
sumer Reports Health teamed up with 
Massachusetts Health Quality Partners 
and the Robert Wood Johnson Foun-
dation to produce the special feature, 
“How Does Your Doctor Compare?”

We will compile full results from the 
Worcester conference into a compre-
hensive report.  You can access the 
May conference report here. 

Click to view photos and video from 
this conference.  Click here to view the 
conversation on Twitter.

Worcester Healthcare 
Conference (continued)

This month we launched our Lemon Law Application, which walks consumers 
through the provisions of the state’s lemon laws by ask-
ing simple “yes” or “no” questions about the vehicle’s 
new or used status, its mileage, the amount of time 
since purchase, and other qualifiers.  

The tool was designed to simplify the process of figur-
ing out whether the lemon laws may help provide relief 
for consumers who may have purchased or leased a vehicle which does not 
function properly. Make sure to check it out on our website. 

Out and About

Left: Undersecretary Anthony 
traveled to the Village Pancake 
House in Rowley, MA, for the 
Retired Educators Association 
of Massachusetts’ monthly 
meeting.  Undersecretary 
Anthony gave a Consumer 
University presentation to 
over 40 members of the 
orgnaization, discussing 
consumer rights and resources, 
the state’s 18-65 law, and scams 
targeted toward the elderly.

Left: Insurance Commissioner 
Joe Murphy spoke at the Property 
Casualty Insurers Association of 
America Annual Meeting in Boston, 
which drew nearly 1,000 financial 
services professionals from around 
the country. The Commissioner 
addressed the state of Massachustts’ 
insurance industry, specifically 
noting the industry’s response to 
the Boston Marathon bombings 
and the resulting $2.5 million in 
property and casualty losses that 
were incurred.

Right: The Division of Banks, along with 
the Massachusetts Credit Union League, 
conducted two meetings with dozens of 
credit unions from across the state.  The 
meetings provided a forum for credit 
union leaders to discuss the issues that 
impact their industry as well as challenges 
and opportunities in regulating financial 
services. Pictured is Commissioner of  
Banks David Cotney (left) with Dan Egan, 
President of the Massachusetts Credit 
Union League.

“Seven times more 
people felt better 
about the health 

system when they saw 
comparisons showing 
significant differences 

in performance in 
physician practices.  

Consumers love 
comparisons - they 

want those, they need 
them.” 

– Dr. John Santa, 
Consumer Reports 
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