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Overview

The Ohio Deprtment ofMedicaid(ODM) requiresa variety of quality assessment and improvement
activities to ensure Medicaid managed care plan (MCP) members have timely access to high quality
healthcare services. These activities include surveys of meexpariencavith care. Survey results

provide important feedback on MCP performance which is used to identify opportunities for continuous
improvement in the care and services provided to members. ODM requires the MCPs to contract with a
National Committee for Qualithssurance (NCQAgertified Healthcare Effectiveness Data and

Information Set (HEDIS) survey vendor to conduct ann@dnsumer Assessment of Healthcare

Providers and Systems (CAHP3Health Plan Survey/12 ODM contracted with HealtBervices
AdvisoryGroup, Inc. (HSAG)t@a nal yze t he MCPs 0epdrotieesultsur vey dat

This report presents the 2016 CAHPS results of adult members and the parents or caretakers of child
members enrolled in an MCP. These results are trended using the 2015 CdgdRs, where
applicable.

The standardized survey instruments administered in 2016 were the CAHPS 5.0H Adult Medicaid
Health Plan Survey and the CAHPS 5.0H Child Medicaid Health Plan Survey (with the children with
chronic conditions [CCC] measuremeat)s Five MCPs patrticipated in the 2016 CAHPS Medicaid
Health Plan Surveyss listed in Table-1. Adult members and the parents or caretakers of child
members from each MCP completed the 2016 surveysFebruary to May 204.

Table X1t Participating MCB

MCP Name MCP Abbreviation

Buckeye Health Plan Buckeye
CareSource CareSource
Molina Healthcare of Ohio, Inc. Molina
ParamounfAdvantage Paramount
UnitedHealthcare Community Plan of Ohio, In{ UnitedHealthcare

1 HEDIS®is a registered trademarkthe National Committee for Quality Assurance (NCQA).
2 CAHPSis a registered trademark of the Agency for Healthcare Research and Quality (AHRQ).
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Program Changes

During 2015, ODM andhe MCPs worked collaboratively to redesign the existing Medicaid care
management progranihe new program was implementedJamuary 1, 2016. Through weléfined
program requirement§DM strives to improve the health Bfedicaid managed care membargithe
quality of care provided to tke individualdy requiring the MCPs tmtegrate critical featuresf a
high-performing care management systiemo their Models of Care. The MCPs must provide all
members with access to care management servicesahaeartberand familycentered; include
proactive communication, mechanisms for assisting members with obtaining medexabsary
services, and timely care transitions; promote-calé and independence; and take into consideration
each me mb ehysical, behaviorplyand social determinants of health needs.

Sampling Procedures

Sample Frame

ODM required the MCPs tadminister the 206 CAHPSSurveys according to theQQA HEDIS
Specifications for Survey Measure$The members eligible for samplimcluded those who were

MCP members at the time the sample was drawn and who were continuously enrolled in the MCP for at
least five of the last six months (July through December) of 2015. Adult members eligible for sampling
included those who were 18 ysaf age or older (as of December 31, 2015). Child members eligible for
sampling included those who were 17 years of age or younger (as of December 31, 2015)2Table 1
depicts the total sample frame size (i.e., total number of members eligible for sgproplpopulation

(adult or child) for each MCP.

Table 2t MCP Sample Frame Sizes

Adult Child
MCP Sample Frame Sample Frame
Buckeye 133,321 98,660
CareSource 497,915 481,228
Molina 130,006 108,626
Paramount 104,014 83,805
UnitedHealthcee 137,132 92,225

13 National Committee for Quality Assurand¢EDIS® 2016, Volume 3: Specifications for Survey Measul#ashington,
DC: NCQA Publication, 2015.

Ohio Medicaid Managed Care Prograrull Report Pagel-2
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Sample Size
A systematicsampleof adultand childmembergi.e., general population of childrewps seleted from

each participating MCP* Table 13 provides a breakout of the sample sizes for each MCP for adult and
general childnembers.

Table 3t MCP Sample Sizes

Adult General Child

MCP Sample Size Sample Size
Buckeye 1,823 2,723
CareSource 1,755 1,650
Molina 1,823 3,466
Paramount 1,823 1,733
UnitedHealthcare 1,971 2,409

Child members in the CAHPS 5.0Gthild sample could have a chronic condition prescreen status code

of 1 or 2. A prescreen status code of 1 indicated that the member had claims or encounters that did not
suggest the member had a greater probability of having a chronic condition. A gmestetas code of 2

(also known as a positive prescreen status code) indicated that the member had claims or encounters tha
suggested the member had a greater probability of having a chronic cotidiifiar selecting child

members for the CAHPSO0H dild sample, a sample atleastl,840child members with a prescreen

code of 2 was selected from each MCP for the NCQA CCC supplemental sample, which represented the
population of children who were more likely to have a chronic condition. This samptiravas to

ensure an adequate number of responses from children with chronic conditions. Please note, child
members in both the CAHPS 5.0H child sample and CCC supplemental sample received the same
CAHPS 5.0H Child Medicaid Health Plan Survey (with the G@€asurement set) instrument. This

sample of members (the CAHPS 5.0H child sample) from each MCP represents the general child
population. The CAHPS 5.0H Child Medicaid Health Plan Survey also included a number of questions
used to screen for children withronic conditions (i.e., CCC screener questions). This screener was

used to identify children with chronic conditions from both the CAHPS 5.0H child sample and CCC
supplemental sample.

4 Each MCP contracted with its own vendor to administer the surveys.
15 National Committee for Quality Assuran¢¢EDIS® 2016, Volume 3: Specifications for Survey MeasuW¥ashington,
DC: NCQA Publication, 204.
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Table 24 provides a breakout of the sample sizes for each MCPddC@C supplemental sample.

Table 24t CCC Supplemental Sample Sizes

CCC Supplementa

MCP Sample Size
Buckeye 3,128
CareSource 1,840
Molina 1,932
Paramount 1,932
UnitedHealthcare 2,686

NCQA protocol permits oversampling amyincrementMCPs were required by ODM to oversample
the adult population bat least30 percentTable 15 provides a breakout of the oversample sizes for
each MCP for the adult and general child membeérs.

Table 15t MCP Oversampling Rates

MCP Adult Rate General ChildRate
Buckeye 35% 65%
CareSource 30% 0%

Molina 35% 110%
Paramount 35% 5%
UnitedHealthcare 46% 46%

6 The oversampling percentage varied for each MCP.

Ohio Medicaid Managed Care Prograrull Report Pagel-4
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Survey Protocol

The MCPs contracted with separate survey vendors to perform the administration of the CAHPS
surveys. The survey adminigtt i on pr ot ocol employed by the MCPs
by which members could complete the surveys. The first phase, or mail phase, consisted of a survey
being mailed to the sampled members. Sampled members received an English and/ov&saomsbf

the survey:’ A second survey was sent to all A@spondents. The second phase, or telephone phase,
consisted of Computer Assisted Telephone Interviewing (CATI) for sampled members who had not
mailed in a completed survey. A series of at |@aste CATI calls was made to each srespondent?®

It has been shown that the addition of a telephone phase aids in the reductiomesipomse bias by
increasing the number of respondents who are mo
population®

According to HEDIS specifications for the CAHPS Surveys, these surveys were completed using the
time frames shown in Table@

Table 161 CAHPS Survey Time Frarh¥s

Basic Tasks for Conducting the Surveys Time Frames
Send first questionnia with cover letter to the adult member or parent/caretake
. 0 days
child member.
Send a postcard reminder to A@spondents four to 10 days after mailing the fir .
. : 47 10 days
guestionnaire.
Send a second questionnaire (and letter) teraspondets approximately 35 days
- ; ) : 35 days
after mailing the first questionnaire.
Send a second postcard reminder to-respondents four to 10 days after mailing .
) : 3971 45 days
the second questionnaire.
Initiate CATI interviews for nowrespondents approximately gays after mailing 56 days

the second questionnaire.

Initiate systematic contact for all neaspondents such that at least three teleph
calls are attempted at different times of the day, on different days of the week 5671 70 cays
in different weeks.

Telephone followup sequence completed (i.e., completed interviews obtained
maximum calls reached for all neaspondents) approximately 14 days after 70 days
initiation.

7 Molina and UnitedHealthcare chose an enhanced survey methodology and administered a Spanish version, in addition to
or in place of an English version, of the survey instrument to members.

18 National Committee for Quality Assurandg@uality Assurance Plan for HEDIS 2016 Survey Measésshington,
DC: NCQA Publication, 2015.

¥ Fowler FJ Jr., Gallagher PM, Stringfellow VL, et al. @l
Surveys of He alMedical Bdres2002; N3N hoEPO0s . O

10 National Committee for Quality Assuran¢¢EDIS® 2016, Volume 3: Specifications for Survey Measufégshington,
DC: NCQA Publication, 2015.
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Response Rates

The administration of the CAHPS Surveys is comprehensigesathesigned to achieve the highest

possible response rate. A high response rate facilitates the generalization of the survey responses to an
MCP6s population. The response rate is the tot a
members oftie samplé:!! For both the adult and child surveysn@ mber 6 s survey was
di sposi ti on c o dtéasbtliree dfche following five guestionstwere completed:

guestions 3, 15, 24, 28, and 35 for adult Medicaid and questions §,3®,4nd 54 for child

Medicaid Eligible members included the entire sample (including any oversample) minus ineligible
members. Ineligible members of the sample met one or more of the following criteria: they were
deceased, they were invalid (did notanthe criteria on page of this report), they were mentally or
physically incapacitatedyere removed fronthe sample during deduplicatioor they had a language
barrier*? For additional information on the calculation of a completed survey andhsspates,

please refer to the Methodology Report.

For2016 atotal of4,496s ur veys wer e compl eted for Ohiobds Me
total include2,278adult surveys ané,218general child surveys (note, child members in the CCC
supplematal sample are not included in this number). The survey response rate v@eercent for

Ohi o6s Medi cai d Massapgreedtfoltiaeradult gopulatepm, abghl3percent for

the general child population (which excludes children infQB€ supplemental sample).

Table 17 depicts the total response rates (combining adult and general child members) and the response
rates by population (adult or gener al child) fo
participating MCPs.

Table 27t CAHPS 5.0H Medical Response Rates

Total Adult General Child

Response Rate Response Rate Response Rate
Ohio Medicaid 21.92% 25.55% 19.13%
Buckeye 20.05% 23.15% 17.94%
CareSource 23.30% 25.57% 20.85%
Molina 20.74% 25.52% 18.21%
Paranount 24.71% 27.01% 22.31%
UnitedHealthcare 21.99% 26.48% 18.35%
Please note, children in the CCC supplemental sample are not included in the response rates.

111 National Committee for Quality Assuree.Quality Assurance Plan for HEDIS 2016 Survey Measésshington,
DC: NCQA Publication, 2015.

12 The mentally or physically incapacitated designation is not ¥atithe CAHP35.0H Child Medicaid Health Plan
Survey. Children that are mentally orysitally incapacitatedre eligible for inclusion in the child results.

Ohio Medicaid Managed Care Prografull Report Pagel-6
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Table 18 depicts the total number of completed surveys (combining adult and gdmnlkerahembers)

and the

number

of

compl et ed

Managed Care Program and all participating MCPs.

surveys by

Table 18t CAHPS 5.0H Medicaid Completed Surveys

popul ati

Total Adult Child
Completed Surveys Completed Surveys Completed Surveys
Ohio Medicaid 4,496 2,278 2,218
Buckeye 887 414 473
CareSource 774 441 333
Molina 1,070 456 614
Paramount 844 471 373
UnitedHealthcare 921 496 425
Please note, children in the CCC supplemerdahgle are not included in the number of completed surveys.

A total of4,613parents or caretakers of child members returned a completed survey from both the
general child and CCC supplemental sample. Ofit6&3completed child surveyg,395were from
children identified as having a chronic condition (CCC populationa2itBwere from children who
did not have a chronic condition (n@CC population). This represents a response rate for the child

population 0f20.39p er c e n't

for

Ohi oGase Prdvtgadii®c ai d

Managed

13 please note, this includes all children sampled (both the general child sample and the CCC supplemental sample). Per

NCQA protocol, children in the CCC supplemental samplearemotc | ud e d

in NCQAOGs

standar d

calculations. Therefore, the overall child response rates reported in this paragraph should not be compared to the NCQA

response rates.
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This section depicts the characteristics of respondents and members who completed the CAHPS 5.0H
Adult Medicaid Health Plan Survey or the CAHPS 5.0H Child Medicaid Health Plan Striey.

general, the demographics ofesponse group may influence the overall results. For example, older and
healthier respondents tend to remorhore positive experience

Background

Demographic characteristics of a stateds Medi ca
outcomesn survey data. These characteristics can include general health status, age, education, income,
employment, or any other characteristics that define the demographieumalke population.

Demographid i f f er ences among Ohi o6 smMCPsinay iafluethice Vogan a g e d
results

NCOQA elects not to casmix adjust the results they provide for two principal reasons: 1) Different
experts recommend different approaches to-oc@geadjustment, and the choice of method will affect

the results obtaineénd 2) If a plan provides poor service to a specific subpopulation, and this
subpopulation represents a large proportion of the total members, thenigasustment could bias a
planés results and over est i matTherefole,d NCQAUdadshot y o f
recommend caseix adjusting CAHPS results to account for plan or state differences in demographic
makeup 22 For additional information about the CAHPS analyses used in this report, please refer to the
Methodology Report.

Adult and General Child Profiles

The demographic data in the Adult and General Child Profiles section consists of three tables1Table 2
through Table B. These tables depict memHerel and respondetével demographic data for adult
and general child menabs.

21 The parents or caretakers of child members completed the CAHP £ hilkHVedicaid Health Plan Survey on behalf of
child members.

22 Agency for Healthcar e RiedteRarSarreyDaantda bQusael iM efherCARIPSA HOPgSy . 0
Benchmarking Databas®ockville, MD: US Department of Health and Human ServiSepember2009.

Ohio Medicaid Managed Care Prograrull Report Page2-1
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Table2-1 presents the demographic characteristics of the adult members who completed the CAHPS
5.0H Adult Medicaid Health Plan Survey. Age, gender, race, and ethnicity were derived from sample
frame data, while education and general health status derived frommesponses to the Adult
MedicaidHealth PlarSurvey

Table 21t Adult Member Profiles

Ohio United-
Medicaid Buckeye  CareSource Molina Paramount @ Healthcare
Age
18t0 24 10.7% 9.4% 12.0% 9.2% 13.2% 9.5%
251034 18.3% 18.1% 18.6% 16.9% 24.8% 13.5%
35t0 44 19.2% 20.0% 17.0% 19.7% 19.3% 20.0%
45 to 54 24.7% 24.6% 24.5% 25.7% 21.2% 27.2%
55 or older 27.1% 27.8% 27.9% 28.5% 21.4% 29.8%
Gender
Male 39.6% 40.6% 37.9% 39.0% 39.3% 41.1%
Female 60.4% 59.4% 62.1% 61.0% 60.7% 58.9%
Education
Dot a High School 20.1% 23.9% 20.5% 26.7% 15.9% 14.9%
High School Graduate 40.4% 38.3% 40.2% 40.1% 40.8% 41.9%
Some College 30.3% 30.2% 31.2% 25.1% 34.3% 30.7%
College Graduate 9.1% 7.6% 8.1% 8.1% 9.0% 12.4%
Race
White 73.9% 52.9% 75.8% 73.5% 79.3% 77.0%
iﬁgﬁié’; African 24.5% 45.9% 23.7% 23.3% 19.8% 21.2%
Asian 0.7% 0.6% 0.0% 0.0% 0.8% 1.8%
American indian or 0.3% 0.6% 0.3% 0.8% 0.0% 0.0%
e Pasanan o 0.6% 0.0% 0.3% 2.4% 0.0% 0.0%
Ethnicity *
Hispanic 4.1% 0.0% 100% 100% 19.1% 1.2%
Non-Hispanic 95.9% 100% 0.0% 0.0% 80.9% 98.8%
Health Status
Excellent 9.5% 9.7% 9.5% 6.8% 12.0% 9.6%
Very Good 21.8% 19.8% 23.0% 17.9% 23.3% 24.3%
Good 36.1% 39.2% 35.3% 34.5% 37.3% 34.7%
Fair 24.1% 22.9% 23.4% 31.3% 19.6% 23.3%
Poor 8.5% 8.4% 8.8% 9.5% 7.8% 8.2%
Please note, percentages may not total 100% due to rounding.
*A majority of MCPs reported ethnicity for their members as "Unkmiow their sample frame files. The percentages displayed
include the members categorized as "Hispanic" and “N@panic" as reported by the MCPs in their sample frame files.
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Table 21 showsCareSource andaramounhad a higher percentage of respond@dtgears of age and
younger than Ohiods Medicaid Managed Care Progr
had more Female respondents than the program average. In addition, Paramount and UnitedHealthcare
had a higher percentage of respondents whelseeported education level was a High School Graduate
than the program average. Buckeye had a higher percentage of respondents who were Black when
compared to the program average. Also, Paramount and UnitedHealthcare had a higher percentage of
respondats whose selfeported general health status was Excellent or Very Good than the program
average.

Table 22, on the following pageyresents the demographics characteristics of the general child
members whose parents or caretakers completed the CAHP&BbildHViedicaid Health Plan Survey.
Age, gender, race, and ethnicity were derived from sample frame data, while general healtlastatus
derived from responses to the Child Mediddehlth PlarSurvey
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Table 22t General Child Profiles

DEMOGRAPHI

Ohio United-
Medicaid Buckeye  CareSource Molina Paramount  Healthcare
Age
Less than 2 9.7% 13.1% 7.8% 7.7% 12.3% 8.2%
2to4 18.5% 16.1% 19.2% 20.2% 18.8% 17.9%
5t07 18.8% 16.7% 17.4% 22.1% 18.2% 17.9%
8 to 10 16.6% 16.5% 17.7% 15.5% 14.7% 19.3%
11to0 13 16.8% 16.5% 16.2% 17.4% 15.5% 17.6%
14to 17 19.6% 21.1% 21.6% 17.1% 20.4% 19.1%
Gender
Male 51.5% 54.5% 50.5% 48.5% 51.2% 53.6%
Female 48.5% 45.5% 49.5% 51.5% 48.8% 46.4%
Race
White 78.5% 78.4% 76.4% 80.8% 77.0% 78.1%
i'rig':ié’; rffr'ca” 19.8% 21.2% 23.6% 16.9% 215% 18.4%
Asian 1.1% 0.4% 0.0% 0.0% 1.5% 3.5%
ﬁ{;:&'g?\?a'tma” or 0.1% 0.0% 0.0% 0.4% 0.0% 0.0%
pative Hawatan of 0.6% 0.0% 0.0% 1.9% 0.0% 0.0%
Ethnicity *
Hispanic 5.7% 16.7% 100% 3.7% 34.0% 2.1%
Non-Hispanic 94.3% 83.3% 0.0% 96.3% 66.0% 97.9%
Health Status
Excellent 41.4% 40.1% 42.3% 43.5% 37.8% 42.4%
Very Good 35.8% 37.6% 34.3% 34.1% 37.8% 35.7%
Good 18.5% 18.7% 18.2% 18.1% 19.7% 18.3%
Fair 3.9% 3.4% 4.9% 4.2% 4.1% 3.3%
Poor 0.3% 0.2% 0.3% 0.2% 0.5% 0.2%
Please note, percentages may not total 100% due to rounding.
*A majority of MCPs reported ethnicity for their members as "Unknown" in their sample frame files. The percentages displaye
include the members categorized as "Hispanic" and “N@panic" as eported by the MCPs in their sample frame files.

Table 22 showsParamount had a higher percentage of child members 4 years of age and younger than
Ohi o6s Medicaid Managed Care Program average. C
Female child membe than the program average. In addition, Buckeye, CareSource, and Paramount had
a higher percentage of child members who were Black when compared to the program average. Also,
CareSourceMolina, and UnitedHealthcare had a higher percentage of child memvhese reported

general health status was Excellent than the program average.
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Respondents to the CAHPS 5.0H Child Medicaid Health Plan Survey were the parents or caretakers of
child membersTable2-3 presents the demographic characteristics of thetsaoe caretakers who
completed the CAHPS 5.0H Child Medicaid Health Plan Survey. Age, gender, education, and
respondentelationship tahechild werederived from responses to the Child Mediddmalth Plan

Survey

Table 23t General Child Respondent Priafs

Child Medicaid Health Plan Survey on behalf of child members.
Please note, percentages may not total 100% due to rounding.

Ohio United-
Medicaid Buckeye Healthcare

Age

Under 18 8.1% 8.5% 3.4% 10.9% 9.3% 6.1%

18to0 24 6.5% 9.0% 7.1% 5.1% 6.6% 5.4%

2510 34 35.6% 34.5% 32.2% 34.1% 38.7% 39.0%

35to 44 28.8% 27.5% 31.6% 27.8% 29.1% 29.3%

45to 54 13.7% 12.2% 18.1% 15.4% 10.7% 12.0%

55 or older 7.3% 8.3% 7.7% 6.7% 5.5% 8.3%
Gender

Male 11.5% 10.4% 11.0% 11.2% 11.4% 13.7%

Female 88.5% 89.6% 89.0% 88.8% 88.6% 86.3%
Education

(l;lro; d%:t'gh School 15.2% 11.2% 13.9% 20.6% 14.2% 14.1%

High School Graduate 37.1% 35.6% 35.5% 37.7% 36.1% 40.2%

Some College 36.5% 41.4% 39.2% 32.5% 36.6% 34.6%

College Graduate 11.1% 11.9% 11.4% 9.3% 13.1% 11.0%
Respondent Relationship to Child

Parent 90.0% 90.6% 88.6% 90.4% 91.3% 88.6%

Grandparent 7.4% 7.4% 9.8% 6.9% 5.9% 7.8%

Other 2.6% 2.0% 1.6% 2.8% 2.8% 3.6%
* The AUnder 180 age category was tsarcagaakessirdsgomding tetsefCAHPS 6.0Hc

Table 23 showsBuckeyeand Paramount had a higher percentage of respondentsr&biage and
Managed
Female respondents than Male respondents for the program aaedagik MCPsMolina and
UnitedHealthcare had a higher percentage of respanddrise selfeported education level was a
High School Graduate than the program average. CareSource and UnitedHealthcare had a higher
percentage of respondents indicate their relationship to the child member was a Grandparent when
compared to the prograaverage.
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Children with Chronic Conditions Profiles

The demographic data in the Children with Chronic Conditions Profiles section consists of four tables,
Table 24 through Table Z. Table 24 andTable 25 depict responderievel and membelevel

demogaphic datarespectively. Member age, gender, race,athdicity informationrwerederived from
sample framelata. Member general health stamsdrespondent age, gender, education, and
relationship to child informatiowerederived from responses tcetiChild MedicaidHealth Plan
Survey.Table 26 andTable 27 discusgshe CCC poplation and how this population was identified.

Respondent and Member Profiles

Respondents to the CAHP B Child MedicaidHealth PlarSurveywerethe parents or caretakerks o
child membersTable 24, on page 27, depicts the demographic characteristics ofréspondents/ho
completed the CAHPS.0H Child MedicaidHealth PlarSurvey on behalf of child members hetCCC
and norRCCC populations.

Ohio Medicaid Managed Care Prografull Report Page2-6
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Table 24t CCC and Ne@CC Re®ndent Profiles

Ohio Medicaid Ohio Medicaid
CCC Population Non-CCC Population
Age
Under 18 7.2% 7.7%
18to 24 3.4% 8.8%
2510 34 29.9% 36.7%
35to0 44 30.7% 28.3%
45 to 54 16.8% 11.4%
55 or dder 12.1% 7.2%
Gender
Male 10.2% 12.6%
Female 89.8% 87.4%
Education
Not a Hgh School Graduate 15.0% 16.0%
High SchoolGraduate 34.6% 38.9%
Some College 39.3% 34.7%
College Graduate 11.0% 10.4%
Respondent Relationship to Child
Parent 84.8% 91.1%
Grandparent 10.7% 6.3%
Other 4.4% 2.6%
* The AUnder 180 age category was a possi bl e rtepHPs8s0H
Child Medicaid Health Plan Survey on behalf of child members.
Please note, percentages may not total 100% due to rounding.

Table 24 shows the no®€CC population had a higher percentage of respondents indicate their
relationship to thetald member was a Parent when compared to the CCC population. H@&O@n
population had a higher percentage of respondents who3@emears of age and younger when
compared to the CCC populatiomhile the CCC population had a higher percentage of respds

who were 35 years of age or older than the@@C populationThe CCC population had a higher
percentage of respondents who were Female than th€@Gnpopulation. The ne@CC population

had a higher percentage of respondents whoseegrifted edcation level was a High School Graduate
than the CCC population.
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Table 25 presents the demographic characteristics of the child members with and without chronic
conditions inthe Ohio Medicaid Managed Care Program whose parents or caretakers cothpleted
CAHPS 5.0H Child Medicaid Health Plan Survey

Table 251 CCC and Ne@@CC Child Member Profiles

Ohio Medicaid Ohio Medicaid
CCC Population Non-CCC Population
Age
Less than 2 2.8% 15.0%
2to 4 10.6% 20.0%
5to7 17.9% 17.6%
81to 10 20.5% 14.6%
11t0 13 21.5% 14.5%
14 to 17 26.6% 18.3%
Gender
Male 58.8% 50.1%
Female 41.2% 49.9%
Race
White 79.8% 78.4%
i'::g':ig; nAf”can 19.4% 19.5%
Asian 0.4% 1.3%
o
Other Pafc Islander 0.3% 0.6%
Ethnicity
Hispanic 4.1% 7.4%
Non-Hispanic 95.9% 92.6%
Health Status
Excellent 18.6% 47.3%
Very Good 39.1% 35.5%
Good 31.2% 15.1%
Fair 10.2% 2.1%
Poor 0.9% 0.1%
Please note, percentages may not total 100% due to rounding.

Table 25 showsthe nornCCC population had a highpercentage of child members 4 years of age and
younger when compared to the CCC populatwinereas the CCC population had a higher percentage
of child member$ to 17 years of age than the n@&@CC populationThe norRCCC population had a
higher percengge of child members who were Female than the CCC population. THE@GN
population had a higher percentage of child members whoBlack or African AmericanAsian
American Indian or Alaska Native, or Native Hawaiian or Other Pacific IslahdartheCCC

population, while the CCC population had a higher percentage of children whugee Thenon

Ohio Medicaid Managed Care Prografull Report Page2-8
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CCC population had a higher percentage of child members who were Hispanic than the CCC population.
The nonCCC population had a higher percentage of aménbers whose general health status was
reported as Excellent when compared to the CCC population.

Chronic Conditions Classification

A series of questions used to identify children with chronic conditions was included in the CAHPS 5.0H
Child MedicaidHeah Pl an Survey distributed to parents a
Care Program child members. This series contained five sets of survey questions that focused on specific
health care needs and conditions. Child members with affirmative respionall of the questions in at

least one of the following five categories were considered to have a chronic condition:

1 Child needed or usaatescription medicine.

1 Child needed or usadore medical care, mental health services, or educational servicdmn
other children of the same age need or use

1 Child hadlimitations in the ability to do what other children of the same age do
1 Child needed or usespecial therapy
1 Child needed or used mental health treatment or counseling

The survey responses fdrild members in the CAHPS 5.0H child sample and the CCC supplemental
sample were analyzed to determine which child members had chronic conditions. Therefore, the general
population of children (i.e., those in the CAHPS 5.0H child sample) included chilitfenhronic

conditions based on the responses to the survey
Health Serviceso category, the first question w
whet her the <c¢hil dndwereudsedq a heakheahditioro Resdondents e salected
ANoO to the first question were instructed to s
guestion in each category was a gate item for the third question. It asked whether thendoadlitio

|l asted or was expected to |l ast at | east 12 mont
were instructed to skip the third question in t

there were only two screener questions. fiits¢ question was a gate item for the second question,

which asked whether the condition had lasted or was expected to last at least 12 months. Respondents
who selected fiNoo to the first questionry.were in
Table2-6, on page 210, displaysthe responses to the five categories of questions for all children
sampledThe Ohio Medicaid CCC population includechildren in the CAHPS.0H child sample and in

the CCC supplemental sample with affirmative respetseall questions in any of the five categories.
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Table 261 Responses to CCC Screener QuestionsS 4 LJI2y aS 2F &, S&aé

Ohio Medicaid Ohio Medicaid
CCC Population Non-CCC Population

Prescription Medicine

Condition Duration of at Least 12 Months 98.3% 0.0%

Due to Health Condition 96.8% 31.2%

Needs/Uses Prescription Medicine 83.2% 14.6%
More Care

Condition Duration of at Least 12 Months 99.0% 0.0%

Due to Health Condition 95.3% 17.9%

Needs/Uses Me Care 55.8% 2.9%
Functional Limitations

Condition Duration of at Least 12 Months 99.1% 0.0%

Due to Health Condition 94.9% 6.0%

Limited Abilities 35.9% 5.7%
Special Therapy

Condition Duration of at LeasIMonths 96.9% 0.0%

Due to Health Condition 88.9% 15.9%

Needs/Gets Therapy 28.0% 5.2%
Mental Health Services

Condition Duration of at Least 12 Months 97.9% 0.0%

Needs/Gets Counseling 54.1% 2.5%

Pleasenote, the parents or caretakers of child members in the CAHRSchild sample and the CCC supplemental san
responded to the CCC screener gqgquestions. Percentage
question divided bytheo t a | number of respondents to the quest:i
in each category of screener questions for members in Ohio Medicai€®8Grpopulation is always 0 percent because
fiYesO response nacatedory wduld qualify theniemliset ais bamingia chronic condéimhtherefore
that member would not be part of Ohio Medicaid N&®RC population.

For each category of screener questions, e xienavpstagdteo r
item for the second question, and asked whether the
selected ANOO to the first question were instructah
category of screener questions was a gate item for the third question, and asked whether the condition has lasted
expected to | ast at |l east 12 months. Respondents wh
queston in the category. For the AMent al Heal th Servid
question was a gate item for the second question, and asked whether the condition has lasted or was expected to |
12 months. Respdne nt s who selected fAiNoo to the first questi

A total of46.4percent of all child members for whom a survey was comp(8&0percent of child
members in the CAHPS 5.0H child sample &8® percent of child members in the CCC supplemental
sample) had a chronic condition based on AYeso
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five categories listed in Table®?3 Table2-7 depicts the percentage of children with chronic
conditions who had affirmative responses to all questions in each of the five categories. Please note
child member can appear in more than one category.

Table 27t Distribution of Categories for Children with Chronic Conditions Population

Mental

Prescription Functional Special Health
Medicine  More Care Limitations Therapy Service
Ohio Medicaid CCC Population 78.4% 51.0% 32.4% 23.4% 51.6%

Please note, a child member may appear in more than one category

2% The464percent is derived from the number of individuals \
the five CCC catagries (as described in Table5? divided by the total number of individuals in the entire child &S+
sample (general child sample plus the CCC supplemental sample).

Ohio Medicaid Managed Care Prograrull Report Page2-11
State ofOhio OHSFY2017_CAHPS Member Experience Survey Full Report_0217



TN -
HSAG i Ohio

Department of Medicaid

3.wS & L2 VR SwSiakLRiR |

This section compares the demographic characteristics of the CAHPS Survey respondents to the non
respondents. Neresponse bias refers to a difference in how respondents answer survey questions
compared to how nerespondents would have anseif they had responded. This section identifies
whether any statistically significant differences exist between these two populations with respect to age,
gender, race, and ethnicity. A statistically significant difference between these two populatyons m
indicate that the potential for n@asponse bias exists.

It is important to determine the magnitude of meaponse bias when interpreting CAHPS Survey

results because the experiences of theraspondent population may be different than that of
respndents with respect to their health care services. If those who respond to a survey are statistically
different from those who do not respond, fresponse bias may exist that could compromise the ability
to generalize survey results. If statisticallyrsfggant differences between the respondents and non
respondents are identified, then caution should be exercised when interpreting the CAHPS Survey
results.

Description

The respondent/nerespondent analysis examined the adult and general child popsiatlun

demographic information analyzed in this section was derived from administrative data. For the adult
age category, members were categorized as 18 to 24, 25 to 34, 35 to 44, 45 to 54, or 55 or older. For the
child age category, members were categatias Less than 2, 2to 4, 5to 7, 8 to 10, 11 to 13, or 14 to

17. For the gender category, members were categorized as Male or Female. For the race category,
members were categorized\&hite, Black or African American, Asian, American Indian or Alaska

Native, or Native Hawaiian or Other Pacific Islander. For the ethnicity category, members were
categorized as Hispanic or Nétfispanic.

Analysis

The respondent and noaspondent populations were analyzed for statistically significant differences at
the MCPand program levels. Respondents within one MCP were compared-tespmmdents within

the same MCP to identify any statistically significant differences for any of the demographic categories.
Also, respondents within the entire Ohio Medicaid Managed Baxrgram were compared to nron
respondents within the entire program to identify statistically significant differences. Statistically
significant differences are noted with arrows. MIg#el and prograntevel percentages for the

respondent population that meestatistically higher than the noespondent population are noted with
upward ) arrows. MCPlevel and progranrtevel percentages for the respondent population that were
statistically lower than the nerespondent population are noted with downw&dafrows. MCPlevel

and programevel percentages for the respondent population that were not statistically different than the
nonrespondent population are not noted with arrows.
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Adult Respondent and NeRespondent Profiles

Table 31 presents the demograpluharacteristics of the adult respondents andrespondents to the
CAHPS 5.0H Adult Medicaid Health Plan Survey.

Table 31t Adult Respondent and No#Respondent Profiles

Ohio United-
Medicaid Buckeye CareSource  Molina Paramount Healthcare

Age of Adult
18 to 24 R 10.7% $ 9.4% $ 12.0% $ 9.2% $ 13.2% $ 9.5% $
NR 22.3% 23.1% 25.0% 20.2% 23.4% 20.1%
25 10 34 R 18.3% $ 18.1% $ 18.6% $ 16.9% $ 24.8% $ 13.5% $
NR 31.9% 31.2% 31.3% 33.9% 33.3% 30.0%
35 to 44 R 19.2% $ 20.0% 17.0% $ 19.7% 19.3% 20.0%
NR 222% 23.0% 22.8% 21.1% 22.5% 21.9%
45 to 54 R 24.7% # 24.6% # 24.5% # 25.7% # 21.2% # 27.2% #
NR 14.8% 13.8% 13.2% 15.9% 13.9% 16.8%
55 or older R 27.1% # 27.8% # 27.9% # 28.5% # 21.4% # 29.8% #
NR 8.8% 8.9% 7.7% 8.9% 6.9% 11.2%
Gender
Male R 39.6% $ 40.6% 37.9% 39.0% 39.3% $ 41.1%
NR 42.3% 43.5% 35.1% 43.0% 45.9% 43.5%
Female R 60.4% # 59.4% 62.1% 61.0% 60.7% # 58.9%
NR 57.7% 56.5% 64.9% 57.0% 54.1% 56.5%
Race
White R 73.9% # 52.9% 75.8% # 73.5% 79.3% # 77.0% #
NR 67.7% 56.0% 64.9% 70.8% 70.1% 71.0%
Black or African R 24.5% $ 45.9% 23.7% $ 23.3% 19.8% $ 21.2% $
American NR 30.8% 42.7% 34.6% 26.4% 28.5% 27.7%
Asian R 0.7% 0.6% 0.0% 0.0% 0.8% 1.8%
NR 0.7% 1.0% 0.0% 0.0% 1.4% 1.3%
American Indian or R 0.3% 0.6% 0.3% 0.8% 0.0% 0.0%
Alaska Native NR 0.2% 0.3% 0.5% 0.3% 0.0% 0.0%
Native Hawaiian or R 0.6% 0.0% 0.3% 2.4% 0.0% 0.0%
Other Pacific Islander NR 0.6% 0.0% 0.0% 2.6% 0.0% 0.0%
Ethnicity *
Hispanic R 4.1% 0.0% $ 100.0% 100.0% 19.1% 1.2%
P NR 4.8% 22.5% 100.0% 100.0% 34.6% 0.8%
Non-Hispanic R 95.9% 100.0% # 0.0% 0.0% 80.9% 98.8%
P NR 95.2% 77.5% 0.0% 0.0% 65.4% 99.2%
An ARO indicates respondent pesporwdennpereegtagss. RespondeatpopddidR percentades tha areestatisticalyhigh
percentages for the nerespondent population are noted with upward arr@#s Respondent population percentages that are statistically lower than percente
for the norrespondent population are noted with downward arrofjs Respondent population percentages that are not statistically different than percentag
the nonrespondent population are not noted with arrows.
Please note, respondeletvel and norrespondentevel percentages for each demographic category may not total 100% due to rounding.
*A majority of MCPs reported ethnicity for their members as "Unknowithéir sample frame files. The percentages displayed include the members categor
"Hispanic" and "NorHispanic" as reported by the MCPs in their sample frame files.
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General Child Respondent and N&espondent Profiles

Table 32 presents the demogisic characteristics of the child members whose parents or caretakers did
or did not respond to the CAHPS 5.0H Child Medicaid Health Plan Sdtvey.

Table 32t Child Respondent and NeRespondent Profiles
Ohio United-

Medicaid Buckeye CareSource Molina Paramount Healthcare

Age of Child
Less than 2 R 9.7% $ 13.1% 7.8% 77% $ 12.3% 82% $
NR 12.5% 13.8% 10.6% 13.0% 12.6% 11.2%
210 4 R 18.5% 16.1% 19.2% 20.2% 18.8% 17.9%
NR 18.3% 17.1% 17.5% 19.3% 18.9% 18.5%
5107 R 18.8% 16.7% 17.4% 22.1% 18.2% 17.9%
NR 18.2% 18.2% 17.1% 20.4% 16.3% 17.0%
R 16.6% 16.5% 17.7% 15.5% 14.7% 19.3%
81010 NR 18.0% 16.8% 19.1% 18.3% 18.2% 18.2%
11 to 13 R 16.8% # 16.5% 16.2% 17.4% # 15.5% 17.6%
NR 15.0% 14.6% 17.0% 13.4% 15.3% 16.1%
1410 17 R 19.6% 21.1% 21.6% 17.1% 20.4% 19.1%
NR 18.0% 19.5% 18.6% 15.5% 18.7% 18.9%
Gender
Male R 51.5% 54.5% 50.5% 48.5% 51.2% 53.6%
NR 516% 50.5% 51.0% 52.6% 51.6% 51.7%
Female R 48.5% 45.5% 49.5% 51.5% 48.8% 46.4%
NR 48.4% 49.5% 49.0% 47.4% 48.4% 48.3%
Race
White R 78.5% # 78.4% # 76.4% # 80.8% # 77.0% # 78.1% #
NR 68.8% 66.1% 62.2% 71.4% 68.3% 71.7%
Black or African R 19.8% $ 21.2% $ 23.6% $ 16.9% $ 21.5% $ 18.4% $
American NR 30.3% 33.4% 37.5% 27.3% 30.8% 27.1%
Asian R 1.1% # 0.4% 0.0% 0.0% 1.5% 3.5% #
NR 0.5% 0.6% 0.0% 0.0% 0.8% 1.2%
American Indian or R 0.1% 0.0% 0.0% 0.4% 0.0% 0.0%
Alaska Native NR 0.1% 0.0% 0.3% 0.1% 0.1% 0.0%
Native Hawaiiaror R 0.6% 0.0% 0.0% 1.9% 0.0% 0.0%
Other Pacific Islander NR 0.4% 0.0% 0.0% 1.3% 0.0% 0.0%

%1 Please note, the characteristics of parents or caretakers (who were the actual respondents to the CAHPS 5.0H Child
Medicaid Health Plan Survey) were not available in the sample framag@daided by the MCPs.
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Ohio United-
Medicaid Buckeye CareSource Molina Paramount Healthcare
Ethnicity *
Hispanic R 5.7% 16.7% 100.0% 3.7% 34.0% 2.1%
P NR 5.3% 23.6% 100.0% 2.7% 45.0% 2.8%
Non-Hispanic R 94.3% 83.3% 0.0% 96.3% 66.0% 97.9%
P NR 94.7% 76.4% 0.0% 97.3% 55.0% 97.2%

An fARO indicates respondent pespordennpereegtages. Respondepufation peRentages that aresstatisteallynhagimer
than percentages for the noespondent population are noted with upward arro#js Respondent population percentages that are statistically lower than
percentages for the nenespondent population areoted with downward arrowsg. Respondent population percentages that are not statistically different the
percentages for the nenespondent population are not noted with arrows.

Please note, respondeletvel and nofrespondentevel percentages for eacdemographic category may not total 100% due to rounding.

*A majority of MCPs reported ethnicity for their members as "Unknown" in their sample frame files. The percentages displdgeithe members categorized
as "Hispanic" and "NofHispanic" as r@orted by the MCPs in their sample frame files.

Summary

Table 31, on page 2, and Table 2, on page 3, present the results of the Respondent/Non
Respondent analysis for the adult and general child populations, respeQivegll, results of the

analysis show that statistically significant demographic differences were found for the Ohio Medicaid
Managed Care Programbs adul teweresihnifigantty enora | chil d
respondents to the adult surweiio were45 years of age aslderthan the nosrespondentswhile
significantly less respondents than a@spondents were 18 to 44 years of. &ge the child survey,

there were significantly fewer respondents than-respondents for child members less than 2 years

of age and there wer significantly more respondents than srespondents for child members 11 to

13 years of agelhere were significantly monespondents to the adult survey who were Female, and
significantly less respondents to the adult survey who were Nlhkre were ignificantly more
respondents than naespondents in the adult survey who were White, and significantly fewer
respondents than nerespondents who were Black or African American. For the child survey, there
were significantly more respondents than megpondents whose child was White Asian, and
significantly fewer respondents than n@spondents whose child was Black or African American

The demographic differences observed for Ohiobs
consistent with those obrved in other survey implementations for different State Medicaid agencies.

Since the full effect of nonesponse on overaksultscannot be determined (due to a lack of

information from norrespondents), the potential for Amsponse bias should benstdered when

evaluating CAHPS results. However, the demographic differences in and of themselves are not
necessarily an indication that significant r@sponse bias exists. The differences simply indicate that a
particular subgroup or population is ldéiggly to respond to a survey than another subgroup or

population.
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This section presents the results of the adult and general child populations (i.e., respondents from the
CCC supplemental sample were not included in thédysis) for the Ohio Medicaid Managed Care
Program and each MCP. The results are presented in four separate sections:

1 National Comparisons

1 Statewide Comparisons

1 Key Drivers of Performance
1 Crosstabulations

The results in this section were calculated iroedance with HEDIS specifications for survey

measureé?! Per HEDIS specifications, results for the adult and child populations are reported

separately, and no weighting or casix adjustment is performed on the results. When reviewing these
findings, itshould be notetd h at N C QA Gusd percergilesdaog ersot adj ust for th
health status or socioeconomic, demographic, and/or geographic differences among participating states
or MCPs

National Comparisons

In order to assess the overall pemi@ance othe Ohio Medicaid Managed Care Program and M@fes

four global ratings (Rating of Health Plan, Rating of All Health Care, Rating of Personal Doctor, and
Ratingof Specialist Seen Most Ofteripur composite measures (Getting Needed Care, @eftare

Quickly, How Well Doctors Communicatand Customer Servieand one individual item measure
(Coordination of Careyere score@n a thregooint scale usingreNCQA-approved scoring

methodologyT he Ohi o Medi cai d Man ag elleegoiatmean scorasgre a mo s
comparedoNCQAOGs 2016 rild@hresholdsaar Acsreditatidht Based on this comparison,
ratings of oneHf) to five (HHHHH) stars were determined for each CAHPS measure, where one is the
lowest possible rating (i.e., Poor) and five is the highest possible rating (i.e., Excellent), as shown in
Table 41 on the following page.

41 National Committee for Quality Assuran¢¢EDIS® 2016 Volume 3: Technical Specifications for Survey Measures
Washington, DC: NCQA Publication, 2015.

42 National Committee for Quality Assuran¢¢EDIS® Benchmarks and Threslas for Accreditation 208 Washington,
DC: NCQA,; January 21, 2016.
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Table 41t Star Ratings

Stars Percentiles
Eoor Below the 25th percentile
E::i'r At or between the 25th and 49th percentiles
ggol_é At or between the 50th and 74th percentiles
\l_/|(|e_|r)|/_| (;Iood At or between the 75th and 89th percentiles
E;':SII';nHt At or above the 90th perceleti

The results presented in the followitvgp tables represent the thrpeint mean scosfor each measure,

while the stars represent overatiult and general chilshember ratings when the thrpeint means

were compared tBlCQA HEDIS Benchmarks and Tésholds for Accreditatiorlthough NCQA

requires a minimum of 100 responses on each item in order to report the item as a CAHPS/HEDIS
resul t, al/l MCPs06 results are reported for each
in order toprovide more information regarding MCP performance. Measures with less than 100
responses are noted with an asterisk.

Table 42, on page 43, shows the overall adult member ratingseach of the four global ratings, four
composite measureand one indivdual item measure

Ohio Medicaid Managed Care Prograrull Report Paged-2
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Table 42t Overall Adult ThreePant Means on the Global Rating§omposite Measuresand Individual Item
MeasureCompared to National Benchmarks

Ohio United-

Medicaid Buckeye CareSource  Molina Paramount Healthcare

Global Ratings
, HHH HH HHHHH H HHH HHH
Rating of Health Plan | 5 ;4 2.39 2.56 2.35 2.48 2.44
Rating of All Health Care | 5 5" AN e A AN A
, HHH HHHH HHH HH HHHH HHHHH
Rating of Personal Doctor 252 254 250 246 254 258
Rating of Specialist Seen | HHH HHH H HHHH H HHHHH
Most Often 2.51 2.54 2.38 2.56 2.42 2.64
Composite Measures
: HHH HHH HHH HH HHH HHHH
Getting Needed Care | 5 39 2.39 2.38 2.34 2.41 2.44
: . HHH HHH HH HHH HHH HHHH
Getting Care Quickly | 5 43 2.42 2.4 2.42 2.43 2.47
How Well Doctors HHHHH HHHHH HHHHH HHHHH HHHHH HHHHH
Communicate 2.66 2.66 2.64 2.64 2.67 2.69
Cust Servi HHHHH HHH HHHHH HHH HHHHH HHHHH
ustomer Service 2.61 2.57 2.61 2.55 2.71 2.61
Individual Rating
Coordination of Car HHH HH HH HHH HHHH HHHH
oordinatian of L-are 2.39 2.33 2.35 2.39 2.47 2.43
What percentiles do the stars represent?
Below 25" 25h- 49h 50h- 740 75h- ggh 90" or Above
H HH HHH HHHH HHHHH
*Caution should be exercised when interpretihgse results since scores were based on fewer than 100 respondents.

The Ohio Medicaid Managed Care Program scateatabove the 90th percentile for How Well
Doctors Communicatand Customer Servic&he Ohio Medicaid Managed Care Program scored at or
between th&0th and 74th percentiles for Rating of Health PRattjng of All Health CareRating of
Personal Doctor, Rating of Specialist Seen Most Often, Getting Needed3e#eg Care Quicklyand
Coordination of Care
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Table 43 shows the overatjeneral child member ratings each of the four global ratings, four
composite measureand one individual item measure

Table 43t Overall Child Thre€>ant Means on the Global Rating§omposite Measuresand Individual Item
MeasureCompared to NationaBenchmarks

Ohio United-

Medicaid Buckeye CareSource Molina Paramount Healthcare

Global Ratings
, HHH HHH HHHH HH HHH HHHH
Rating of Health Plan | 5 &4 2.59 2.65 2.54 2.50 2.65
Rating of All Health Care | 5 g ' AN A A A AR
, HHHH HHH HHHHH HHH HHHH HHHHH
Rating of Personal Doctor 267 264 269 263 268 274
Rating of Specialist Seen | HHHHH HHHHH" HHHHH" HHHHH H* HHHHH"
Most Often 2.69 2.72 2.82 2.69 2.52 2.69
Composite Measures
: HHH HH HHHH HHHH HHH HHHHH
Getting Needed Care | 5 55 2.44 2.56 2.54 2.47 2.59
: . HHHH HHHH HHHHH HHH HHHHH HHHHH
Getting Care Quickly | 5 gg 2.67 2.60 2.64 2.60 2.70
How Well Doctors HHHH HHHH HHHHH HHH HHHH HHHHH
Communicate 2.74 2.74 2.76 2.69 2.73 2.81
. HHHH H* HHHHH" HHHH HHHH" HHHH"
Customer Service 2.58 2.49 2.65 2.58 2.61 2.59
Individual Rating
. HHH H HHH HHH HHHH HHH
Coordination of Care | 5 45 2.31 2.44 2.42 2.49 2.45
What percentiles do the stars represent?
Below 23" 25N 49n 50N 74h 75h- ggh 90" or Above
H HH HHH HHHH HHHHH
*Caution should be exercised when npieeting these results since scores were based on fewer than 100 respondents.

The Ohio Medicaid Managed Care Program scored at or above the 90th pefeeR@#ng of All
Health Care and Rating of Specialist Seen Most Ofteaddition, the Ohio Medaid Managed Care
Program scored at or between the 75th and 89th percentileatiog of Personal DoctoGetting Care
Quickly, How Well Doctors Communicateand Customer Servic&he Ohio Medicaid Managed Care
Program scored at or between the 50th att percentiles for Rating of Health PJa®etting Needed
Care, and Coordination of Care
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Statewide Comparisons

For the global ratings, composite measures, composite items, individual item mea@@emposite
measures, CCC composite iterard CCC #ms the overall mean was provided on a tip@et scale or
onepoi nt scale (for most 4% Responséstvére ciadsifeslintbloo r es
response categories

For the global ratings, the response categories were:

1 0 to4 (Dissatisfiel)
1 5to7 (Neutral)
1 8to 10(Satisfied)

For the Getting Needed Care, Getting Care Quickly, How Well Doctors Communicate, and Customer
Service composite measures and items; the Coordination of Care individual item meesAceess to
Specialized Servisg®CCC compositeneasure; and the CCC composite item measures: Access to
Prescription Medications and FamiBentered Care (FCC): Getting Needed Informationrgeponse
categories were:

1 Never(Dissatisfied)
1 Sometimes (Neutral)
1 Usually/Always (Satisfied)

The Smoking and Tobacco Use Cessation measure response categories were:

1 Never(No)
1 Sometimes/Usually/Always (Yes)

S The Health Promotion and Education measpointencahwas fAYesod a
calculated for this measure, g¢EDIS® 2016, Volume 3: Specifications for Sigy Measures A r esponse of i
given a score of 3 and a response of fANoO is given a s

44 The Shared Decision Making, FamiGentered Care (FCC): Personal Doctor Who Knows Child, and Coordination of
Care for Children with Chronic Conditisn composi tes consi st of questions witdt

where a response of fAYeso is given a score of Al1l0 and
composites have a maximum mean score of 1.0, andpleisemens cannot be calculated for these CCC composite
measures.

45 The CCC composite measures and CCC item measures are only included in the CAHPS 5.0H Child Medicaid Health
Plan Survey (with CCC measurement set). Parents or caretakers of both genenaétblers (those in the CAHPS
5.0H child sample) and CCC members (those in the CCC supplemental sample) completed the CAHPS 5.0H Child
Medicaid Health Plan Survey (with CCC measurement set), which includes the CCC composite measures and CCC
items. The Statelde Comparisons section only presents the results for the general child members to the CCC
composites and CCC items.
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The response categories for the Shared Decision Making composite measure and items, Health
Promotion and Education individual item measurel gneFCC: Personal Doctor Who Knows Child and
the Coordination of Care for Children with Chronic Conditions CCC composite measures, and the items
within these CCC compositesere

1 No (Dissatisfied)
1 Yes (Satisfied)

Specific survey questions pertainirmgthe following four areas of interest were also analyzed:

Satisfaction with Health Plan, Satisfaction with Health Care Providers, Access to Care, and Utilization

of ServicesOnepoint means (fofilYes/Na items) or thregpoint means were calculated forchaf

these survey questions. The scale used to calculate the overall means varied by question; additionally,
member s6 responses to questions within the area
are described in detail within the dission of each of these questions.

Mean scores were compared to Oprogrdaveraby meac ai d Ma
scores to determine whether there were statistically significant differences between the mean scores for
each MCP and therogramaverage mean scoré$.Each of the response category percentages and the
overall means were compared for statistically significant differences. For additional information on

these tests for statistical significance, pleaser tothe MethodologyReport.

Statistically significant differences between the @0ACP-level overallmean scores and the 21
programaverage are noted with arrows. M&vel scores that were statistically higher thanpitegram
averageoverall mean scoresre noted with upwardj arows. MCRIlevel scores that were statistically
lower than thgrogramaverage are noted with downwaf@ @arrows. MCPlevel scores that were not
statistically different from therogramaverage are not noted with arrows. In some instances, the mean
scoredor two MCPs were the same, but one was statistically different froprdiggamaverage and the
other was not. In these instances, it was the difference in the number of respondents between the two
MCPs that explains the different statistical results fhore likely that a statistically significant result

will be found in an MCP with a larger number of respondents.

In addition, nean scores in 2@were compared to the mean scores in5201determine whether there
were statistically significant differees between mean scores in@8fd mean scores in 2R1For

each MCP and the program, its BOfhean scores were compared to its20kan scores. Each of the
response category percentages and the overall means were compared for statistically significant
differences. Statistically significant differences betweeerallmean scores in 26Xkandoverallmean
scores in 208 for each MCP and the program average are noted with triangles. Scores that are
statisticallyhigher in 2086 than in 205 are noted with pward @ ) triangles. Scores that are statistically
lower in 205 than in 205 are noted with downwardj() triangles. Scores in 261hat are not

“6 The term fimean scoreso refers to the overall means.
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statistically different from scores in 2B&re not noted with triangles. For additional information on the
teds for statistical significance used in $egrend comparisons, pleaséer to theMethodology Report.

Measures with less than 100 responses are noted with an asterisk (*). The 2015 NCQA national
Medicaid averages are presented for measures, when sditalcomparison purposes. The 2016
NCQA national Medicaid averages were not available at the time the report was produced. The text
below the figures provides details of the statistically significant differences for the overall means and
response categp percentages for each measure. Arrows and triangles noting statistically significant
results are only displayed for the overall means in the figures.
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Global Ratings
Rating of Health Plan

Respondents were asked t ohealtlaplae ontabcalé af 0th B awittOh p | a
being the Aworst health plan possibleo and 10 b
overall mean was calculated for the adult and child populations. Responses also were classified into
threecategories: Dissatisfied {4), Neutal (57), and Satisfied 30). Figure 41 and Figure € depict

the overall mean scores and the percentage of respondents in each of the response categories for the
adult population and child population, respectivé@lye 2015 NCQA nationadult and childMedicaid

averages are presented for comparative purposes

Figure 4-1
Adult Rating of Health Plan
Response Category Percentages and Means Mean
(1-3)
uckeye 200 B 101 [T s
2000 ll 210 2.39
caesource 2005 B 174 NIV -
2006 [ 145 256 ¢
woina 20 I 204 T
2016 | 255 L e0o PR
paramount 20 B 230 [T -
2000 W 170 2.48
unitedrieathcare 2015 M 184 [NV .-
2016 17.7 2.44
ohiomedcaid 20 B 105  INEEEENEENETYE 2
2016 19.2 2.44
National Medicaid 2025 B 100 T o
2016 NCQA National Average Not Available N/A
L L B BB

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category

B pissatisfied [ Neutral B satisfied

Statistical Significance Note: -i ndi cates t he MCP6s mean is signi
® ndicates the MCP 0 serthae taemOhio Medigaidgnear

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.
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ComparativeAnalysis

Overall, there were sevaaistically significantdifferences observed for this measure.

A CareSourcebds overall mean was significantl
of CareSourceds respondents who gave a res
the prgr am aver age, similarly the percentage

response of Neutral was significantly lower than the program aveaagehe percentage of
CareSourceds respondents who gave a nthespon
program average.

A Molinaés overall mean was significantly 1o
Mol inads respondents who gave a response
program average, wh e r e a sponddnts who gave aeraespoasg ef o f

Satisfied was significantly lower than the program average.
Trending Analysis
Overall, there were twstatistically significantlifferences between scores in 2016 and scores in 2015 for

this measure.

A The percentageofdPr amount 6s respondents who gave a
|l ower in 2016 than in 2015, whereas the pe
response of Satisfied was significantly higher in 2016 than in 2015.
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signi

Figure 4-2
Child Rating of Health Plan
Response Category Percentages and Means Mean
(1-3)
Buckeye 2015 143 257
206 | 136 2559
caresource 2015 |_112 265
2016 I 110 2.65
woiina 2025 W15 254
200 M 140 T -
paramount 2025 110 2.60
2016 131 259
witecreatncare 2025 165 [INNEGNEEEECTE -
2016 |__134 s 265
oniomedcad 20 138 NG -
200 i 134 T o
national vedicaid 2°*5 132 [ Y -«
2016 NCQA National Average Not Available N/A
L B L LN B
0.0 10.0 200 300 400 500  60.0 700 800 900  100.0
Percentage of Responses in Each Response Category
B pissatisfied [J Neutral B satisfied
Statistical Signifiance Note: -i ndi cates the MCP&s mean i s
® ndicates the MCPO&6s mean i s

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.
Comparative Analysis
Overall, there were nstatisically significantdifferences observed for this measure.

Trending Analysis

signi

Overall, there was ongtatistically significandifference between scores in 2016 and scores in 2015 for

this measure.

A UnitedHealthcareds over anl2016 thananr2015 a s

signi f
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Rating of All Health Care

Respondents were asked to rate all their health
being the fAworst health care possi bl eoestétondn 10 b
overall mean was calculated for the adult and child populations. Responses also were classified into
three categories: Dissatisfied4), Neutral (57), and Satisfied 20). Figure 43 and Figure 4 depict

the overall mean scores and the patage of respondents in each of the response categories for the

adult population and child population, respectivé@lye 2015 NCQA nationadult and childMedicaid

averages are presented for comparative purposes

Figure 4-3
Adult Rating of All Health Care
Response Category Percentages and Means Mean
(1-3)
0 B 212 | 238
caesource 2005 101 IR s
2016 208 2.40
volina 2015 B 257 T o
2016 24.9 2.32
paramount 2025 [0 254 TV oo
2016 221 2.39
unitedrieathcare 2015 M 220 T -
2000 B 17. 2.46
onhiovedcaid 2°° B 223 NN TE -
2016 212 2.39
National Medicaid 2025 EI 210 [T o
2016 NCQA National Average Not Available N/A
L L L B BB

1
0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category

B pissatisfied [ Neutral B satisfied
Statistical Significance Note: -~ indica es t he MCP&s mean is signific
® ndicates the MCPO&s mean is signi

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is sigo#ntly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.
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Comparative Analysis

Overall, there were nstatistically significantifferences observed for this measure.

Trending Analysis

Overall, there was ongtdistically significantdifference between scores in 2016 and scores in 2015 for
this measure.

A The percentage of Uni tedHeal thcareds respc
significantly higher in 2016 than in 2015.
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Figure 4-4
Child Rating of All Health Care
Response Category Percentages and Means Mean
(1-3)
suckeye 2% | 124 [T -
2016 | 128 | 260
caresource 205 | 108 NGV -
2016 W 0 266
voina 205 1125 [ T -
2016 | 133 258
paramount 2015 122 [ T -
2006 0143 257
unitecreatthcare 2025 135 [ T -
2006 W 9.2 2.64
onovedeaid 2015 1122 [ NG s
2006 |_120 261
National vedcaid 2025 12 [ TV -
2016 NCQA National Average Not Available N/A
L L B B

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category

B Dissatisfied [J Neutral B satisfied
Statistical Significane Note: -i ndi cates the MCP&6s mean is signi
® ndicates the MCPO6s mean is sighni

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 201fean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.
Comparative Analysis
Overall, there were nstatistically significandifferences observed for this measure.
Trending Analysis

Overall, thee were ncstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.
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Rating of Personal Doctor

Respondents were asked to rate thei

withObeig t he

Awor st personal doctor possibleo

r personal

and

this question, an overall mean was calculated for the adult and child populations. Responses also were

classified into three categories: DissatisfiedjONeutrd (5-7), and Satisfied @0). Figure 45 and

Figure 46 depict the overall mean scores and the percentage of respondents in each of the response

categories for the adult population and child population, respectiMaty2015 NCQA nationaldult

and childMedicaid averages are presented for comparptiygoses

Buckeye

CareSource

Molina

Paramount

UnitedHealthcare

Ohio Medicaid

National Medicaid

Figure 4-5
Adult Rating of Personal Doctor
Response Category Percentages and Means

2015 166
200 B 14 | TV

2005 B 152
2016 B 14

2015 18.0
2016 19.2

s [ 105 T
200 B 150 | Y S

205 [ 155 |
2000 [ 120 [ Y

s [ 167 Y
200 B 140 Y

205 B 153 Y

2016 NCQA National Average Not Available
L B L

Mean
(1-3)

2.50

2.54

2.55
2.50

2.50
2.46

2.47
2.54

2.53
2.58

2.52
2.52

2.52
N/A

1
0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category

B pissatisfied [ Neutral B satisfied

Statistical Significance Note: -i ndi cates the MCP&s mean i

Response category

® ndicates the MCPO0s mean i

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

percentages may not total 100% due to rounding.

s signi
s signi
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Comparative Analysis

Overall, there were nstatisticdly significantdifferences observed for this measure.

Trending Analysis

Overall, there were nstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.
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Figure 4-6
Child Rating of Personal Doctor
Response Category Percentages and Means Mean
(1-3)
suckeye 20 1113 T -
200 @1 oz [T oo
caesource 20 o7 HNNEGEGEET I -
2016 | 09 269
woina 25 s Y @
2016 M 102 2.63
paramount 205 107 | T -
2016 | 114 2.68
unitecreatthcare 2025 102 NG Y -
2016 | 78 2.74
oniovedcaid 0¥ I oo NG -
2006 [l o7 2.67
National vedcaid 2025 I_os [ NNV o
2016 NCQA National Average Not Available N/A
L L B B

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category

B Dissatisfied [J Neutral B satisfied

Statistical Significance Note: =i ndi c at e s ean issignificarRlyphsghenthan the Ohio Medicaid me
® ndicates the MCPO6s mean is sighni

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.
Comparative Analysis
Overall, there were nstatisically significantdifferences observed for this measure.
Trending Analysis

Overall, there was ongtatistically significandifference between scores in 2016 and scores in 2015 for
this measure.

A The percentage of Buckeye 0sse of sstisied evast s
significantly higher in 2016 than in 2015.
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Rating of Specialist Seen Most Often

Respondents were asked to rate the specialist they/their child saw most often on a scale of 0 to 10, with
O being the Awor stlOs pedingl itdhte pidbesitblspecamd i st
overall mean was calculated for the adult and child populations. Responses also were classified into
three categories: Dissatisfied4), Neutral (57), and Satisfied 20). Figure 47 and Fgure 48 depict

the overall mean scores and the percentage of respondents in each of the response categories for the
adult population and child population, respectivé@lye 2015 NCQA nationadult and childMedicaid
averages are presented for compargiiwposes

Figure 4-7
Adult Rating of Specialist Seen Most Often
Response Category Percentages and Means Mean
(1-3)
suckeye 2°*° N 150 TV -
2016 125 254
CareSource 2015 111 2.56

2016 207 t 238D

Molina 2015 182 2.47
2016 17.4 2.56
paramount 2015 12.8 2.58
2010 B 104 NG - -
UnitedHealthcare 2015 135 2.49
2016 [ 115 [NEEGEEEEEETYY N - oo
Ohio Medicaid  2°%° 137 2.52
2016 163 251
National Medicaid 2°%° 1145 [HNNNEGEGEGEEEEEETTT . .-
2016 NCQA National Average Not Available N/A
L e e e
0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0
Percentage of Responses in Each Response Category
B pissatisfied [ Neutral B satisfied
Statistical Significance Note: -i ndi cates t he MCP6s mean is signi
® ndicates the MCPO&s mean is signi

p indicates the 2016 mean is significantly highenttize 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.
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Comparative Analysis

Overall, there were threstatistically significantlifferences observed for thiseasure.
A CareSourceds overall mean was significantl

A UnitedHealthcareds overall mean was signi/
percentage of Uni tedHeal thcareds resaponde
significantly lower than the program average.

Trending Analysis

Overall, there were fivstatistically significantifferences between scores in 2016 and scores in 2015 for
this measure.

A CareSourceds overall me an wm@215sHurthermadirej thea n t |
percentage of CareSourceds respondents who
higher in 2016 than in 2015, whereas the p
response of Satisfied was significantly lower @18 than in 2015.

A Paramountdos overall mean was significantly
A UnitedHeal thcarebés overall mean was signif
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Figure 4-8
Child Rating of Specialist Seen Most Often

Response Category Percentages and Means Mean

(1-3)

suckeye 2°2° 173 T -/

2006 [ 7.5 |, - -

caresource 205 [ 7.c NN s
2016 [l 7 YU, - o

woina 205 104 [T o

2016 B 84 2.69

paramount 205 0107+ [NV -/
2010 B 13+ 252*

unitecreatthcare 2025 a5 [ NN -
2016 W o0+ 2.69*

oniovedcaid 0¥ E 121 NG T -
2016 Wl 86 s 269

National vedcaid 2025 130 [T -
2016 NCQA National Average Not Available N/A

L L B B

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category

B Dissatisfied [J Neutral B satisfied

Statistical Significance Note: =i ndi cat es t he MCP higher thanahe OhiosMedicaidjmea
® ndicates the MCPO6s mean is sighni

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Regonse category percentages may not total 100% due to rounding.
Comparative Analysis

Overall, there were twstatistically significantifferences observed for this measure.

A CareSourceéds overall mean was significant/|
A Paramountés overall mean was significantly
Ohio Medicaid Managed Care Prografull Report Page4-19
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Trending Analysis

Overall, there were sigtatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.
A Buckeyeds over actanhtly highes m 2046 than & i2QL5 iFdrthermore, the

percentage of Buckeyeds respondents who ga
in 2016 than in 2015, whereas the percent a

of Satisfied was sigficantly higher in 2016 than in 2015.
A CareSourceds overall mean was significant.|

A The programés overall mean was significant
percentage of the pr ognespongeof Satisfiedowas sigeificantty w h
higher in 2016 than in 2015.
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CompositeMeasuresand Composite Items
Adult Getting NeededCare

Two questions were asked to assess how often it was easy to get needed care. For each of these
guestions (Questioris? and 25 in the CAHPS Adult Medicaid Health Plan Survey), an overall mean

was calculated for the adult population. Responses also were classified into three categories: Dissatisfied
(Never), Neutral (Sometimes), and Satisfied (Usually/Always). Figtredpicts the overall mean

scores and the percentage of respondents in each of the response categories for the adult gdyulation.
2015 NCQA nationahdultMedicaid averages are presented for comparative purposes

Figure 4-9

Adult Getting Needed Care
Response Category Percentages and Means Mean
(1-3)
Buckeye 2°° 16.1 234
2016 Q126 | 239
caesource 2005 1121 T -
2006 [ 158 2.38
woina 2025 B 15 [T -
2016 153 2.34
paramount 2015 125 [T -
2006 | 152 2.41
unitecreatthcare 2025 137 [ NV -
206 W 130 2.44
oniovedcaid 2015 124 [INIEGIGIGININGNGGNNTCVEE -
2006 W 144 2.39
National vedcaid 2025 BI_155 | T o
2016 NCQA National Average Not Available N/A

L L B B

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category

B pissatisfied [J Neutral B satisfied
Statistical Significance Note: -~indicaes t he MCP&s mean is significa
® ndicates the MCPO&s mean is signi

p indicates the 2016 mean is significantly higher than the 2015 mea
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.
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Comparative Analysis

Overall, there were nstatistcally significantdifferences observed for this measure.

Trending Analysis

Overall, there were nstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.
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Adult Getting Needed Card3etting CareBelievedNecesary

Question 14n the CAHPS Adult Medicaid Health Plan Survey asked how often it was easy for
members to get the care, tests, or treatment they thought they needed. Bi@uepicts the overall
mean scores and the percentage of respondents in ehehre$ponse categories for the adult
population*’

Figure 4-10

Adult Getting Needed Care: Getting Care Believed Necessary
Response Category Percentages and Means Mean
(1-3)
suckeye 205 142 ] 238
o W_158 | 230
caesouce 205 112z HEEGIGININIIIIENFTTE -
2016 | 115 2.46
woina 2025 B 171 [T -
2000 | 127 YV o
paramount 205 1127 [ T .-
2016 | 117 2.48
unitecreatthcare 2025 116 | T -
206 | 108 2.45
onovedeaid 2015 133 [HNNEGEGEEEEEETE -
2016 |12 2.44
National vedcaid 2025 124 TV -
2016 NCQA National Average Not Available N/A

L B B
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Percentage of Responses in Each Response Category

B Dissatisfied [J Neutral B satisfied
Statistical Significance Note -i ndi cat es the MCPO6sS mean i s sighni
® ndicates the MCPO6s mean is sighni

p indicateghe 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.

47 NCQA did not provide goint mean scores for this measure.
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Comparative Analysis

Overall, there were nstatistically sgnificantdifferences observed for this measure.

Trending Analysis

Overall, there were twstatistically significantifferences between scores in 2016 and scores in 2015 for
this measure.
A The percentage of Mol i nads a rmave @Oiespanse Mfe d i ¢
Dissatisfied was significantly lower in 2016 than in 2015.
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Adult Getting Needed Care: Seeing a Specialist
Question 25n the CAHPS Adult Medicaid Health Plan Survey asked how often members got an

appointment with a specialist as saas he or she needed. Figurélddepicts the overall mean scores
and the percentage of respondents in each of the response categories for the adult gdpulation.

Figure 4-11

Adult Getting Needed Care: Seeing a Specialist
Response Category Percentages and Means Mean
(1-3)
suckeye 2°2° B 130 [TV -0
2016 11.9 2.39
caesouce °® 150 [IIINEGEGEGEE T -
2016 202 2.29
woina 2015 145 T -
2016 16.0 2.28
paramount 2025 124 [TV -::
2016 @l 185 2.34
unitedHeathcare 205 IRN___157 Y -
2016 151 2.43
oniovedicaid 2°° H__155 [T -
2016 165 2.35
national vedcaid 2225 B 166 [T
2016 NCQA National Average Not Available N/A

L L B BB
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Percentage of Responses in Each Response Category

B pissatisfied [ Neutral B satisfied

Statistical Significance Note: =i ndi cates t he MCPG6s me aenOhio Medisaid gnean
® ndicates the MCPO&ds mean is signi

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.

48 NCQA did notprovide 3point mean scores for this measure.
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Comparative Analysis

Overall, there were nstatistically significantdifferences observed for this measure.

Trending Analysis

Overall, there were nstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.
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Child GettingNeededCare

Two questions were askedl parents or caretakers of child members to assess how often it was easy to
get needed care for their child. For each of these questions (Questions 15 and 46 in the CAHPS Child
Medicaid Health Plan Survey), an overall mean was calculated for the chilthpopuResponses also
were classified into three categories: Dissatisfied (Never), Neutral (Sometimes), and Satisfied
(Usually/Always). Figure 4.2 depicts the overall mean scores and the percentage of respondents in
each of the response categories ferchild populationThe 2015 NCQA nationadhild Medicaid

averages are presented for comparative purposes

Figure 4-12

Child Getting Needed Care
Response Category Percentages and Means Mean
(1-3)
uckeye 215 [ 78
o0 W_125 | {244
caresource 205 o1 NG T -
2016 [l 84 256
woina 2025 1120 YTV -
2016 Bl o5 254
paramount 2025 I oo NN T -
2016 104 247
unitedrieathcare 205 a3 [ NNV -
2016 W 7.1 259
oniomedcaid 20 I ss NG T -
2016 [ o7 252
National Medicaid 2015 B 123 | 84.6 2.46
2016 NCQA National Average Not Available N/A

L L L B BB
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Percentage of Responses in Each Response Category

B pissatisfied [ Neutral B satisfied

Statistical Significance Note: -i ndi cates t he MCP6s mean is signi
®i ndicates t he M dower tma the Ohio Medicaidgmea

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.

Ohio Medicaid Managed Care Prograrull Report Paged-27
State ofOhio OHSFY2017_CAHPS Member Experience Survey Full Report_0217



’“—\ ADULT ANIGENERACHILDRESUL1

HS AG i
~__

Compaiative Analysis

Overall, there were nstatistically significantifferences observed for this measure.

Trending Analysis

Overall, there were twstatistically significantifferences between scores in 2016 and scores in 2015 for
this measure.

A Bu c k eovarall snean was significantly lower in 2016 than in 2015. Furthermore, the
percentage of Buckeyeds respondents who ga

in 2016 than in 2015.
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Child Getting Needed Care: Getting Care Believed Necessary
Question 15n the CAHPS Child Medicaid Health Plan Survey asked parents or caretakers how often it

was easy to get the care, tests, or treatment their child needed. Figidegicts the overall mean
scores and the percentage of respondents in edleh mfsponse categories for the child populdtion.

Figure 4-13

Child Getting Needed Care: Getting Care Believed Necessary
Response Category Percentages and Means Mean
(1-3)
suckeye 2% | 5.0 NG -
2016 | 7.2 t 258
caresource 205 5.6 EGTGNGGEEEETTY N
2016 [ 7TV
woina 2025 1120 T -
2016 7.0 254
paramount 2025 4. NNV -
2016 [ 68 2.60
unitedrieatthcare 2025 | 6.5 [ NG -
2016 |67 262
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2016 NCQA National Average Not Available N/A
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Percentage of Responses in Each Response Category

B pissatisfied [ Neutral B satisfied
Statistical Significance Note: -i ndi cates t he MCP6s mean is signi
® ndicates the MCPO&ds mean is signi

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to raunding

4% NCOQA did not provide goint mean scores for this measure.
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Comparative Analysis

Overall, there were nstatistically significantdifferences observed for this measure.

Trending Analysis

Overall, there were twstatistically significantifferences between scores in 2016 and scores in 2015 for
this measure.
A Buckeyeds overall meanl6thansn2@5.gni ficantly |

A The percentage of Mol i nabs respondents whec
lower in 2016 than in 2015.
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Child Getting Needed Care: Seeing a Specialist

Question 46n the CAHPS Child Medicaid Health Plan Survey askaapts or caretakers how often

they got an appointment for their child to see a specialist as soon as they needed. Fdjdrdepidts

the overall mean scores and the percentage of respondents in each of the response categories for the
child populatiorf-1°

Figure 4-14
Child Getting Needed Care: Seeing a Specialist
Response Category Percentages and Means Mean
(1-3)
Buckeye 202 |98 253
2016 18.4% t 230%
Caresource 2°%° 105 2.47
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Percentage of Responses in Each Response Category
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Statistical Significance Note: =i ndi cates t he MCP&6s mean is signi
® ndicates the MCPO6s mean is sighni

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.

410 NCQA did not provide goint mean scores for this measure.
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Comparative Analysis

Overall, there were nstatistcally significantdifferences observed for this measure.

Trending Analysis

Overall, there were twstatistically significantifferences between scores in 2016 and scores in 2015 for
this measure.
A Buckeyeds overall me an wtha in201§. rFurtharntoee,nthel y
percentage of Buckeyeds respondents who ga
in 2016 than in 2015.
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Adult Getting Care Quickly

Two questions were asked to assess how often members received care quigdghFad these

guestions (Questions 4 and 6 in the CAHPS Adult Medicaid Health Plan Survey), an overall mean was
calculated for the adult population. Responses also were classified into three categories: Dissatisfied
(Never), Neutral (Sometimes), and Sa&d (Usually/Always)Figure 415 depicts the overall mean

scores and the percentage of respondents in each of the response categories for the adult gdyulation.
2015 NCQA nationahdultMedicaid averages are presented for comparative purposes

Figure 4-15

Adult Getting Care Quickly
Response Category Percentages and Means Mean
(1-3)
uckeye 2015 M_175 | 236
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Staistical Significance Note: -i ndi cates t he MCP6s mean is signi
® ndicates the MCPO&s mean is signi

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.
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Comparative Analysis

Overall, there were nstatistically significantifferences observed for this measure.

Trending Analysis

Overall, there were nstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.
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Adult Getting Care Quickly: Received Care as Soon as Wanted
Question 4n the CAHPS Adult Medicaid Health Plan Surveyedkow often members received care

as soon as they wanted when they needed care right away. Fibgicepicts the overall mean scores
and the percentage of respondents in each of the response categories for the adult gopulation.

Figure 4-16

Adult Getting Care Quickly: Received Care as Soon as Wanted
Response Category Percentages and Means Mean
(1-3)
suckeye 202° 100 [T -/
200 [ 133 [T 2
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2016 | 1200 2550
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2016 NCQA National Average Not Available N/A
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Statistical Signifiance Note: -i ndi cates t he MCP6s mean is signi
® ndicates the MCPO&ds mean is signi

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.
Comparative Analysis

Overall, there were nstatisically significantdifferences observed for this measure.

411 NCQA did not provide goint mean scores for this measure.
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Trending Analysis

Overall, there were nstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.
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Adult Getting Care Quickly: Receivégpointmentas Son as Wanted

Question 8n the CAHPS Adult Medicaid Health Plan Survey asked how often members received an
appointment as soon as they wanted when thegatideed care right away (i.e., a chagkor routine
care). Figure 4.7 depicts the overall meanoses and the percentage of respondents in each of the
response categories for the adult populatitn.

Figure 4-17

Adult Getting Care Quickly: Received Appointment as Soon as Wanted
Response Category Percentages and Means Mean
(1-3)
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Statistical Significance Note: =i ndi cates the MCP&6s mean is signi
® ndicates the MCRH Ibwserthaa thenOhio Bedisaidgneair

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.

412 NCQA did notprovide 3point mean scores for this measure.
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Comparative Analysis

Overall, there was orsatisically significantdifference observed for this measure.

A The percentage of CareSourceds respondent
significantly lower than the program average.

Trending Analysis

Overall, there were nstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.
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ChildGetting Care Quickly

Two questions were asked to parents or caretakers of child members to assess how often their child
received care quickly. For each of these questiongg@ns 4 and 6 in the CAHPS Child Medicaid
Health Plan Survey), an overall mean was calculated for the child population. Responses also were
classified into three categories: Dissatisfied (Never), Neutral (Sometimes), and Satisfied
(Usually/Always). Figue 418 depicts the overall mean scores and the percentage of respondents in
each of the response categories for the child populatlm 2015 NCQA nationadhild Medicaid

averages are presented for comparative purposes

Figure 4-18

Child Getting Care Quickly
Response Category Percentages and Means Mean
(1-3)
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Statistical Significance Note: -i ndi cates t he MCP6s mean is signi
® ndicates the MCPO&s mean is signi

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 meandmgnificantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.
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Comparative Analysis

Overall, there were nstatistically significantifferences observed for this measure.

Trending Analysis

Overall, there wex nostatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.

Page4-40

Ohio Medicaid Managed Care Prograrull Report
OHSFY2017_CAHPS Member Experience Survey Full Report_0217

State ofOhio



’“\ ADULT ANIGENERACHILDRESUL1

HS AG i
~__

ChildGetting Care Quickly: Received Care as Soon as Wanted

Question 4n the CAHPS Child Medicaid Health Plan Survey asked parents or caretakecdtén

their child received care as soon as they wanted when their child needed care right away-1gure 4
depicts the overall mean scores and the percentage of respondents in each of the response categories fo
the child populatiort:*®

Figure 4-19

Child Getting Care Quickly: Received Care as Soon as Wanted
Response Category Percentages and Means Mean
(1-3)
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Statistical $nificance Note: -i ndi cates the MCP6&6s mean is signi
® ndicates the MCPO6s mean is sighni

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.

413 NCQA did not provide goint mean scores for this measure.
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Comparative Analysis

Overall, there were nstatistcally significantdifferences observed for this measure.

Trending Analysis

Overall, there were nstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.
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Child Getting Care Quickly: Received Appointment asrbas Wanted

Question @n the CAHPS Child Medicaid Health Plan Survey asked parents or caretakers how often
their child received an appointment as soon as they wanted when their cimtd nied care right away
(i.e., a checkup or routine care). Figar420 depicts the overall mean scores and the percentage of
respondents in each of the response categories for the child popfittion.

Figure 4-20
Child Getting Care Quickly: Received Appointment as Soon as Wanted
Response Category Percentages and Means Mean
(1-3)
suckeye 2025 [z NGV -
201 | 5.5 [ YR o
caesouce 20 |z G -
2016 | 6.9 2.6
woina 205 1100 [T :::
2016 |12, 252
paramount 2025 |21 [ G -
2016 | 6.7 [ ENEEEEEEET T
unitecreatthcare 2025 Iz [ NGV -
2000 [ 7.1 TP
oniovedcaid 20 | s IEGGNGEEEETTE -
2016 | g2 [T o«
National vedcaid 2025 1114 [ N7 -
2016 NCQA National Average Not Available N/A
L B B

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category

B Dissatisfied [J Neutral B satisfied
Statistical Significance Note: =i ndi cates t he MCP&6s mean is signi
®indicat es t he MCP6s mean is signific

p indicates the 2016 mean is significantly higher than the 2015 mean
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Response category percentages may not total 100% due to rounding.

414 NCQA did not provide goint mean scores for this measure.
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Comparative Analysis

Overall, there were fowstaistically significantdifferences observed for this measure.

A The percentage of Buckeyeds respondents wh
higher than the program average.

A Mol inaés overall mean was s iergge.iThe pereentdgé of | o
Mol inads respondents who gave a response
program average, whereas the percentage of

Satisfied was significantly lower than the program average
Trending Analysis

Overall, there were nstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.
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Adult HowWell Doctors Communicate

A series of four questions was asked to assess how often doctors comeauwiglatFor each of these
guestions (Questions 17, 18, 19, and 20 in the CAHPS Adult Medicaid Health Plan Survey), an overall
mean was calculated for the adult population. Responses also were classified into three categories:
Dissatisfied (Never), Neutrgsometimes), and Satisfied (Usually/Always). Figw2l4depicts the

overall mean scores and the percentage of respondents in each of the response categories for the adult
population. The 2015 NCQA natioradiult Medicaid averages are presented for comdpag purposes

Figure 4-21
Adult How Well Doctors Communicate
Response Category Percentages and Means Mean
(1-3)
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g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.
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Comparative Analysis

Overall, there were nstatistically significantdifferences observed for this measure.

Trending Analysis

Overall, there were nstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.

Page4-46

Ohio Medicaid Managed Care Prograrull Report
OHSFY2017_CAHPS Member Experience Survey Full Report_0217

State ofOhio



’“\ ADULT ANIGENERACHILDRESUL1

HSAG '
R

Adult How Well Doctors Communicaté@octorsExplaired Things in Way They Could Understand

Question ¥ in the CAHPS Adult Medicaid Health Plan Survey asked members to rate how often
doctors explained things in a way they could understandré&@22 depicts the overall mean scores
and the percentage of pemdents in each of the response categoriehéadult populatiorf:*®

Figure 4-22
Adult How Well Doctors Communicate:
Doctors Explained Things in Way They Could Understand

Response Category Percentages and Means Mean

(1-3)
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p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.

Comparative Analysis

Overall, there were nstatidically significantdifferences observed for this measure.

415 NCQA did not provide goint mean scores for this measure.
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Trending Analysis

Overall, there were nstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.
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Adult How WellDoctorsCommunicate Doctors ListenedCarefully

Question 18 in the CAHPS Adult Medicaid Health Plan Survey asked members to rate how often
doctors listened carefully to them. Figur@3 depicts the overall mean scores and the percentage of
respondents in each of the response categorieSd@dult populatiofi*®

Figure 4-23

Adult How Well Doctors Communicate: Doctors Listened Carefully
Response Category Percentages and Means Mean
(1-3)
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Response category percentages may not total 100% due to rounding.

416 NCQA did notprovide 3point mean scores for this measure.
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Comparative Analysis

Overall, there were nstatistically significantlifferences obseed for this measure.

Trending Analysis

Overall, there were nstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.
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Adult How Well Doctors Communicate: Doctors Showed Respect

Question 19 in the CAHPS Adultédicaid Health Plan Survey asked members to rate how often
doctors showed respect for what they had to say. Fig@dedepicts the overall mean scores and the
percentage of respondents in each of the response categories for the adult pdgtlation.

Figure 4-24

Adult How Well Doctors Communicate: Doctors Showed Respect
Response Category Percentages and Means Mean
(1-3)
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Response category percentages may not total 100% due to rounding.

417 NCQA did not provide goint mean scores for this measure.
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Comparative Analysis

Overall, there were nstatistically significantifferences observed for this measure.

Trending Analysis

Overall, there were nstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.
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Adult How Well Doctors Communicate: Doctors Spent Enough Time With Patient

Question 20 in the CAHPS Adult Medicaid HéaRlan Survey asked members to rate how often
doctors spent enough time with them. Figuw2x4depicts the overall mean scores and the percentage of
respondents in each of the response categories for the adult poptiétion.

Figure 4-25
Adult How Well Doctors Communicate: Doctors Spent Enough Time with Patient
Response Category Percentages and Means Mean
(1-3)
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Response category percentages may not total 100% due to rounding.

Comparative Analysis

Overall, there were nstatisically significantdifferences observed for this measure.

418 NCQA did not provide goint mean scores for this measure.
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Trending Analysis

Overall, there were nstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.
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Child How Well Doctors Communicate

A series of four gestions was asked to parents or caretakers of child members to assess how often their
childdés doctors communicated well. For each of
CAHPS Child Medicaid Health Plan Survey), an overall mean was cadutat the child population.
Responses were also classified into three categories: Dissatisfied (Never), Neutral (Sometimes), and
Satisfied (Usually/Always). Figure-26 depicts the overall mean scores and the percentage of
respondents in each of the respe categories for the child population. The 2015 NCQA nataimiall

Medicaid averages are presented for comparative purposes

Figure 4-26
Child How Well Doctors Communicate

Response Category Percentages and Means Mean

(1-3)
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p indicates the 2016 mean is significantly higher than the 2015 mean
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Response category percentages may not total 100% daertding.
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Comparative Analysis

Overall, there were twstatistically significantifferences observed for this measure.
A Mol inaés overall mean was significantly | o
A UnitedHealthcareds oV e reathahtherpeogramavesmge. si gni f

Trending Analysis

Overall, there were nstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.

Page4-56

Ohio Medicaid Managed Care Prograrull Report
OHSFY2017_CAHPS Member Experience Survey Full Report_0217

State ofOhio



’“\ ADULT ANIGENERACHILDRESUL1

HS AG i
~__

Child How Well Doctors Communicate: Doctors Explained Things in ey CouldUnderstand

Question32in the CAHPSChild Medicaid Health Plan Survey askedrents or caretakers of child

membergo rate how often doctors explained thirgb o ut t h e i nnaevayyitheycc@usl heal t h
understand. Figre 427 depicts the overall mean sesrand the percentage of respondents in each of the
response categories fibre child populatiorf-1°

Figure 4-27
Child How Well Doctors Communicate:
Doctors Explained Things in Way They Could Understand

Response Category Percentages and Means Mean

(1-3)
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Response category percentages may not total 100% due to rounding.

418 NCQA did not provide goint mean scores for this measure.
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ComparativeAnalysis

Overall, there were nstatistically significantifferences observed for this measure.

Trending Analysis

Overall, there were nstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.
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ChildHow Well DoctorsCommunicate: Doctors Listened Carefully

Question 33 in the CAHPS Child Medicaid Health Plan Survey asked parents or caretakers of child
members to rate how often their c h28Hepiétssthedoct or s
overallmean scores and the percentage of respondents in each of the response categories for the child
population*2°

Figure 4-28

Child How Well Doctors Communicate: Doctors Listened Carefully
Response Category Percentages and Means Mean
(1-3)
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p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.

420 NCQA did notprovide 3point mean scores for this measure.
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Comparative Analysis

Overall, there were nstatidically significantdifferences observed for this measure.

Trending Analysis

Overall, there were nstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.
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ChildHow Well Doctors Communicate: Doctors ShowB@spect

Question 34 in the CAHPS Child Medicaid Health Plan Survey asked parents or caretakers of child
members to rate how often their chil dos-2doctor s
depicts the overall mean scores and the perceonfagspondents in each of the response categories for

the child populatiort:?

Figure 4-29

Child How Well Doctors Communicate: Doctors Showed Respect
Response Category Percentages and Means Mean
(1-3)
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Response category percentages may not total 100% due to rounding.

421 NCQA did not provide goint mean scores for this measure.
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Comparative Analysis

Overall, there were nstatidically significantdifferences observed for this measure.

Trending Analysis

Overall, there were nstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.
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Child How Well Doctors Communicate: Doctors Spenbligh Time With Patient

Question 37 in the CAHPS Child Medicaid Health Plan Survey asked parents or caretakers of child
members to rate how often their chil d80&depkizct or s
the overall mean scores and tlegqentage of respondents in each of the response categories for the

child populatiorf-22

Figure 4-30
Child How Well Doctors Communicate: Doctors Spent Enough Time with Patient

Response Category Percentages and Means Mean

(1-3)
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Response category percentages may not total 100% due to rounding.

422 NCQA did not provide goint mean scores for this measure.
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Comparative Analysis

Overall, there were twstatistically significantdifferences observed for this measure.
A Mol inaés overall mean was significantly | o
A UnitedHealthcareds overall mean was signif

Trending Analysis

Overall, there s onestatistically significandifference between scores in 2016 and scores in 2015 for
this measure.

A Mol inads overall mean was significantly | o

Page4-64

Ohio Medicaid Managed Care Prograrull Report
OHSFY2017_CAHPS Member Experience Survey Full Report_0217

State ofOhio



’“\ ADULT ANIGENERACHILDRESUL1

HS AG i
~__

Adult Customer Service

Two questions were asked to assess how often membegssatisfied with customer service. For each

of these questions (Questions 31 and 32 in the CAHPS Adult Medicaid Health Plan Survey), an overall
mean was calculated for the adult population. Responses were classified into three categories:
DissatisfiedNever), Neutral (Sometimes), and Satisfied (Usually/Always). Figt8& depicts the

overall mean scores and the percentage of respondents in each of the response categories for the adult
population.The 2015 NCQA nationadultMedicaid averages are pested for comparative purposes

Figure 4-31

Adult Customer Service
Response Category Percentages and Means Mean
(1-3)
suckeye 2025|115 T -
2016 | o0 | 257
caesouce 205 o NGNS T -
2016 | g2 261
voina 2025 124 [T -
2016 M 80 2555
paramount 205 10 [ NG Y -
2016 | 6.3 [NV o
unitecreatthcare 2025 0.3 [ NGV o
206 75 261
oniovedcaid 205 1103 NG -
2016 | g4 261
National vedcaid 2025 105 [ N -
2016 NCQA National Average Not Available N/A

L L B B

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category

B Dissatisfied [J Neutral B satisfied
Statistical Significance Note: -i ndi cates t he MCP6s mean is signi
® ndicates the MCPO&s mean is signi

p indicates the 2016 mean is sificantly higher than the 2015 mean
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Response category percentages may not total 100% due to rounding.
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Comparative Analysis

Overall, there were nstatistically significantlifferencesobserved for this measure.

Trending Analysis

Overall, there were nstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.
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Adult Customer Service: Obtaining Help Needed From Customer Service

Question31ln t he CAHPS Adult Medicaid Health Plan Sul
customer service gave members the information or help they needed. FBfudegicts the overall

mean scores and the percentage of respondents in each of the responsesaietjue adult

population*23

Figure 4-32

Adult Customer Service: Obtaining Help Needed From Customer Service
Response Category Percentages and Means Mean
(1-3)
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Response category percentages may not total 100% due to rounding.

423 NCQA did not provide goint mean scores for this measure.
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Comparative Analysis

Overall, there were nstatistically significantlifferencesobserved for this measure.

Trending Analysis

Overall, there were nstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.
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Adult Customer Servicddealth Plan Customer Service Treated with Courtesy and Respec

Question 32 in the CAHPS Adult Medicaid Health
customer service staff treated members with courtesy and respect. FRfidegicts the overall mean
scores and the percentage of respondents in each osplomse categories for the adult populafiéh.

Figure 4-33
Adult Customer Service: Health Plan Customer Service Treated with Courtesy and Respec
Response Category Percentages and Means Mean
(1-3)
Buckeye 20° | 68 2.72
2016 4 o [TV .-
caresource 2025 I T .-
2016 | 5 7 [TV .
volina 2025 | 83 2.65
2016 [l Y o
paramount 2025 .5 NG YT -
2016 | YT o
uniteaneatthcare 2025 I 5.7 NG T .-
2016 |4 o/ YT -
oniovedcaid 225 1= NG
2016 [« YT o
National Medicaid 202° 154 Y -
2016 NCQA National Average Not Available N/A
L B e e e e e L
0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0
Percentage of Responses in Each Response Category
B Dissatisfied  [J Neutral B satisfied
Statistical Significance Note: -i ndi cates t he MCP6s mean is signi
® ndicates the MCPO&ds mean is signi

p indicates the @16 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to raunding

424 NCQA did notprovide 3point mean scores for this measure.
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Comparative Analysis

Overall, there were nstatistically signifiantdifferences observed for this measure.

Trending Analysis

Overall, there were nstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.
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ChildCustomerService

Two questions were asked to assess how gfieents or caretakers of child members were satisfied

with customer service. For each of these questions (Questions 50 and 51 in the CAHPS Child Medicaid
Health Plan Survey), an overall mean was calculated for the child population. Responses weeel classifi
into three categories: Dissatisfied (Never), Neutral (Sometimes), and Satisfied (Usually/Always). Figure
4-34 depicts the overall mean scores and the percentage of respondents in each of the response
categories for the child populatiofihe 2015 NCQA ni@gonal child Medicaid averages are presented for
comparative purposes

Figure 4-34

Child Customer Service
Response Category Percentages and Means Mean
(1-3)
suckeye 2°° B o7 T -
2016 B 102+ | 249
caresource 205 5.0 I NNEGEGEGENEETY R -
2016 [ 7.5+ 2.65+
wolina 2025 I o5+ 2.59*
2010 M 7. [T -
paramount 2025 7.6+ [ ENNEEEEGEEYV . -
2016 _ggr 2.61*
unitedrieatthcare 2025 B 6.0 [ NNV  :s:
2016 W 8.7+ 2.59%
oniomedcaid 2°° I 6. [ NG T -
2016 Wl 8.4 258
National Medicaid 2% W 102 256
2016 NCQA National Average Not Available N/A

L L L B BB

1
0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category

B pissatisfied [ Neutral B satisfied
Statistical Significance Note: -i ndi cates t he MCP6s mean is signi
® ndicates the MCPO&s mean i s simgani

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.
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Comparative Analysis

Overall, there weremstatistically significandifferences observed for this measure.

Trending Analysis

Overall, there were nstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.
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ChildCustomer Service: Obtaining Help NeetErom CustomeBervice

Question 50 in the CAHPS Child Medicaid Health Plan Survey asked parents or caretakers of child
members how often their childds health plan cus
needed. Figure-85 depicts the ovall mean scores and the percentage of respondents in each of the
response categories for the child populafiéh.

Figure 4-35

Child Customer Service: Obtaining Help Needed From Customer Service
Response Category Percentages and Means Mean
(1-3)
suckeye 2025 [ 102 [ -
206 M 10 T S ;o
caresource 2015 oo NG -
2016 Bl 115+ 2504
wvoina 205 116 [T . -
2016 W 108 2.47
paramount 205 105+ [ NG -
2016 _ 141+ 2.42%
unitecreatthcare 2025 1X0_s.c NG -
2016 [l 133+ 2.43*
onovedcaid 205 B _os [HNNNNENEGNNEEENTTEEE -
206 130 t 243
National vedcaid 2025 152 T -
2016 NCQA National Average Not Available N/A

L B B

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category

B Dissatisfied [J Neutral B satisfied

Statistical Significance Note: =i ndi cates t he MCP&6s mean is signi
®i ndi cat es t hsgnifidahif dower e tha Ohio $edicaid mea

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to raunding

425 NCQA did not provide goint mean scores for this measure.
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Comparative Analysis

Overall, there were nstatistcally significantdifferences observed for this measure.

Trending Analysis

Overall, there was ongtatistically significandifference between scores in 2016 and scores in 2015 for
this measure.
A The programdébs overall mde@éthnan iw20345. si gni fi cant
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ChildCustomerServiceHealth Plan Customer Service Treated with Courtesy and Respect

Question 51 in the CAHPS Child Medicaid Health Plan Survey asked parents or caretakers of child
members how often t hei servicelstafl trdabed thdmendh coutesypahda n c u s
respect. Figure-86 depicts the overall mean scores and the percentage of respondents in each of the
response categories for the child populafiéh.

Figure 4-36
Child Customer Service: Health Plan Customer Service Treated with Courtesy and Respec
Response Category Percentages and Means Mean
(1-3)
suckeye 2°%° 1B T -
2016 2.66%
caesouce 2015 |G -
2016 2.79¢
voina 205 74+ [ Y -
2000 [l T
paramount 2025 47 -
2016 2.79*
unitecreatthcare 2225 I ANNINIEIEGEGGEEEEEEEYT . -
2016 2.76*
ohiovedcaid 20 oY . -
2010 [z ST .
National vedcaid 2025 5.2/ RV -
2016 NCQA National Average Not Available N/A
H L L L L L L T

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category

B Dissatisfied [J Neutral B satisfied

Statistical Significance Note: -i ndi cat es t ibsgnifidahydighertharatme Ohio Medicaid me:
® ndicates the MCPO6s mean is sighni

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.

426 NCQA did not provide goint mean scores for this measure.
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Comparative Analysis

Overall, there were nstatistcally significantdifferences observed for this measure.

Trending Analysis

Overall, there were nstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.
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Adult Shared Decision Making

Three questionswereaske t 0 assess the extent to which memb
discussed starting or stopping a medication with them. For each of these questions (Questions 10, 11,
and 12 in the CAHPS Adult Medicaid Health Plan Survey), an overall mean watated for the adult
population. Responses were also classified into two categories: Dissatisfied (No) and Satisfied (Yes).
Figure4-37 depicts the overall mean scores and the percentage of respondents in eackspbtise
categories for the adult polation. The 2015 NCQA nationadultMedicaid averages are presented for
comparative purposég’

Figure 4-37
Adult Shared Decision Making
Response Category Percentages and Means Mean
(0-1)
Buckeye 079
CareSource 2015 0.85
2016 t 078
Molina  201° 0.78
2016 0.78
Paramount 2015 0.78
2016 0.81
UnitedHealthcare 2025 0.76
2016 s 081
Ohio Medicaid 2°%° 0.80
2016 0.79
National Medicaid 2°*° AR] 78.7 0.79
2016 NCQA National Average Not Available N/A
L L L B BB

1
0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category

B Dissatisfied W satisfied I

Statistical Significance Note: -i ndi cates t he MCP6s mean is signi
®i ndicates t he MCP 0werthae thenOhio Medisaidgnear

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

427 NCQA did not provide goint mean scores for this measure. HSAG presenéefh5 and 2016 ofgoint means for
this measure.
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Response category percentages may not total 100% due to rounding.
Comparative Analgis

Overall, there were nstatistically significandifferences observed for this measure.

Trending Analysis

Overall, there were sigtatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.

A Car e Sour c mdas was sigaificantlyl lower in 2016 than in 2015. Furthermore, the
percentage of CareSourceds respondents who
hi gher in 2016 than in 2015, whereas the p
regponse of Satisfied was significantly lower in 2016 than in 2015.

A UnitedHeal thcarebés overall mean was signi f
the percentage of UnitedHealthcareds respo
signficantl y | ower in 2016 than in 2015, wh e

respondents who gave a response of Satisfied was significantly higher in 2016 than in 2015.
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Adult SharedDecision MakingDoctor Talk About Reasons to Take a Medicine

Quesion 10 in the CAHPS Adult Medicaid Health Plan Survey asked members if a doctor or other
health provider talked about the reasons they might want to take a medicine. R3gudepicts the
overall mean scores and the percentage of respondents in elaeheaxdonse categories for the adult
population*28

Figure 4-38
Adult Shared Decision Making: Doctor Talk About Reasons to Take a Medicine
Response Category Percentages and Means Mean
(0-1)
Buckeye 2°™° 0.94
2016 0.90
CareSource 2015 0.96
2016 0.94
Molina 201 0.92
2016 0.94
Paramount  2°%° 0.95
2016 0.94
UnitecHealthcare 2025 LRI . (<o
2016 0.93
Ohio Medicaid 2°%° 0.94
2010 [N Y o
National Medicaid 2% 0.92
2016 NCQA National Average Not Available N/A
L B B

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category

B Dissatisfied W satisfied I

Statistical Significance Note: =i ndi cates t he MCP&6s mean is signi
® ndicates the MCPO6s mean is sighni

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.

428 NCQA did not provide goint mean scores for this measure. HSAG presented the 2015 and 2gi@rmeeans for
this measure.
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Comparative Analysis

Overall, there were nstatistcally significantdifferences observed for this measure.

Trending Analysis

Overall, there were nstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.
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Adult Shared Decision Makinddoctor Talk About Reas@Not to Take a Medicine

Question 11 in the CAHPS Adult Medicaid Health Plan Survey asked members if a doctor or other
health provider talked about the reasons they nmghivant to take a medicine. Figure3® depicts the
overall mean scores and the marmage of respondents in each of the response categories for the adult
population*2°

Figure 4-39
Adult Shared Decision Making: Doctor Talk About Reasons Not to Take a Medicine
Response Category Percentages and Means Mean
(0-1)
Buckeye 2°*° 0.65
2016 0.63
CareSource 2015 0.77
2016 t 0.5
voina 205 [ ENEEEYT R T . o
2016 0.67
Paramount  2°%° 0.67
2016 0.68
unitecHeatthcare 2025 NIRRT . o
2016 0.68
Ohio Medicaid 2°%° 0.70
2016 0.66
National Medicaid 2% 67.3 0.67
2016 NCQA National Average Not Available N/A
L B B

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category
B Dissatisfied B satisfied I

Statistical Significance Note: =i ndi cates t he MCP&6s mean is signi
® ndicates the MCPO6s me a ®hioiMedicaid mean

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.

429 NCQA did not provide $oint mean scores for this measure. HSAG priestthe 2015 and 2016 epeint means for
this measure.
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Comparative Analysis

Overall, there were nstatistcally significantdifferences observed for this measure.

Trending Analysis

Overall, there were threstatistically significandifferences between scores in 2016 and scores in 2015
for this measure.
A CareSourceds overal]l m @l6 thaw & 015. Fugtimermbre, ¢cha n t |
percentage of CareSourceds respondents who
hi gher in 2016 than in 2015, whereas the p
response of Satisfied was signifitly lower in 2016 than in 2015.
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Adult Shared Decision Makind>octor Ask About Bedtledicine Choice for You

Question 12 in the CAHPS Adult Medicaid Health Plan Survey asked members if a doctor or other
health provider asked which medicine choice ttieyght was best for them. Figurel@ depicts the

overall mean scores and the percentage of respondents in each of the response categories for the adult
population*3°

Figure 4-40
Adult Shared Decision Making: Doctor Ask About Best Medicine Choice for You
Response Category Percentages and Means Mean
(0-1)
Buckeye 2°*° 0.77
2016 073
CareSource 2015 0.81
2016 0.75
Molina 201 0.75
2016 0.74
Paramount  2°%° 0.73
2016 0.79
UnitedHealthcare 225 0.72
2016 s 083
Ohio Medicaid 2°%° 0.76
2016 0.77
National Medicaid 2°*° 23.3 76.7 0.77
2016 NCQA National Average Not Available N/A
L B B

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category

B Dissatisfied W satisfied I

Statistical Significance Note: =i ndi cates t he MCP6s matheOhio Bedisaidgnear
® ndicates the MCPO6s mean is sighni

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response caf@ry percentages may not total 100% due to rounding.

430 NCQA did not provide $oint mean scores for this measure. HSAG presented the 2015 and 2gi@rumeeans for
this measure.
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Comparative Analysis

Overall, there were nstatistically significantifferences observed for this measure.

Trending Analysis

Overall, there were threstatistically significandifferences betweescores in 2016 and scores in 2015
for this measure.

A UnitedHealthcareds overall mean was signif
the percentage of Uni tedHeal thcareds respo
significantly loweri n 2016 than in 2015, wher eas t he

respondents who gave a response of Satisfied was significantly higher in 2016 than in 2015.
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ChildSharedDecision Making

Three questions were asked to parents or caretakers of @nithens to assess the extent to which their
childés doctors or other health providers discu
of these questions (Questions 11, 12, and 13 in the CAHPS Child Medicaid Health Plan Survey), an
overall men was calculated for the child population. Responses also were classified into two categories:
Dissatisfied (No) and Satisfied (Ye&)gure4-41 depicts the overall mean scores and the percentage of
respondents in each of thesponse categories for tbleild populationThe 2015 NCQA nationalhild

Medicaid averages are presented for comparative purpdises

Figure 4-41
Child Shared Decision Making
Response Category Percentages and Means Mean
(0-1)
Buckeye 20.9 79.1 0.79
2016 0.80
CareSource 213 0.78
2016 0.81*
Molina 2015 0.80*
2016 0.82
paramount 2015 0.81*
2016 0.80*
UnitecHealthcare 2015 0.80
2016 0.81
Ohio Medicaid  2°%° 0.80
2016 0.81
National Medicaid 2°*° 22.0 78.0 0.78
2016 NCQA National Average Not Available N/A
L B e e e e
0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category

B Dissatisfied W satisfied I

Statistical Significance Note: -i ndi cates t he MCP6s mean is signi
®i ndicates t he MO hwerthan the Ohio Medicaidgneal

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.

431 NCQA did not provide goint mean scores for this measure A@Spresented the 2015 and 2016 -@uint means for
this measure.
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Compardive Analysis

Overall, there were nstatistically significantifferences observed for this measure.

Trending Analysis

Overall, there were nstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.
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ChildShaed Decision MakingDoctor TalkAbout Reasons to Take a Medicine

Question 11 in the CAHPS Child Medicaid Health Plan Survey asked parents or caretakers of child
members if a doctor or other health provider talked about the reasons their child mighttakatto
medicine. Figure 412 depicts the overall mean scores and the percentage of respondents in each of the
response categories for the child populafiéh.

Figure 4-42
Child Shared Decision Making: Doctor Talk About Reasons to Take a Medicine
Response Category Percentages and Means Mean
(0-1)
Buckeye 2°™° 0.96
2010 [V oo
CareSource 2015 0.89
2016 0.93¢
Molina 201 0.90*
2016 0.96
Paramount  2°%° 0.96*
2016 0.94*
UnitedHealthcare 225 0.94
2016 0.95
Ohio Medicaid 2°%° 0.93
2016 0.95
National Medicaid 2% 0.92
2016 NCQA National Average Not Available N/A
L B B

B T T
0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category

B Dissatisfied W satisfied I

Statistical Significance Note: =i ndi cates t he MCP6&6s mean oMedicidgaan
® ndicates the MCPO6s mean is sighni

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.

432 NCQA did not provide goint mean scores for this measure. HSAG presented the 2015 and 2qi@rmeeans for
this measure.
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Comparative Analysis

Overall, there were nstatistcally significantdifferences observed for this measure.

Trending Analysis

Overall, there were nstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.
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Child Shared Decision Making: Doctor Talk About Readdnt to Take a Medicine

Question 12 in the CAHPS Child Medicaid Health Plan Survey asked parents or caretakers of child
members if a doctor or other health provider talked about the reasons their childobigant to take a
medicine. Figure 43 depics the overall mean scores and the percentage of respondents in each of the
response categories for the child populafiéh.

Figure 4-43
Child Shared Decision Making: Doctor Talk About Reasons Not to Take a Medicine
Response Category Percentages and Means Mean
(0-1)
Buckeye 2°'° 0.64
2016 0.67
CareSource 2015 0.64
2016 0.72%
Molina 2015 0.67*
2016 0.65
Paramount  2°%° 0.68*
2016 0.72*
UnitedHealthcare 225 0.69
2016 0.68
Ohio Medicaid 2°%° 0.66
2016 0.68
National Medicaid 2% 64.6 0.65
2016 NCQA National Average Not Available N/A
L B B

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category

B Dissatisfied W satisfied I

Statistical Significance Note: =i ndi cates the MCP&6s mean is signi
®i ndi c at esmeanhsesignificamy lower than the Ohio Medicaid me.

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.

433 NCQA did not provide goint mean scores for this meas. HSAG presented the 2015 and 2016-poiat means for
this measure.
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Comparative Analysis

Overall, there were nstatistcally significantdifferences observed for this measure.

Trending Analysis

Overall, there were nstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.
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ChildShared Decision Makindpoctor Ask About Best dicine Choice for Your Child

Question 13 in the CAHPS Child Medicaid Health Plan Survey asked parents or caretakers of child
members if a doctor or other health provider asked them which medicine choice they thought was best
for their child. Figure 444 cepicts the overall mean scores and the percentage of respondents in each of
the response categories for the child populatitn.

Figure 4-44
Child Shared Decision Making: Doctor Ask About Best Medicine Choice for Your Child
Response Category Percentages and Means Mean
(0-1)
Buckeye 2°*° 0.78
2016 0.7
CareSource 2015 0.82
2016 0.78%
Molina 2015 0.82*
2016 0.86
Paramount  2°%° 0.80*
2016 0.74*
UnitedHealthcare 225 0.78
2016 0.80
Ohio Medicaid 2°%° 0.80
2016 0.80
National Medicaid 2°*° 225 77.6 0.78
2016 NCQA National Average Not Available N/A
L B B

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category
B pissatisfied W satisfied I

Statistical Significance Note: =i ndi cates t he MCP&6s mean is signi
®indicatesthtfCP6s mean i s significantly

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.

434 NCQA did not provide goint mean scores for this measure. HSAG presented the 2015 and 2¢i@rmeeans for
this measure.
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Comparative Analysis

Overall, there were nstatistically significantdifferences observed for this measure.

Trending Analysis

Overall, there were nstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.
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Individual Item Measures
Health Promotion and=Educaion

Question 8 in the CAHPS Adult and Child Medicaid Health Plan Surveys asked respondents to rate how
often their doctor/their childbds doctor or othe
they could do to prevent illness/prevent ilinestheir child. Responses were classified into two

categories: Dissatisfied (No) and Satisfied (YE&gure4-45 and Figure 416 depict the overall mean

scores and the percentage of respondents in eachrekfiense categories for the adult populatiwh a

child population, respectivelifthe 2015 NCQA nationadult and childMedicaid averages are presented

for comparative purpost® 436

Figure 4-45
Adult Health Promotion and Education
Response Category Percentages and Means Mean
(1-3)
Buckeye 201 2550
2016 251
Caresource 2015 252
2016 t 236
Molina 2015 2.34
2016 2.38
paramount 2015 252
2016 2.46
UnitedHealthcare 2015 2.48
2016 2.48
Ohio Medicaid 2015 2.48
2016 2.44
National Medicaid 2°*® o N/A
2016 NCQA National Average Not Available N/A
L L B B B B T T
0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0
Percentage of Responses in Each Response Category
B Dissatisfied B satisfied I
Statistical Significance Note =i ndi cates the MCPO6sSs mean i s signi
®indicat es t he MCPO&6s mean is signifi

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is sigcéntly lower than the 2015 mean

435 NCQA did not provide goint mean scores for timeasure.
4% The Health Promotion and Education measpointenecahwas AYesod a

calculated for this measure, géEDIS® 2016, Volume 3: Specifications for Survey MeasuresA r esponse of
givenascoreof3md a response of fANooO is given a score of 1.
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Response category percentages may not16@f6 due to rounding.

Comparative Analysis

Overall, there were nstatistically significandifferences observed for this measure.

Trending Analysis

Overall, there were threstatistically significandifferences between scores in 2016 and scores in 2015
for this measure.
A CareSourceds overall mean was significant/l
percentage of CareSourceds respondents who

higher in 2016 than in 2015, whereas the percerdage Car e Sour ced0s r espo
response of Satisfied was significantly lower in 2016 than in 2015.
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Figure 4-46
Child Health Promotion and Education

Response Category Percentages and Means Mean

(1-3)

Buckeye 2°™° 2.48

2016 2.42

CareSource 2°%° 2.47
2016 s 2648

Molina 201 2.42

2016 2.45

Paramount  2°%° 2.47
2016 2.45

UnitecHealthcare 225 2.42
2016 254

Ohio Medicaid  2°1° 2.45
2016 2.49

National Medicaid 2% 711 N/A
2016 NCQA National Average Not Available N/A

L L B B

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category
B pissatisfied W satisfied I

Statistical Significance Note =i ndi cates the MCP&és mean is signi
®i ndi cat es t hsgnifiddhii dower tmen tha Ohio $edicaid mea

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.
Comparative Analysis

Overall, there were threstaistically significantdifferences observed for this measure.

A CareSourcedés overall mean was significant]l:
of CareSourceds respondents who gave a res
the prgr am average, whereas the percentage o

response of Satisfied was significantly higher than the program average.
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Trending Analysis

Overall, there were threstatistically significandifferences between scores in 2Gi&l scores in 2015

for this measure.

A CareSourceds overall mean was significantl
percentage of CareSourceds respondents who
lower in 2016 than in 2015, whexes t he percent age of CareSou
response of Satisfied was significantly higher in 2016 than in 2015.
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Coordination of Care

ADULT ANIGENERACHILDRESUL1

Question 22 in the CAHPS Adult Medicaid Health Plan Survey and Question 40 in the CAHPS Child

MedicaidH al t h

Pl an Survey asked respondents

t o

rat

seemed informed and dp-date about care they/their child received from other doctors. Responses were
classified into three categories: Dissatisfied (Never), Neu@hgtimes), and Satisfied

(Usually/Always).Figure4-47 and Figure 418 depict the overall mean scores and the percentage of

respondents in each of the response categories for the adult population and child population,

respectively. The 2015 NCQA natioradult and childMedicaid averages are presented for comparative

purposes

Buckeye

CareSource

Molina

Paramount

UnitedHealthcare

Ohio Medicaid

National Medicaid

Figure 4-47
Adult Coordination of Care
Response Category Percentages and Means

2015 136
2000 [ 140 Y

2015 141
2016 144

2005 I 115 |
2016 107

2005 B 164 [TV
2000 I3 75 Y

2005 [ 127 [T
2010 [l 115

205 [ 136
2016 118

2015 12.7

2016 NCQA National Average Not Available
e L I

Mean
(1-3)

2.40
2.33

2.42
2.35

2.37
2.39

2.34
2.47

2.40
2.43

2.39
2.39

2.39
N/A

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category

B Dissatisfied [J Neutral B satisfied

Statistical Significance Note: =i ndi cates the MCPO6s mean i

Response category pe

® ndicates the MCPO6s mean i

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

rcentages may not total 100% due to rounding.

s signi-
s sdimgani -
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State ofOhio
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Comparative Analysis

Overall, there were nstatistically significantdifferences observed for this measure.

Trending Analysis

Overall, there was ongtatistically significandifference between scores in 2016 and scores in 2015 for
this measure.
A The percentage of Par amesponse 6fNeutrabveap signiftcantlyt s
lower in 2016 than in 2015.
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Figure 4-48

Child Coordination of Care
Response Category Percentages and Means Mean
(1-3)
Buckeye 2°5 938 237
2016 15.2 231
CareSource 2015 10.7 2.42
2016 111 2.44
Molina 201 8.1 2.43
2016 9.4 2.42
Paramount 2018 113 2.42
2006 B 106 2.49
unitecHeattncare 225 R0 NG -
2006 W 128 2.45
Ohio Medicaid 2°%° 9.9 2.42
2016 12.2 2.42
National Medicaid 215 125 2.41
2016 NCQA National Average Not Available N/A

R L I B

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category

B Dissatisfied [J Neutral B satisfied

Statistical Significance Note: -i ndi cates the MCPO6s mean is signif
® ndicates the MCPO6s mean is si gami f

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.
Comparative Analysis
Overall, there were ngiatistically significantdifferences observed for this measure.
Trending Analysis

Overall, there were nstatistically significandifferences between scores in 2016 and scores in 2015 for
this measure.
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Satisfactionwith Health Plan
Satisfactionwith Health Plan: Got Information or Help from Customer Service

Question 30 in the CAHPS Adult Medicaid Health Plan Survey and Question 49 in the CAHPS Child
Medicaid Health Plan Survey asked whether members got information or help from customer service.

For thisquestion, an overall mean on a 0 to 1 scale was calculated for respondents. Responses were also
classified into two categories: Dissatisfied (No) and Satisfied (Y€$igure 449 and Figure %0

depict the overall mean scores and the percentage oingspts in each of the response categories for

the adult population and child population, respectively.

Figure 4-49
Adult Got Information or Help from Customer Service
Response Category Percentages and Means Mean
(0-1)
Buckeye 215 0.37
2016 0.37¢
CareSource 2015 0.35
2016 0.37¢
Molina 2015 033
2016 t 0240
paramount 2018 033
2016 t 0260
UnitecHealthcare 2015 035
2016 031
Ohio Medicaid 2°° 035
2016 t 031
National Medicaid 2018 36.1 0.36
2016 NCQA National Average Not Available N/A
e e B I I E L H L BN
0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category

B Dissatisfied B satisfied I

Statistical Significance Note: -i ndi cates the MCPO6s mean is signif
® ndicates the MG@oR bwerthae thenOhio Medigdidgnean f

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.

“" For questions with fANoo and fiYesO response categories,
AfYes0O were given a score of 1.
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Comparative Analysis

Overall, there were 1&atistcally significantdifferences observed for this measure.

A Buckeyeds and CareSourceds overall means
average. The percentage of their respondents who gave a response of Dissatisfied was
significantly lower thantte program average, whereas the percentage of their respondents who
gave a response of Satisfied was significantly higher than the program average.

A Mol inaés and Paramountodés overall means wer
The percentagef their respondents who gave a response of Dissatisfied was significantly
higher than the program average, whereas the percentage of their respondents who gave a
response of Satisfied was significantly lower than the program average.

Trending Analysis

Overall, there were ningtatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.

A Mol i Padamouanhdst hevergllmeagswarmgigsificantly lower in 2016 than
in 2015. Furthermore, the percentagéheiir respondents who gave a response of Dissatisfied
was significantly higher in 2016 than in 2015, whereas the percentage of their respondents who
gave a response of Satisfied was significantly lower in 2016 than in 2015.
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Figure 4-50
Child Got Information or Help from Customer Service
Response Category Percentages and Means Mean
(0-1)
Buckeye 2°*° 0.31
2016 t 021
CareSource 2015 0.24
2016 0.27
Molina 201° 0.23
2016 0.26
Paramount 2015 0.25
2016 0.23
UnitecHealthcare 2015 0.23
2016 0.24
Ohio Medicaid  2°%° 0.25
2016 0.24
National Medicaid 2215 318 0.32
2016 NCQA National Average Not Available N/A
L L L B BB

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category

B Dissatisfied W satisfied I

Statistical Significane Note: -i ndi cates the MCPO6s mean is signi
® ndicates the MCPO6s mean is sighni

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.
Comparative Analysis
Overall, there were nstatisically significantdifferences observed for this measure.
Trending Analysis

Overall, there were thresatistically significandifferences between scores in 2016 and scores in 2015
for this measure.

A Buckeyeds overall me a n 1@ than ins2D1&.nFurthermoeenthel y
percentage of Buckeyebds respondents who ga
higher i n 2016 than in 2015, whereas the
response of Satisfied was significantly lovire 2016 than in 2015.
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Satisfaction with Health Plan: Filled Out Paperwork

Question 33 in the CAHPS Adult Medicaid Health Plan Survey and Question 52 in the CAHPS Child
Medicaid Health Plan Survey asked members if they had filled out paperwork fdrahkir plan. For

this question, an overall mean on a 0 to 1 scale was calculated for respondents. Responses were also
classified into two categories: No and YEgure 451 and Figure 462 depict the overall mean scores

and the percentage of respondentsach of the response categories for the adult population and child
population, respectively.

Figure 4-51
Adult Filled Out Paperwork

Response Category Percentages and Means Mean
(0-1)

ey 0 s oas
Buckeye 75.2 24.8 0.25
2016 0.25
CareSource 2°%° 0.25
2016 0.28
Molina 201 0.27
2016 t 021
Paramount  2°1° 0.24
2016 0.24
UnitecHealthcare 225 0.25
2016 0.23
Ohio Medicaid  2°1° 0.25
2016 0.24
National Medicaid 2% 208 0.30
2016 NCQA National Average Not Available N/A

L L B B

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category

B no B ves I

Statistical Significance Note -i ndi cates the MCPO6SsS mean is signi
® ndicates the MCPOs tmethenOhip lgedisaid gnean

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.
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Comparative Analysis

Overall, there were nstatstically significantdifferences observed for this measure.

Trending Analysis

Overall, there were threstatistically significandifferences between scores in 2016 and scores in 2015
for this measure.

A Mol inaés overall me a n 20dGathan ® i2@16. iFGrthecnzoret they |
percentage of Mol inads respondents who gav
2016 than in 2015, whereas the percentage
Yes was significantly lower in 2016 tham2015.
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Figure 4-52
Child Filled Out Paperwork
Response Category Percentages and Means Mean
(0-1)
Buckeye 2°° 0.26
¢ 021
CareSource 2°%° 0.22
2016 0.28
Molina 2015 0.21
2016 s 028¢
Paramount  2°1° 0.22
2016 0.19 5
UnitecHealthcare 225 0.20
2016 0.25
Ohio Medicaid  2°1° 0.22
2016 0.24
National Medicaid 2% 28.4 0.28
2016 NCQA National Average Not Available N/A
L L B B

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category

B no B ves I

Statistical Significance Note: =i ndi cates the MCP6s mean is signif
® ndicates the MCPO6s mean is signif

p indicates the 2016 mean is significantly highertihe 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.
Comparative Analysis

Overall, there were sigtatistically significantdifferences observed for this amure.

A Mol inaés overall mean was significantly hi
Mol inabs respondents who gave a response O
average, whereas the percent argsponse bf Ydsovas n a o
significantly higher than the program average.

A Paramountodés overall mean was significantly
of Paramount s respondents who gave a res|
progam& er age, whereas the percentage of Para

Yes was significantly lower than the program average.
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Trending Analysis

Overall, there were sigtatistically significantdifferences between scores in 2016 and scores i& 201
this measure.
A Buckeyeds overall mean was significantly
percentage of Buckeyeds respondents who ga
2016 than in 2015, wher espendenthveho gaeera cesponseaot e
Yes was significantly lower in 2016 than in 2015.

A Mol inadés overall mean was significantly h
percentage of Molinads respondents w2006 gavV e
than in 2015, whereas the percentage of Mol

significantly higher in 2016 than in 2015.
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Satisfaction with Health Plan: Problem with Paperwork for Health Plan

Question 34 in the CAHPS Adult MedidaHealth Plan Survey and Question 53 in the CAHPS Child
Medicaid Health Plan Survey asked members how often forms were easy to fill out for their health plan.
For this question, an overall mean on a 1 to 3 scale was calculated for respondents. Resprdas W
classified into three categories: Dissatisfied (Never), Neutral (Sometimes), and Satisfied
(Usually/Always).Figure 453 and Figure %64 depict the overall mean scores and the percentage of
respondents in each of the response categories foruheagulation and child population,

respectively.

Figure 4-53
Adult Problem with Paperwork for Health Plan
Response Category Percentages and Means Mean
(1-3)
Buckeye 2°° 20.2* 2.16%
2016 B 140 (T
caesource 2005 B 175 [HIIEGIGIGIIIIIITEEEEEE -
2006 | 1600 2.36
woina 202 B 165 [NV -
2016 16.3* 2244
paramount 2°° B 17e+ T o
2016 125 2.39
unitedrieathcare 205 B 125 NG ::
2016 217 217
oniomedcaid 20 B 165 NNV
206 [l 165 2.29
National Medicaid 2025 B 160 [TV -
2016 NCQA National Average Not Available N/A
L L L B BB

1
0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category

B pissatisfied [ Neutral B satisfied
Statistical Significance Note =i ndi cates the MCPO6s mean is signi
® ndicates the MCPO&s mean is signi

p indicateshe 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.
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Comparative Analysis

Overall, there were nstatistically sigmficant differences observed for this measure.

Trending Analysis

Overall, there were nstatistically significantdifferences between scores in 2016 and scores in 2015 for
this measure.
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Figure 4-54
Child Problem with Paperwork for Health Plan
Response Category Percentages and Means Mean
(1-3)
suckeye 2°*° B 105 [T -
200 | a7 [ o
caesource 2005 B 153 [NV -
2016 | 114+ 2.42¢
wvoina 205 [ o~ [T -
2016 | 131 2.43
paramount 205 0120+ [T
2016 | 10.8¢ 2.49*
unitecreatthcare 2025 165 [ NG -
206 | 155 2.42
onovedcaid 205 B 143 [N -
206 | 138 2.41
National vedcaid 2025 140 [T -
2016 NCQA National Average Not Available N/A
L B B

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Percentage of Responses in Each Response Category

B Dissatisfied [J Neutral B satisfied

Statistical Significance Note -i ndi cat es t hsgnifld@ydighertharethe OhicsMedicaid me:
® ndicates the MCPO&s mean is signi

p indicates the 2016 mean is significantly higher than the 2015 mean
g indicates the 2016 mean is significantly lower than the 2015 mean

Response category percentages may not total 100% due to rounding.
Comparative Analysis
Overall, there were nstatisically significantdifferences observed for this measure.
Trending Analysis

Overall, there was ongtatistically significandifference between scores in 2016 and scores in 2015 for
this measure.

A The percentage of t he pr oappoasen 6fsDissatsfed was d e n
significantly lower in 2016 than in 2015.
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