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Introduction

The Ohio Department of Job and Family Services (ODJFS) conducts a variety of quality assessment
and improvement activities to ensure Medicaid managed care plan (MCP) members have timely
access to high quality health care services. These activities include annual surveys of member
satisfaction. Survey results provide important feedback on MCP performance which is used to
improve overall member satisfaction with managed care programs.

ODJFS administers member satisfaction surveys for all MCPs in Ohio’s Covered Families and
Children (CFC) and Aged, Blind, or Disabled (ABD) Medicaid Managed Care Programs. In 2009,
the ABD and CFC Medicaid Managed Care Programs were surveyed independently. This report
presents survey results for Ohio’s CFC Medicaid Managed Care Program.' The standardized survey
instruments selected for 2009 for the CFC population were the Consumer Assessment of
Healthcare Providers and Systems (CAHPS®) 4.0H Adult Medicaid Health Plan Survey and the
CAHPS 4.0H Child Medicaid Health Plan Survey (with the chronic conditions measurement set).”
CAHPS satisfaction measures are derived from individual questions that ask for a general rating, as
well as groups of questions that form composite measures. Adult members and the parents or
caretakers of child members from each MCP completed the surveys from February to May 2009.

PERFORMANCE HIGHLIGHTS
e For the year 2009, the Ohio CFC Medicaid Managed Care Program results for all five of

the general child composite measures are above or similar to the national average.

e For the year 2009, the Ohio CFC Medicaid Managed Care Program results for three of

the five adult composite measures are above or similar to the national average.

e For the year 2009, the Ohio CFC Medicaid Managed Care Program results for two of the

four general child global ratings are similar to the national average.

e Two of the global ratings’ and composite measures’ overall means for Ohio’s CFC
Medicaid Managed Care Program were significantly higher in 2009 than in 2008.

e None of the global ratings’, composite measures’, or individual measures’ overall means
for Ohio’s CFC Medicaid Managed Care Program were significantly lower in 2009 than
in 2008.

! Please refer to Ohio’s ABD Medicaid Managed Care Program CAHPS Reports for detailed information regarding
the ABD population.

2 CAHPS® is a registered trademark of the Agency for Healthcare Research and Quality (AHRQ).
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ODJFS administered the 2009 CAHPS surveys through a contract with Health Services Advisory
Group, Inc. (HSAG), its External Quality Review Organization vendor. HSAG followed the
National Committee for Quality Assurance (NCQA) Healthcare Effectiveness Data and
Information Set (HEDIS®) Specifications for Survey Measures in conducting the CAHPS surveys.’
Members eligible for sampling included 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 2008. Adult members eligible for sampling included those who were 18
years of age or older (as of December 31, 2008). Child members eligible for sampling included
those who were 17 years of age or younger (as of December 31, 2008).

The survey process allowed members two methods by which they could complete the surveys. The
first phase, or mail phase, consisted of a survey being mailed to the sampled members. All sampled
members received an English version of the survey. A reminder postcard was sent to all non-
respondents, followed by a second survey mailing and reminder postcard. 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 least three CATI calls was made
to each non-respondent.*

The following seven MCPs participated in the 2009 CAHPS Medicaid Surveys for the CFC
population: AMERIGROUP Ohio, Inc. (AMERIGROUP); Buckeye Community Health Plan
(Buckeye); CareSource; Molina Healthcare of Ohio, Inc. (Molina); Paramount Advantage
(Paramount); Unison Health Plan of Ohio, Inc. (Unison); and WellCare of Ohio, Inc. (WellCare).

For 2009, a total of 9,149 surveys were completed for Ohio’s CFC Medicaid Managed Care
Program. This total includes 4,411 adult surveys and 4,738 child surveys (note, children in the
CCC supplemental sample are not included in this number). The survey response rates were 39.54
percent for Ohio’s CFC Medicaid Managed Care Program, 37.13 percent for the adult population,
and 42.07 percent for the general child population (which excludes children in the CCC
supplemental sample). The number of completed surveys and response rates for each MCP are

provided in Ohio’s CFC Medicaid Managed Care Program CAHPS Full Report.

This Ohio’s CFC Medicaid Managed Care Program CAHPS Executive Summary Report is one of
four separate reports that have been created to provide ODJFS with a comprehensive analysis of
the 2009 Ohio CFC Medicaid Managed Care Program CAHPS results. Information on all four
reports can be found in Ohio’s CFC Medicaid Managed Care Program CAHPS Methodology
Report.

® HEDIS® is a registered trademark of the National Committee for Quality Assurance (NCQA).

* National Committee for Quality Assurance. Quality Assurance Plan for HEDIS 2009 Survey Measures.
Washington, DC: NCQA Publication, 2008.
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SUMMARY OF FINDINGS—NCQA COMPARISONS
Areas Above National Averages

Compared with the NCQA Medicaid data, Ohio’s CFC Medicaid Managed Care Program’s three-

point means were above national averages for the following composite measures:

» General child composite for Getting Care Quickly
» General child composite for How Well Doctors Communicate

Areas Consistent With National Averages

Compared with NCQA Medicaid data, Ohio’s CFC Medicaid Managed Care Program’s three-

point means were similar to national averages for the following global and composite ratings:

General child Rating of All Health Care

General child Rating of Personal Doctor

General child composite for Getting Needed Care

General child and adult composite for Customer Service
General child and adult composite for Shared Decision Making
Adult composite for How Well Doctors Communicate

YVVVVYVYVYVY

Areas Below National Averages

Compared with NCQA Medicaid data, Ohio’s CFC Medicaid Managed Care Program’s three-

point means were below national averages for the following global and composite ratings:

General child and adult Rating of Health Plan

General child and adult Rating of Specialist Seen Most Often
Adult Rating of All Health Care

Adult Rating of Personal Doctor

Adult composite for Getting Needed Care

Adult composite for Getting Care Quickly

VVVVYVYYVYVY

A caveat worth noting when reviewing these findings is that NCQA’s averages do not adjust for
the respondent’s health status or socioeconomic, demographic, and/or geographic differences
among participating states or health plans.

OHI0’s CFC MEDICAID MANAGED CARE PROGRAM CAHPS 2009 MAy 2010 A-3
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SUMMARY OF FINDINGS—OHIO COMPARISONS
Significantly Higher than in 2008

Ohio’s CFC Medicaid Managed Care Program’s overall means were significantly higher in 2009
than in 2008 for the following measures:

» Rating of Health Plan
» How Well Doctors Communicate

Significantly Lower than in 2008

Ohio’s CFC Medicaid Managed Care Program’s overall means were not significantly lower in 2009
than in 2008 for any of the global ratings, composites, or individual measures.

Significantly Higher than the Program Average

The following MPCs had overall means that were significantly higher than the program average for
the following measures:

CareSource
» Rating of Health Plan

Paramount

» Rating of Health Plan
» Rating of All Health Care

Unison
»  Getting Care Quickly

WellCare

» Customer Service
> Adult Health Promotion and Education

OHI0’s CFC MEDICAID MANAGED CARE PROGRAM CAHPS 2009 MAy 2010 A-4
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Significantly Lower than the Program Average

The following MPCs had overall means that were significantly lower than the program average for
the following measures:

AMERIGROUP

Rating of Health Plan
Rating of All Health Care
Rating of Personal Doctor
Getting Care Quickly
Customer Service

Adult Customer Service

VVVVVY

Buckeye

» Rating of Health Plan
» Adult Customer Service

Molina

» Rating of Personal Doctor
» Getting Needed Care
» Adult Health Promotion and Education

OHI0’s CFC MEDICAID MANAGED CARE PROGRAM CAHPS 2009 MAy 2010 A-5
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NCQA Comparisons

This NCQA Comparisons section reports on the CAHPS Survey results, which were calculated in
accordance with HEDIS specifications for survey measures.' Per HEDIS specifications, results for

the adult and child populations are reported separately, and no weighting, trending, or case-mix
adjustment is performed on the results. General child and adult members from Ohio’s CFC
Medicaid Managed Care Program were included in this analysis. In 2009, Ohio’s CFC Medicaid
Managed Care Program had 4,411 completed adult surveys (37.1 percent response rate) and 4,738
completed general child surveys (42.1 percent response rate) from seven participating MCPs. These
9,149 surveys (39.5 percent response rate) were used to calculate the 2009 NCQA results
presented in this section.

When reviewing these findings, it should be noted that NCQA'’s averages do not adjust for the
respondent’s health status or socioeconomic, demographic, and/or geographic differences among
participating states or health plans.

! National Committee for Quality Assurance. HEDIS 2009, Volume 3: Specifications for Survey Measures.
Washington, DC: NCQA Publication, 2008.
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GENERAL CHILD RESULTS

General Child Three-Point Means on the Global Ratings

Figures B-1-B-4 on pages B-3 and B-4 depict the 2009 results of the four global ratings for general
child members in all participating MCPs in Ohio’s CFC Medicaid Managed Care Program. The
2009 Ohio CFC Medicaid Managed Care Program averages and the 2009 NCQA national child
Medicaid averages (green reference line) are presented for comparative purposes. The results are
presented on a three-point scale and include 95 percent confidence intervals. For the global ratings,
responses of O to 6 are given a score of 1, responses of 7 and 8 are given a score of 2, and responses
of 9 and 10 are given a score of 3. Additional information on the calculation of three-point means

can be found in Ohio’s CFC Medicaid Managed Care Program CAHPS Methodology Report.

OHI0's CFC MEDICAID MANAGED CARE PROGRAM CAHPS 2009 MAy 2010 B-2
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General Child Three-Point Mean Figures on the Global Ratings
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For the Medicaid product line, a minimum of 100 responses for the global ratings is required in order to be reported as CAHPS
Survey results. Global ratings that do not meet the minimum number of responses are denoted as Not Applicable (NA).
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For the Medicaid product line, a minimum of 100 responses for the global ratings is required in order to be reported as CAHPS
Survey results. Global ratings that do not meet the minimum number of responses are denoted as Not Applicable (NA).
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General Child Three-Point Mean Discussion on the Global Ratings

The following is a summary of the results presented in Figures B-1-B-4. The discussion focuses on
comparisons of the 2009 Ohio CFC Medicaid Managed Care Program and MCP results to the
2009 NCQA averages. The term “encompass” refers to instances when the confidence interval for
Ohio’s CFC Medicaid Managed Care Program or a participating MCP is wide enough to include
the 2009 NCQA average. In these instances, this indicates that the score for Ohio’s CFC Medicaid
Managed Care Program or a participating MCP is statistically similar to the 2009 NCQA average.

For the general child population, six of the MCPs’ and the program’s three-point means
encompass the national average for two of the four global ratings. Neither the program nor the

MCPs exceed the NCQA average for any of the global ratings.
Rating of Health Plan (Figure B-1)

» The confidence intervals for CareSource and Paramount encompass the NCQA
average.

» The upper confidence limits for Ohio’s CFC Medicaid Managed Care Program,
AMERIGROUP, Buckeye, Molina, Unison, and WellCare are below the NCQA

average.
Rating of All Health Care (Figure B-2)

» The confidence intervals for Ohio’s CFC Medicaid Managed Care Program, Buckeye,
CareSource, Molina, Paramount, Unison, and WellCare encompass the NCQA
average.

» The upper confidence limit for AMERIGROUP is below the NCQA average.
Rating of Personal Doctor (Figure B-3)

» The confidence intervals for Ohio’s CFC Medicaid Managed Care Program, Buckeye,
CareSource, Molina, Paramount, Unison, and WellCare encompass the NCQA
average.

» The upper confidence limit for AMERIGROUP is below the NCQA average.
Rating of Specialist Seen Most Often (Figure B-4)

» The confidence intervals for Buckeye, Paramount, and Unison encompass the NCQA
average.

» The upper confidence limits for Ohio’s CFC Medicaid Managed Care Program and
CareSource are below the NCQA average.

» The results for AMERIGROUP, Molina, and WellCare could not be displayed because

these populations did not meet the minimum of 100 responses for this measure.

OHI0's CFC MEDICAID MANAGED CARE PROGRAM CAHPS 2009 MAy 2010 B-5
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General Child Three-Point Means on the Composite Measures

Figures B-5-B-9 on pages B-7-B-9 depict the 2009 results of the five composite scores for general
child members in all participating MCPs in Ohio’s CFC Medicaid Managed Care Program. The
2009 Ohio CFC Medicaid Managed Care Program averages and the 2009 NCQA national child
Medicaid averages (green reference line) are presented for comparative purposes. The results are
presented on a three-point scale and include 95 percent confidence intervals. For the Getting
Needed Care, Getting Care Quickly, How Well Doctors Communicate, and Customer Service
composites, responses of “Always” are given a score of 3, responses of “Usually” are given a score of
2, and responses of “Sometimes/Never” are given a score of 1. For the Shared Decision Making
composite, responses of “Definitely Yes” are given a score of 3, responses of “Somewhat Yes” are
given a score of 2, and responses of “Somewhat No/Definitely No” are given a score of 1.
Additional information on the calculation of three-point means can be found in Ohio’s CFC
Medicaid Managed Care Program CAHPS Methodology Report.
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General Child Three-Point Mean Figures on the Composite Measures
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For the Medicaid product line, a minimum of 100 responses for the composite measures is required in order to be reported as

CAHPS Survey results. Composite measures that do not meet the minimum number of responses are denoted as Not Applicable

(NA).
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For the Medicaid product line, a minimum of 100 responses for the composite measures is required in order to be reported as

CAHPS Survey results. Composite measures that do not meet the minimum number of responses are denoted as Not Applicable

(NA).
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Figure B-9
Shared Decision Making
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For the Medicaid product line, a minimum of 100 responses for the composite measures is required in order to be reported as
CAHPS Survey results. Composite measures that do not meet the minimum number of responses are denoted as Not Applicable

(NA).
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General Child Three-Point Mean Discussion on the Composite Measures

The following is a summary of the results presented in Figures B-5-B-9. The discussion focuses on
comparisons of the 2009 Ohio CFC Medicaid Managed Care Program and MCP results to the
2009 NCQA averages. The term “encompass” refers to instances when the confidence interval for
Ohio’s CFC Medicaid Managed Care Program or a participating MCP is wide enough to include
the 2009 NCQA average. In these instances, this indicates that the score for Ohio’s CFC Medicaid
Managed Care Program or a participating MCP is statistically similar to the 2009 NCQA average.

For the general child population, all of the MCPs with reportable scores and the program’s three-
point means encompass or exceed the national average for four of the composite measures. All of
the MCPs’ and the program’s three-point means encompass or exceed the national average for
Getting Care Quickly, How Well Doctors Communicate, Customer Service, and Shared Decision
Making.

Getting Needed Care (Figure B-5)

» The confidence intervals for Ohio’'s CFC Medicaid Managed Care Program,
AMERIGROUP, Buckeye, CareSource, Paramount, Unison, and WellCare encompass
the NCQA average.

» The upper confidence limit for Molina is below the NCQA average.
Getting Care Quickly (Figure B-6)

» The lower confidence limits for Ohio’s CFC Medicaid Managed Care Program,
Buckeye, Paramount, and Unison are above the NCQA average.

» The confidence intervals for AMERIGROUP, CareSource, Molina, and WellCare
encompass the NCQA average.

How Well Doctors Communicate (Figure B-7)

» The lower confidence limits for Ohio’'s CFC Medicaid Managed Care Program,
Buckeye, and Unison are above the NCQA average.

» The confidence intervals for AMERIGROUP, CareSource, Molina, Paramount, and
WellCare encompass the NCQA average.

OHI0's CFC MEDICAID MANAGED CARE PROGRAM CAHPS 2009 MAy 2010 B-10
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Customer Service (Figure B-8)
» The lower confidence limit for WellCare is above the NCQA average.

» The confidence interval for Ohio’s CFC Medicaid Managed Care Program
encompasses the NCQA average.

» The results for AMERIGROUP, Buckeye, CareSource, Molina, Paramount, and
Unison could not be displayed because these populations did not meet the minimum
of 100 responses for this measure.

Shared Decision Making (Figure B-9)

» The confidence intervals for Ohio’'s CFC Medicaid Managed Care Program,
AMERIGROUP, Buckeye, CareSource, Molina, Paramount, Unison, and WellCare
encompass the NCQA average.

OHI0's CFC MEDICAID MANAGED CARE PROGRAM CAHPS 2009 MAy 2010 B-11
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ADULT RESULTS
Adult Three-Point Means on the Global Ratings

Figures B-10-B-13 on pages B-13 and B-14 depict the 2009 results of the four global ratings for
adult members in all participating MCPs in Ohio’s CFC Medicaid Managed Care Program. The
2009 Ohio CFC Medicaid Managed Care Program averages and the 2009 NCQA national adult
Medicaid averages (green reference line) are presented for comparative purposes. The results are
presented on a threepoint scale and include 95 percent confidence intervals. For the global
ratings, responses of O to 6 are given a score of 1, responses of 7 and 8 are given a score of 2, and
responses of 9 and 10 are given a score of 3. Additional information on the calculation of three-
point means can be found in Ohio’s CFC Medicaid Managed Care Program CAHPS Methodology
Report.
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Adult Three-Point Mean Figures on the Global Ratings
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For the Medicaid product line, a minimum of 100 responses for the global ratings is required in order to be reported as CAHPS
Survey results. Global ratings that do not meet the minimum number of responses are denoted as Not Applicable (NA).
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For the Medicaid product line, a minimum of 100 responses for the global ratings is required in order to be reported as CAHPS
Survey results. Global ratings that do not meet the minimum number of responses are denoted as Not Applicable (NA).
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Adult Three-Point Mean Discussion on the Global Ratings

The following is a summary of the results presented in Figures B-10-B-13. The discussion focuses
on comparisons of the 2009 Ohio CFC Medicaid Managed Care Program and MCP results to the
2009 NCQA averages. The term “encompass” refers to instances when the confidence interval for
Ohio’s CFC Medicaid Managed Care Program or a participating MCP is wide enough to include
the 2009 NCQA average. In these instances, this indicates that the score for Ohio’s CFC Medicaid
Managed Care Program or a participating MCP is statistically similar to the 2009 NCQA average.

Neither the program’s nor the MCPs’ three-point means exceed the NCQA average for any of the
global ratings.

Rating of Health Plan (Figure B-10)
» The confidence intervals for CareSource and Paramount encompass the NCQA

average.

» The upper confidence limits for Ohio’'s CFC Medicaid Managed Care Program,
AMERIGROUP, Buckeye, Molina, Unison, and WellCare are below the NCQA

average.
Rating of All Health Care (Figure B-11)
» The confidence intervals for Buckeye, CareSource, Molina, Paramount, and WellCare
encompass the NCQA average.
» The upper confidence limits for Ohio’s CFC Medicaid Managed Care Program,
AMERIGROUP, and Unison are below the NCQA average.
Rating of Personal Doctor (Figure B-12)
» The confidence intervals for Buckeye, CareSource, Paramount, and WellCare
encompass the NCQA average.
» The upper confidence limits for Ohio’s CFC Medicaid Managed Care Program,
AMERIGROUP, Molina, and Unison are below the NCQA average.
Rating of Specialist Seen Most Often (Figure B-13)
» The confidence intervals for AMERIGROUP, Buckeye, Molina, Paramount, Unison,
and WellCare encompass the NCQA average.

» The upper confidence limits for Ohio’s CFC Medicaid Managed Care Program and
CareSource are below the NCQA average.
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Adult Three-Point Means on the Composite Measures

Figures B-14-B-18 on pages B-17-B-19 depict the 2009 results of the five composite scores for
adult members in all participating MCPs in Ohio’s CFC Medicaid Managed Care Program. The
2009 Ohio CFC Medicaid Managed Care Program averages and the 2009 NCQA national adult
Medicaid averages (green reference line) are presented for comparative purposes. The results are
presented on a three-point scale and include 95 percent confidence intervals. For the Getting
Needed Care, Getting Care Quickly, How Well Doctors Communicate, and Customer Service
composites, responses of “Always” are given a score of 3, responses of “Usually” are given a score of
2, and responses of “Sometimes/Never” are given a score of 1. For the Shared Decision Making
composite, responses of “Definitely Yes” are given a score of 3, responses of “Somewhat Yes” are
given a score of 2, and responses of “Somewhat No/Definitely No” are given a score of 1.
Additional information on the calculation of three-point means can be found in Ohio’s CFC
Medicaid Managed Care Program CAHPS Methodology Report.
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Adult Three-Point Mean Figures on the Composite Measures
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For the Medicaid product line, a minimum of 100 responses for the composite measures is required in order to be reported as

CAHPS Survey results. Composite measures that do not meet the minimum number of responses are denoted as Not Applicable

(NA).
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For the Medicaid product line, a minimum of 100 responses for the composite measures is required in order to be reported as

CAHPS Survey results. Composite measures that do not meet the minimum number of responses are denoted as Not Applicable

(NA).
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Figure B-18
Shared Decision Making
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For the Medicaid product line, a minimum of 100 responses for the composite measures is required in order to be reported as
CAHPS Survey results. Composite measures that do not meet the minimum number of responses are denoted as Not Applicable

(NA).
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Adult Three-Point Mean Discussion on the Composite Measures

The following is a summary of the results presented in Figures B-14-B-18. The discussion focuses
on comparisons of the 2009 Ohio CFC Medicaid Managed Care Program and MCP results to the
2009 NCQA averages. The term “encompass” refers to instances when the confidence interval for
Ohio’s CFC Medicaid Managed Care Program or a participating MCP is wide enough to include

the 2009 NCQA average. In these instances, this indicates that the score for Ohio’s CFC Medicaid
Managed Care Program or a participating MCP is statistically similar to the 2009 NCQA average.

For the adult population, all of the MCPs’ and the program’s three-point means encompass the
national average for two of the five composite measures. The program’s and all of the MCPs’ three-
point means encompass the NCQA average for the How Well Doctors Communicate and Shared
Decision Making composites.

Getting Needed Care (Figure B-14)

» The confidence interval for Unison encompasses the NCQA average.

» The upper confidence limits for Ohio’s CFC Medicaid Managed Care Program,
AMERIGROUP, Buckeye, CareSource, Molina, Paramount, and WellCare are below
the NCQA average.

Getting Care Quickly (Figure B-15)
» The confidence intervals for Buckeye, CareSource, Molina, Paramount, Unison, and
WellCare encompass the NCQA average.

» The upper confidence limits for Ohio’s CFC Medicaid Managed Care Program and
AMERIGROUP are below the NCQA average.

How Well Doctors Communicate (Figure B-16)
» The confidence intervals for Ohio’'s CFC Medicaid Managed Care Program,

AMERIGROUP, Buckeye, CareSource, Molina, Paramount, Unison, and WellCare
encompass the NCQA average.

Customer Service (Figure B-17)

» The confidence intervals for Ohio’s CFC Medicaid Managed Care Program,
CareSource, Molina, Paramount, Unison, and WellCare encompass the NCQA

average.

» The upper confidence limits for AMERIGROUP and Buckeye are below the NCQA
average.
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Shared Decision Making (Figure B-18)

» The confidence intervals for Ohio’'s CFC Medicaid Managed Care Program,
AMERIGROUP, Buckeye, CareSource, Molina, Paramount, Unison, and WellCare
encompass the NCQA average.
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This Ohio Comparisons section presents 2008 and 2009 CAHPS results based on ODJFS’ analytic
methodology, which uses the Agency for Healthcare Research and Quality’'s (AHRQ’s) CAHPS
analysis program. The CAHPS results presented in this section are designed to meet the reporting
needs of the State of Ohio." This section presents weighted and case-mix-adjusted results for all CFC
adult and general child members completing a CAHPS Medicaid Health Plan Survey.” Results for
Ohio’s CFC Medicaid Managed Care Program were weighted based on the number of respondents
per population (adult or general child) per MCP. Results for each MCP were also weighted based on
the number of respondents per population (adult or general child). According to AHRQ’s
recommendations, results were also case-mix-adjusted for reported member health status, respondent
educational level, and respondent age.” Additional information on the case-mix adjustment and
weighting can be found in Ohio’s CFC Medicaid Managed Care Program CAHPS Methodology
Report. For the Ohio Comparisons section, no threshold number of responses was required for the
results to be reported.* In 2008, Ohio’s CFC Medicaid Managed Care Program had 2,804 completed
CFC adult surveys and 3,658 completed general child surveys from seven participating MCPs. These
6,462 surveys were combined to calculate the 2008 CAHPS results presented in this section for
trending purposes.” In 2009, Ohio’s CFC Medicaid Managed Care Program had 4,411 completed
CFC adult surveys (37.1 percent response rate) and 4,738 completed general child surveys (42.1
percent response rate) from seven participating MCPs. These 9,149 surveys (39.5 percent response
rate) were combined to calculate the 2009 CAHPS results presented in this section.

For each global rating, composite score, and individual item measure an overall mean was
calculated. For global ratings, the overall mean is provided on a scale of O to 10. For composite and
individual item scores, the overall mean is provided on a three-point scale.® Member responses
were also classified into response categories for each global rating, composite score, and individual
item measure.

The Ohio Comparisons methodology differs from that of NCQA/HEDIS. Therefore, results presented in this section should not
be compared to results based on the 2009 HEDIS specifications for survey measures. For additional information, please refer to
Ohio’s CFC Medicaid Managed Care Program CAHPS Methodology Report.

Child members in the Children with Chronic Conditions (CCC) supplemental sample (those additional members sampled after
the random CAHPS 4.0H child sample that have a positive prescreen status code and are more likely to have a chronic
condition) were not included in this analysis. These members are included in Ohio’s CFC Medicaid Managed Care Program
CAHPS CCC Report.

Agency for Healthcare Research and Quality. CAHPS Health Plan Survey and Reporting Kit 2008. Rockville, MD: US
Department of Health and Human Services, July 2008.

NCQA requires a minimum of 100 responses on each item in order to report the item as a CAHPS/HEDIS result.

For detailed information on the 2008 Ohio CFC Medicaid Managed Care Program CAHPS analysis, please refer to the Ohio
Comparisons section in the 2008 Full Report.

Three-point means presented in this section will likely differ from the three-point means presented in the NCQA Comparisons
section due to the use of dissimilar methodologies in the two sections.

4
5
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The Ohio Comparisons section presents two different types of analyses. The first type of analysis
involves a comparison of each MCP’s 2009 score to Ohio’s CFC Medicaid Managed Care Program
average. This MCP-to-aggregate comparative analysis identified MCPs that performed statistically
higher, the same, or lower on each measure. The second type of analysis presented in this section
involves a comparison of each MCP’s and the program’s 2009 scores to its 2008 scores, if applicable.

This trending analysis identified those that performed statistically higher, the same, or lower in 2009
than in 2008.

COMPARATIVE ANALYSIS

MCP-level weighted and case-mix-adjusted mean scores in 2009 were compared to the program
average mean scores in 2009 to determine whether there were statistically significant differences
between the mean scores for each MCP and the program average mean scores.” The program
average used in the tests for statistical significance was different than the program average provided
in the bar graphs. The program average mean scores provided in the bar graphs were weighted and
case-mix adjusted. However, the program average used in the tests for statistical significance was
the average of the MCP-level weighted and adjusted mean scores (i.e., the mean of the means). For
additional information on the derivation of program-level averages, please refer to Ohio’s CFC
Medicaid Managed Care Program CAHPS Methodology Report. Statistically significant differences
between the 2009 MCP-level mean scores and the 2009 program average are noted with arrows.
MCP-level scores that are statistically higher than the program average are noted with an upward
(1) arrow. MCP-level scores that are statistically lower than the program average are noted with a
downward (]) arrow. MCP-level scores that are not statistically different from the program average
are not noted with arrows.

TRENDING ANALYSIS

Where applicable, weighted and case-mix-adjusted mean scores in 2009 were compared to the
weighted and case-mix-adjusted mean scores in 2008 to determine whether there were statistically
significant differences. For each MCP and Ohio’s CFC Medicaid Managed Care Program, the
2009 mean scores were compared to the 2008 mean scores. Statistically significant differences
between mean scores in 2009 and mean scores in 2008 for each MCP and the program average are
noted with directional triangles. Scores that are statistically higher in 2009 than in 2008 are noted
with upward (4) triangles. Scores that are statistically lower in 2009 than in 2008 are noted with
downward (W) triangles. Scores in 2009 that are not statistically different from scores in 2008 are
not noted with triangles.

" The term “mean scores” refers to the overall means and the response category proportions.
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GLOBAL RATINGS
Rating of Health Plan

Ohio’s CFC Medicaid Managed Care Program members were asked to rate their health plan on a
scale of 0 to 10, with O being the “worst health plan possible” and 10 being the “best health plan
possible.” For the question on the member’s overall rating of his or her health plan, an overall
mean was calculated for Ohio’s CFC Medicaid Managed Care Program and each participating
MCP. Responses were also classified into three categories: O to 6 (worst); 7 to 8; and 9 to 10 (best).
Figure C-1 depicts the overall mean scores and the percentage of respondents in each of the
response categories for Ohio’s CFC Medicaid Managed Care Program and its participating MCPs.

Comparative Analysis

Overall, there were 11 statistically significant differences observed for this measure.

» CareSource’s and Paramount’s overall means were significantly higher than the
program average. The percentage of their respondents who gave a response of 0 to 6
was significantly lower than the program average, whereas the percentage of their
respondents who gave a response of 9 to 10 was significantly higher than the program
average.

» AMERIGROUP’s overall mean was significantly lower than the program average. The
percentage of AMERIGROUP’s respondents who gave a response of O to 6 was
significantly higher than the program average, whereas the percentage of
AMERIGROUP’s respondents who gave a response of 9 to 10 was significantly lower
than the program average.

» Buckeye’s overall mean was significantly lower than the program average. The
percentage of Buckeye’s respondents who gave a response of 9 to 10 was significantly
lower than the program average.

Trending Analysis

Overall, there were 12 statistically significant differences between scores in 2009 and scores in 2008
for this measure.

» Unison’s, WellCare’s, and the program’s overall means were significantly higher in
2009 than in 2008. Furthermore, the percentage of their respondents who gave a
response of O to 6 was significantly lower in 2009 than in 2008, whereas the percentage
of their respondents who gave a response of 9 to 10 was significantly higher in 2009

than in 2008.

» Buckeye’s overall mean was significantly higher in 2009 than in 2008. Furthermore,
the percentage of Buckeye’s respondents who gave a response of 9 to 10 was

significantly higher in 2009 than in 2008.
» Molina’s overall mean was significantly higher in 2009 than in 2008.
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Rating of All Health Care

Ohio’s CFC Medicaid Managed Care Program MCP members were asked to rate all their health
care on a scale of 0 to 10, with O being the “worst health care possible” and 10 being the “best
health care possible.” For the question on the member’s overall rating of all of his or her health
care, an overall mean was calculated for Ohio’s CFC Medicaid Managed Care Program and each
participating MCP. Responses were also classified into three categories: O to 6 (worst); 7 to 8; and 9
to 10 (best). Figure C-2 depicts the overall mean scores and the percentage of respondents in each
of the response categories for Ohio’s CFC Medicaid Managed Care Program and its participating
MCPs.

Comparative Analysis

Overall, there were five statistically significant differences observed for this measure.

» AMERIGROUP’s overall mean was significantly lower than the program average. The
percentage of AMERIGROUP’s respondents who gave a response of O to 6 was
significantly higher than the program average, whereas the percentage of
AMERIGROUP’s respondents who gave a response of 9 to 10 was significantly lower
than the program average.

» Paramount’s overall mean was significantly higher than the program average. The
percentage of Paramount’s respondents who gave a response of 0 to 6 was significantly
lower than the program average.

Trending Analysis

Overall, there were three statistically significant differences between scores in 2009 and scores in
2008 for this measure.

» The percentage of AMERIGROUP’s respondents who gave a response of 7 to 8 was
significantly higher in 2009 than in 2008, whereas the percentage of AMERIGROUP’s
respondents who gave a response of 9 to 10 was significantly lower in 2009 than in

2008.

» The percentage of the program’s respondents who gave a response of 7 to 8 was

significantly higher in 2009 than in 2008.
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Figure C-2
Rating of All Health Care
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Rating of Personal Doctor

Ohio’s CFC Medicaid Managed Care Program MCP members were asked to rate their personal
doctor on a scale of O to 10, with O being the “worst personal doctor possible” and 10 being the
“best personal doctor possible.” For the question on the member’s overall rating of his or her
personal doctor, an overall mean was calculated for Ohio’s CFC Medicaid Managed Care Program
and each participating MCP. Responses were also classified into three categories: 0 to 6 (worst); 7
to 8 and 9 to 10 (best). Figure C-3 depicts the overall mean scores and the percentage of
respondents in each of the response categories for Ohio’s CFC Medicaid Managed Care Program
and its participating MCPs.

Comparative Analysis

Overall, there were seven statistically significant differences observed for this measure.

» The percentage of Buckeye’s and Paramount’s respondents who gave a response of O to
6 was significantly lower than the program average.

» AMERIGROUP’s overall mean was significantly lower than the program average. The
percentage of AMERIGROUP’s respondents who gave a response of 7 to 8 was
significantly higher than the program average, whereas the percentage of
AMERIGROUP’s respondents who gave a response of 9 to 10 was significantly lower
than the program average.

» Molina’s overall mean was significantly lower than the program average. The
percentage of Molina’s respondents who gave a response of 0 to 6 was significantly
higher than the program average.

Trending Analysis

Overall, there were eight statistically significant differences between scores in 2009 and scores in
2008 for this measure.

» The percentage of CareSource’s and the program’s respondents who gave a response of
7 to 8 was significantly lower in 2009 than in 2008, whereas the percentage of
CareSource’s and the program’s respondents who gave a response of 9 to 10 was

significantly higher in 2009 than in 2008.

» The percentage of Molina’s and WellCare’s respondents who gave a response of 7 to 8
was significantly lower in 2009 than in 2008.

» The percentage of Unison’s respondents who gave a response of O to 6 was significantly
higher in 2009 than in 2008, whereas the percentage of Unison’s respondents who
gave a response of 7 to 8 was significantly lower in 2009 than in 2008.
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Figure C-3
Rating of Personal Doctor
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Rating of Specialist Seen Most Often

Ohio’s CFC Medicaid Managed Care Program MCP members were asked to rate their specialist
on a scale of O to 10, with O being the “worst specialist possible” and 10 being the “best specialist
possible.” For the question on the member’s overall rating of his or her specialist, an overall mean
was calculated for Ohio’s CFC Medicaid Managed Care Program and each participating MCP.
Responses were also classified into three categories: 0 to 6 (worst); 7 to 8; and 9 to 10 (best). Figure
C4 depicts the overall mean scores and the percentage of respondents in each of the response
categories for Ohio’s CFC Medicaid Managed Care Program and its participating MCPs.

Comparative Analysis

Overall, there were no statistically significant differences observed for this measure.

Trending Analysis

Overall, there were no statistically significant differences between scores in 2009 and scores in 2008
for this measure.
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Figure C-4
Rating of Specialist Seen Most Often
Mean
2008 (n=168) IGK:] 52.3 8.21
AMERIGROUP
2009 (n=211) VAV 60.2 8.52
2008 (n=216) MK 21.7 62.8 8.65
Buckeye
2009 (n=293) MKN0] 23.4 65.6 8.62
2008 (n=317) EN] 27.9 57.1 8.36
CareSource
2009 (n=326) [MIGHK] 28.8 54.9 8.23
2008 (n=194) : . 58.6 8.47
Molina
2009 (n=285) . : 56.9 8.39
2008 (n=329) : . 60.8 8.47
Paramount
2009 (n=347) : . 61.1 8.44
2008 (n=268) . . 61.9 8.55
Unison
2009 (n=309) : . 63.9 8.50
2008 (n=138) : . 53.0 7.99
WellCare
2009 (n=230) 21.0 . 54.6 8.04
Program 2008 (n=1,630) [EEENE . 58.2 8.41
Average
2009 (n=2,001) [N} 27.0 57.5 8.32
0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0
Rating of Specialist Seen Most Often
Percent
(Percentages may not total 100% due to rounding)
B 0to 6 (Worst) O 7to8 B 9to 10 (Best)
Statistical Significance Note: T indicates the score is significantly higher than the program average
{ indicates the score is significantly lower than the program average
A indicates the 2009 score is significantly higher than the 2008 score
¥ indicates the 2009 score is significantly lower than the 2008 score
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COMPOSITE MEASURES
Getting Needed Care

Due to changes resulting from the introduction of the new Child 4.0H CAHPS Health Plan
Survey, the results for the adult and child populations are now combinable and comparable for the
first time. Given that this is the first year that the 4.0H version of the measure can be combined,
these combined results for the adult and child populations are not trendable. However, trending
can be performed on the adult population’s results; therefore, the trended adult results are
reported separately.

A series of two questions was asked to assess how often it was easy to get needed care. For each of
these questions (Questions 23 and 27 in the CAHPS Adult Medicaid Health Plan Survey and 44
and 48 in the CAHPS Child Medicaid Health Plan Survey), an overall mean was calculated for
Ohio’s CFC Medicaid Managed Care Program and each MCP. Responses were also classified into
three categories: “Never/Sometimes,” “Usually,” and “Always.”

Adult and Child Medicaid

Figure C-5 depicts the overall mean scores and the percentage of respondents in each of the
response categories for Ohio’s CFC Medicaid Managed Care Program and its participating MCPs
in 2009. Due to the introduction of the new child survey, a trending analysis is not applicable
between scores in 2009 and scores in 2008.

Comparative Analysis

Overall, there were two statistically significant differences observed for this measure.

» Molina’s overall mean was significantly lower than the program average. The
percentage of Molina’s respondents who gave a response of Never/Sometimes was
significantly higher than the program average.
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Figure C-5
Getting Needed Care Composite
Mean
2008 | Measure was not combinable in 2008 NA
AMERIGROUP
2009 (n=450) 24.8 28.0 47.2 2.22
2008 | Measure was not combinable in 2008 NA
Buckeye
2009 (n=642) 245 23.8 51.7 2.27
2008 | Measure was not combinable in 2008 NA
CareSource
2009 (n=611) 215 28.7 49.8 2.28
2008 | Measure was not combinable in 2008 NA
Molina
2009 (n=563) 2%.0 25.1 46.0 {217
2008 | Measure was not combinable in 2008 NA
Paramount
2009 (n=611) 20.2 24.8 55.0 2.35
2008 | Measure was not combinable in 2008 NA
Unison
2009 (n=620) 20.1 25.3 54.5 2.34
2008 | Measure was not combinable in 2008 NA
WellCare
2009 (n=459) 23.2 25.0 2.29
Program 2008 | Measure was not combinable in 2008 NA
Average
2009 (n=3,956) 22.8 26.9 50.3 2.28

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Getting Needed Care Composite
Percent
(Percentages may not total 100% due to rounding)

B Never/Sometimes O Usually B Always

Statistical Significance Note: T indicates the score is significantly higher than the program average
{ indicates the score is significantly lower than the program average
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Adult Medicaid

Figure C-6 depicts the overall mean scores and the percentage of respondents in each of the
response categories for Ohio’s CFC Medicaid Managed Care Program and its participating MCPs
in 2009.

Comparative Analysis

Overall, there were no statistically significant differences observed for this measure.

Trending Analysis

Overall, there were three statistically significant differences between scores in 2009 and scores in
2008 for this measure.

» Paramount’s overall mean was significantly lower in 2009 than in 2008. Furthermore,
the percentage of Paramount’s respondents who gave a response of Never/Sometimes
was significantly higher in 2009 than in 2008.

» The percentage of Unison’s respondents who gave a response of Never/Sometimes was
significantly lower in 2009 than in 2008.
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Figure C-6
Adult Getting Needed Care Composite
Mean

2008 (n=170) : . 325 1.92
AMERIGROUP

2009 (n=285) . . 36.7 2.03

2008 (n=205) . . 40.6 2.05
Buckeye

2009 (n=378) . . 43.6 2.13

2008 (n=282) . . 47.2 2.24
CareSource

2009 (n=349) . . 40.0 2.14

2008 (n=207) . . 415 2.10
Molina

2009 (n=341) : . 43.3 2.13

2008 (n=328) . . 50.5 2.32
Paramount yy

2009 (n=368) 27.7 . 44.3 217 v

2008 (n=283) 31.3 . 42.9 2.12
Unison =

2009 (n=363) 24.4 . 47.1 2.23

2008 (n=118) 27.6 . 41.7 2.14
WellCare

2009 (n=272) 27.5 30.6 41.9 2.14
Program 2008 (n=1,593) 26.4 28.7 44.9 2.18
Average

2009 (n=2,356) 27.6 30.8 41.6 2.14
0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0
Adult Getting Needed Care Composite
Percent
(Percentages may not total 100% due to rounding)
B Never/Sometimes O Usually B Always

Statistical Significance Note: T indicates the score is significantly higher than the program average
{ indicates the score is significantly lower than the program average

A indicates the 2009 score is significantly higher than the 2008 score
¥ indicates the 2009 score is significantly lower than the 2008 score
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Getting Care Quickly

Due to changes resulting from the introduction of the new Child 4.0H CAHPS Health Plan
Survey, the results for the adult and child populations are now combinable and comparable for the
first time. Given that this is the first year that the 4.0H version of the measure can be combined,
these combined results for the adult and child populations are not trendable. However, trending
can be performed on the adult population’s results; therefore, the trended adult results are
reported separately.

A series of two questions was asked to assess how often members received care quickly. For each of
these questions (Questions 4 and 6 in the CAHPS Adult and Child Medicaid Health Plan
Surveys), an overall mean was calculated for Ohio’s CFC Medicaid Managed Care Program and
each MCP. Responses were also classified into three categories: “Never/Sometimes,” “Usually,”
and “Always.”

Adult and Child Medicaid

Figure C-7 depicts the overall mean scores and the percentage of respondents in each of the
response categories for Ohio’s CFC Medicaid Managed Care Program and its participating MCPs.
Due to the introduction of the new child survey, a trending analysis is not applicable between
scores in 2009 and scores in 2008.

Comparative Analysis

Overall, there were eight statistically significant differences observed for this measure.

» AMERIGROUP’s overall mean was significantly lower than the program average. The
percentage of AMERIGROUP’s respondents who gave a response of Never/Sometimes
was significantly higher than the program average, whereas the percentage of
AMERIGROUP’s respondents who gave a response of Always was significantly lower
than the program average.

» The percentage of Molina’s respondents who gave a response of Usually was
significantly higher than the program average.

» Unison’s overall mean was significantly higher than the program average. The
percentage of Unison’s respondents who gave a response of Never/Sometimes was
significantly lower than the program average, similarly the percentage of Unison’s
respondents who gave a response of Usually was significantly lower than the program
average and the percentage of Unison’s respondents who gave a response of Always was
significantly higher than the program average.
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Figure C-7
Getting Care Quickly Composite
Mean
2008 | Measure was not combinable in 2008 NA
AMERIGROUP
2009 (n=792) 171'0 20.4 6%.6 1246
2008 | Measure was not combinable in 2008 NA
Buckeye
2009 (n=1,061) KA 18.1 69.3 2.57
2008 | Measure was not combinable in 2008 NA
CareSource
2009 (n=1,055) [ 17.6 68.2 2.54
2008 | Measure was not combinable in 2008 NA
Molina
2009 (n=945) MEH 221.3 64.6 2.52
2008 | Measure was not combinable in 2008 NA
Paramount
2009 (n=1,072) [EES 19.0 68.5 2.56
2008 | Measure was not combinable in 2008 NA
Unison
2009 (n=1,076) 11¢'5 1&1.5 72f.0 1 261
2008 | Measure was not combinable in 2008 NA
WellCare
2009 (n=793) Y 18.8 66.5 2.52
Program 2008 | Measure was not combinable in 2008 NA
Average
2009 (n=6,794) [N 18.4 67.9 2.54
0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0
Getting Care Quickly Composite
Percent
(Percentages may not total 100% due to rounding)
B Never/Sometimes O Usually B Always

Statistical Significance Note: T indicates the score is significantly higher than the program average
{ indicates the score is significantly lower than the program average
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Adult Medicaid

Figure C-8 depicts the overall mean scores and the percentage of respondents in each of the
response categories for Ohio’s CFC Medicaid Managed Care Program and its participating MCPs.

Comparative Analysis

Overall, there were no statistically significant differences observed for this measure.

Trending Analysis
Overall, there was one statistically significant difference between scores in 2009 and scores in 2008
for this measure.

» The percentage of AMERIGROUP’s respondents who gave a response of Usually was
significantly higher in 2009 than in 2008.
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Figure C-8
Adult Getting Care Quickly Composite
Mean
2008 (n=251) 20.9 . 55.6 2.35
AMERIGROUP A
2009 (n=412) 20.3 . 48.3 2.28
2008 (n=296) 20.0 51.5 2.31
Buckeye
2009 (n=536) NAL:] 53.6 2.36
2008 (n=402) 18.9 53.6 2.35
CareSource
2009 (n=522) 20.9 52.4 2.32
2008 (n=310) IR 51.9 2.32
Molina
2009 (n=477) 19.7 51.3 2.32
2008 (n=466) [N . 55.1 2.38
Paramount
2009 (n=554) K] . 52.9 2.34
2008 (n=390) 20.6 29.3 50.0 2.29
Unison
2009 (n=520) [EEKI) 27.8 53.2 2.34
2008 (n=170) 20.9 30.0 49.1 2.28
WellCare
2009 (n=405) 22.1 25.0 52.8 2.31
Program 2008 (n=2,285) |IENEAS 27.8 53.1 2.34
Average
2009 (n=3,426) 20.2 27.3 52.5 2.32
0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0
Adult Getting Care Quickly Composite
Percent
(Percentages may not total 100% due to rounding)
B Never/Sometimes O Usually B Always
Statistical Significance Note: T indicates the score is significantly higher than the program average
{ indicates the score is significantly lower than the program average
A indicates the 2009 score is significantly higher than the 2008 score
¥ indicates the 2009 score is significantly lower than the 2008 score
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How Well Doctors Communicate

A series of four questions was asked to assess how often doctors communicated well. For each of
these questions (Questions 15, 16, 17, and 18 in the CAHPS Adult Medicaid Health Plan Survey
and Questions 30, 31, 32, and 35 in the CAHPS Child Medicaid Health Plan Survey), an overall
mean was calculated for Ohio’s CFC Medicaid Managed Care Program and each MCP. Responses
were also classified into three categories: “Never/Sometimes,” “Usually,” and “Always.” Figure C-9
depicts the overall mean scores and the percentage of respondents in each of the response
categories for Ohio’s CFC Medicaid Managed Care Program and its participating MCPs.

Comparative Analysis

Overall, there were three statistically significant differences observed for this measure.

» The percentage of AMERIGROUP’s and Molina’s respondents who gave a response of
Never/Sometimes was significantly higher than the program average.

» The percentage of Buckeye’s respondents who gave a response of Never/Sometimes was
significantly lower than the program average.

Trending Analysis

Overall, there were 10 statistically significant differences between scores in 2009 and scores in 2008
for this measure.

» CareSource’s, WellCare’s, and the program’s overall means were significantly higher in
2009 than in 2008. Furthermore, the percentage of their respondents who gave a
response of Usually was significantly lower in 2009 than in 2008, whereas the
percentage of their respondents who gave a response of Always was significantly higher

in 2009 than in 2008.

» The percentage of Unison’s respondents who gave a response of Always was

significantly higher in 2009 than in 2008.
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Figure C-9
How Well Doctors Communicate Composite
Mean
2008 (n=477) . . 69.0 2.57
AMERIGROUP
2009 (n=610) . . 71.6 2.60
2008 (n=607) [:H . 71.2 2.63
Buckeye
2009 (n=875) WA . 74.0 2.67
2008 (n=742) : . 68.8 2.58
CareSource v Y
2009 (n=824) MR . 74.4 2.66 A
2008 (n=607) eH . 70.6 2.61
Molina
2009 (n=729) . . 71.4 2.60
2008 (n=784) ¢} : 71.1 2.61
Paramount
2009 (n=931) MR . 73.6 2.65
2008 (n=766) <A . 71.1 2.62
Unison
A
2009 (n=891) WA . 74.8 2.67
2008 (n=424) W0} . 68.1 2.58
WellCare
v A
2009 (n=630) MW 17.1 74.5 2.66 A
Program 2008 (n=4,407) JKe] 20.6 69.5 2.60
Average v A
2009 (n=5,490) KN 17.3 73.9 2.65 A
0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0
How Well Doctors Communicate Composite
Percent
(Percentages may not total 100% due to rounding)
B Never/Sometimes O Usually B Always

Statistical Significance Note: T indicates the score is significantly higher than the program average
{ indicates the score is significantly lower than the program average

A indicates the 2009 score is significantly higher than the 2008 score
¥ indicates the 2009 score is significantly lower than the 2008 score
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Customer Service

Due to changes resulting from the introduction of the new Child 4.0H CAHPS Health Plan
Survey, the results for the adult and child populations are now combinable and comparable for the
first time. Given that this is the first year that the 4.0H version of the measure can be combined,
these combined results for the adult and child populations are not trendable. However, trending
can be performed on the adult population’s results; therefore, the trended adult results are
reported separately.

Two questions were asked to assess how often members were satisfied with customer service. For
each of these questions (Questions 31 and 32 in the CAHPS Adult Medicaid Health Plan Survey
and Questions 50 and 51 in the CAHPS Child Medicaid Health Plan Survey), an overall mean was

calculated for Ohio’s CFC Medicaid Managed Care Program and each MCP. Responses were
classified into three categories: “Never/Sometimes,” “Usually,” and “Always.”

Adult and Child Medicaid

Figure C-10 depicts the overall mean scores and the percentage of respondents in each of the
response categories for Ohio’s CFC Medicaid Managed Care Program and its participating MCPs.
Due to the introduction of the new child survey, a trending analysis is not applicable between
scores in 2009 and scores in 2008.

Comparative Analysis

Opverall, there were seven statistically significant differences observed for this measure.

» AMERIGROUP’s overall mean was significantly lower than the program average. The
percentage of AMERIGROUP’s respondents who gave a response of Never/Sometimes
was significantly higher than the program average, whereas the percentage of
AMERIGROUP’s respondents who gave a response of Always was significantly lower
than the program average.

» The percentage of Buckeye’s respondents who gave a response of Never/Sometimes was
significantly higher than the program average.

» WellCare’s overall mean was significantly higher than the program average. The
percentage of WellCare’s respondents who gave a response of Never/Sometimes was
significantly lower than the program average, whereas the percentage of WellCare’s
respondents who gave a response of Always was significantly higher than the program
average.
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Figure C-10
Customer Service Composite
Mean
2008 | Measure was not combinable in 2008 NA
AMERIGROUP
2009 (n=257) 3(2.8 17.3 51¢.9 {221
2008 | Measure was not combinable in 2008 NA
Buckeye
2009 (n=266) 271.5 17.9 54.7 2.27
2008 | Measure was not combinable in 2008 NA
CareSource
2009 (n=253) 18.2 20.4 61.4 2.43
2008 | Measure was not combinable in 2008 NA
Molina
2009 (n=216) 21.9 19.9 58.2 2.36
2008 | Measure was not combinable in 2008 NA
Paramount
2009 (n=239) 19.1 17.4 63.4 2.44
2008 | Measure was not combinable in 2008 NA
Unison
2009 (n=231) [NFAS) 20.9 61.6 2.44
2008 | Measure was not combinable in 2008 NA
WellCare
2009 (n=285) 1Ai.3 18.2 671'5 1253
Program 2008 | Measure was not combinable in 2008 NA
Average
2009 (n=1,747) 19.7 19.6 60.8 241

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Customer Service Composite
Percent
(Percentages may not total 100% due to rounding)

B Never/Sometimes O Usually B Always

Statistical Significance Note: T indicates the score is significantly higher than the program average
{ indicates the score is significantly lower than the program average
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Adult Medicaid

Figure C-11 depicts the overall mean scores and the percentage of respondents in each of the
response categories for Ohio’s CFC Medicaid Managed Care Program and its participating MCPs.

Comparative Analysis

Overall, there were five statistically significant differences observed for this measure.

» AMERIGROUP’s overall mean was significantly lower than the program average. The
percentage of AMERIGROUP’s respondents who gave a response of Never/Sometimes
was significantly higher than the program average, whereas the percentage of
AMERIGROUP’s respondents who gave a response of Always was significantly lower
than the program average.

» Buckeye’s overall mean was significantly lower than the program average. The
percentage of Buckeye’s respondents who gave a response of Always was significantly
lower than the program average.

Trending Analysis
Overall, there were two statistically significant differences between scores in 2009 and scores in 2008
for this measure.

» The percentage of Molina’s respondents who gave a response of Always was

significantly higher in 2009 than in 2008.

» The percentage of Unison’s respondents who gave a response of Never/Sometimes was
significantly lower in 2009 than in 2008.

OHIO’S CFC MEDICAID MANAGED CARE PROGRAM CAHPS 2009 MAY 2010 C-23
Prepared by Health Services Advisory Group, Inc. Ohio Department of Job and Family Services



Ohio Comparisons

Executive Summary Report

Figure C-11
Adult Customer Service Composite
Mean

2008 (n=112) 24.4 2.22
AMERIGROUP

2009 (n=170) 2%.3 218

2008 (n=111) 25.7 2.26
Buckeye

2009 (n=170) 245 1227

2008 (n=130) K] 243
CareSource

2009 (n=156) YA 2.42
Molina y

2009 (n=141) IENAC] 65.9 2.48

2008 (n=141) IENIK:] 65.6 2.50
Paramount

2009 (n=150) NIV 64.4 2.48

2008 (n=132) 23.4 57.2 2.34
Unison v

2009 (n=141) INEN] 64.1 2.49
WellCare

2009 (n=173) INICH] 62.9 2.46
Program 2008 (n=796) [EPAVK] 58.7 2.38
Average

2009 (n=1,101) [WA:} 21.8 60.5 2.43

0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

Adult Customer Service Composite
Percent
(Percentages may not total 100% due to rounding)

B Never/Sometimes O Usually B Always

Statistical Significance Note: T indicates the score is significantly higher than the program average

{ indicates the score is significantly lower than the program average

A indicates the 2009 score is significantly higher than the 2008 score
¥ indicates the 2009 score is significantly lower than the 2008 score
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Shared Decision Making

Due to changes resulting from the introduction of the new Child 4.0H CAHPS Health Plan
Survey, this measure is included in the CAHPS Child Medicaid Health Plan Survey for the first
time. Given that this is the first year that this measure is combinable and comparable for both the
adult and child populations, these combined results for the adult and child populations are not
trendable. However, trending can be performed on the adult population’s results; therefore, the
trended adult results are reported separately.

Two questions were asked regarding the involvement of members in decision making when there
was more than one choice for treatment or health care. For each of these questions (Questions 10
and 11 in the CAHPS Adult Medicaid Health Plan Survey and Questions 11 and 12 in the
CAHPS Child Medicaid Health Plan Survey), an overall mean was calculated for Ohio’s CFC
Medicaid Managed Care Program and each MCP. Responses were also classified into three
categories: “Definitely No/Somewhat No,” “Somewhat Yes,” and “Definitely Yes.”

Adult and Child Medicaid

Figure C-12 depicts the overall mean scores and the percentage of respondents in each of the
response categories for Ohio’s CFC Medicaid Managed Care Program and its participating MCPs.
Due to the introduction of the new child survey, a trending analysis is not applicable between
scores in 2009 and scores in 2008.

Comparative Analysis

Overall, there were no statistically significant differences observed for this measure.
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Figure C-12
Shared Decision Making Composite
Mean
2008 | Measure was not combinable in 2008 NA
AMERIGROUP
2009 (n=176) BERN 14.3 77.2 2.69
2008 | Measure was not combinable in 2008 NA
Buckeye
2009 (n=228) MK 79.5 2.70
2008 | Measure was not combinable in 2008 NA
CareSource
2009 (n=226) WK 81.8 2.75
2008 | Measure was not combinable in 2008 NA
Molina
2009 (n=193) MENBEN 14.3 74.2 2.63
2008 | Measure was not combinable in 2008 NA
Paramount
2009 (n=221) KK 81.5 2.75
2008 | Measure was not combinable in 2008 NA
Unison
2009 (n=237) MM 12.0 79.6 2.71
2008 | Measure was not combinable in 2008 NA
WellCare
2009 (n=180) ¥y 18.7 76.8 2.72
Program 2008 | Measure was not combinable in 2008 NA
Average
2009 (n=1,461) MM 12.7 79.7 2.72
0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0
Shared Decision Making Composite
Percent
(Percentages may not total 100% due to rounding)
B Definitely/Somewhat No O Somewhat Yes B Definitely Yes

Statistical Significance Note: T indicates the score is significantly higher than the program average
{ indicates the score is significantly lower than the program average
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Adult Medicaid

Figure C-13 depicts the overall mean scores and the percentage of respondents in each of the
response categories for Ohio’s CFC Medicaid Managed Care Program and its participating MCPs.

Comparative Analysis

Overall, there were no statistically significant differences observed for this measure.

Trending Analysis

Overall, there were no statistically significant differences between scores in 2009 and scores in 2008
for this measure.
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Figure C-13
Adult Shared Decision Making Composite
Mean

2008 (n=51) MEKS) 80.9 2.71
AMERIGROUP

2009 (n=101) 4.4 79.0 2.75

2008 (n=71) WIO¥R 16.3 73.3 2.63
Buckeye

2009 (n=130) 10.2 81.0 2.71

2008 (n=101) ¥4 16.0 76.8 2.70
CareSource

2009 (n=124) kN 12.0 79.7 2.71

2008 (n=60) [0 80.6 2.70
Molina

2009 (n=118) MCKM 13.3 77.1 2.68

2008 (n=120) 7.3 83.6 2.76
Paramount

2009 (n=118) 1 4 77.4 2.67

2008 (n=81) . . 729 2.62
Unison

2009 (n=116) . . 74.8 2.64

2008 (n=41) N 16.1 77.1 2.70
WellCare

2009 (n=101) W&:HN 15.1 77.1 2.69
Program 2008 (n=525) MM 14.4 77.4 2.69
Average

2009 (n=808) MM 12.4 78.7 2.70

0.0 100 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0
Adult Shared Decision Making Composite
Percent
(Percentages may not total 100% due to rounding)
B Definitely/Somewhat No 0 Somewhat Yes B Definitely Yes

Statistical Significance Note: T indicates the score is significantly higher than the program average
{ indicates the score is significantly lower than the program average

A indicates the 2009 score is significantly higher than the 2008 score
V¥ indicates the 2009 score is significantly lower than the 2008 score
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INDIVIDUAL ITEM MEASURES
Health Promotion and Education

Due to changes resulting from the introduction of the new Child 4.0H CAHPS Health Plan
Survey, this measure is included in the CAHPS Child Medicaid Health Plan Survey for the first
time. Given that this is the first year that this measure is combinable and comparable for both the
adult and child populations, these combined results for the adult and child populations are not
trendable. However, trending can be performed on the adult population’s results; therefore, the
trended adult results are reported separately.

Question 8 in the CAHPS Adult and Child Medicaid Health Plan Surveys asked members to rate
how often their doctor or other health provider talked with them about specific things they could
do to prevent illness.

Adult and Child Medicaid

Figure C-14 depicts the overall mean scores and the percentage of respondents in each of the
response categories for Ohio’s CFC Medicaid Managed Care Program and its participating MCPs.
Due to the introduction of the new child survey, a trending analysis is not applicable between
scores in 2009 and scores in 2008.

Comparative Analysis

Overall, there were two statistically significant differences observed for this measure.

» The percentage of CareSource’s respondents who gave a response of Usually was
significantly lower than the program average, whereas the percentage of CareSource’s
respondents who gave a response of Always was significantly higher than the program
average.
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Figure C-14
Health Promotion and Education
Mean
2008 | Measure was not combinable in 2008 NA
AMERIGROUP
2009 (n=757) 47.9 20.0 32.1 1.84
2008 | Measure was not combinable in 2008 NA
Buckeye
2009 (n=1,011) 423 24.2 335 1.91
2008 | Measure was not combinable in 2008 NA
CareSource
2009 (n=1,006) 425 11.9 3%.6 1.97
2008 | Measure was not combinable in 2008 NA
Molina
2009 (n=866) 43.3 25.0 31.7 1.88
2008 | Measure was not combinable in 2008 NA
Paramount
2009 (n=1,050) 42.2 22.0 35.8 1.94
2008 | Measure was not combinable in 2008 NA
Unison
2009 (n=1,018) 43.0 24.3 32.7 1.90
2008 | Measure was not combinable in 2008 NA
WellCare
2009 (n=760) 40.6 22.8 36.6 1.96
Program 2008 | Measure was not combinable in 2008 NA
Average
2009 (n=6,468) 42.6 20.7 36.7 1.94
0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0
Health Promotion and Education
Percent
(Percentages may not total 100% due to rounding)
B Never/Sometimes O Usually B Always

Statistical Significance Note: 1 indicates the score is significantly higher than the program average
{ indicates the score is significantly lower than the program average
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Adult Medicaid

Figure C-15 depicts the overall mean scores and the percentage of respondents in each of the
response categories for Ohio’s CFC Medicaid Managed Care Program and its participating MCPs.

Comparative Analysis

Overall, there were seven statistically significant differences observed for this measure.

>

>

>

Molina’s overall mean was significantly lower than the program average. The
percentage of Molina’s respondents who gave a response of Never/Sometimes was
significantly higher than the program average, whereas the percentage of Molina’s
respondents who gave a response of Always was significantly lower than the program
average.

The percentage of Unison’s respondents who gave a response of Always was
significantly lower than the program average.

WellCare’s overall mean was significantly higher than the program average. The
percentage of WellCare’s respondents who gave a response of Never/Sometimes was
significantly lower than the program average, whereas the percentage of WellCare’s
respondents who gave a response of Always was significantly higher than the program
average.

Trending Analysis

Overall, there were five statistically significant differences between scores in 2009 and scores in 2008

for this measure.

>

Molina’s overall mean was significantly lower in 2009 than in 2008. Furthermore, the
percentage of Molina’s respondents who gave a response of Never/Sometimes was
significantly higher in 2009 than in 2008, whereas the percentage of Molina’s
respondents who gave a response of Always was significantly lower in 2009 than in

2008.

» The percentage of Unison’s respondents who gave a response of Usually was

significantly higher in 2009 than in 2008, whereas the percentage of Unison’s
respondents who gave a response of Always was significantly lower in 2009 than in

2008.
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Figure C-15
Adult Health Promotion and Education
Mean
2008 (n=217) 1.92
AMERIGROUP
2009 (n=366) 1.83
2008 (n=263) 1.79
Buckeye
2009 (n=487) 1.83
2008 (n=362) 191
CareSource
2009 (n=481) 1.85
2008 (n=256) 1.88
Molina
2009 (n=417) 171 v
2008 (n=426) 1.89
Paramount
2009 (n=518) 1.86
2008 (n=349) 1.82
Unison
2009 (n=474) 1.75
2008 (n=162) 1.82
WellCare
2009 (n=353) 225 1 1.95
Program 2008 (n=2,035) 22.2 1.88
Average
2009 (n=3,096) 475 21.4 31.1 1.84
0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0
Adult Health Promotion and Education
Percent
(Percentages may not total 100% due to rounding)
B Never/Sometimes O Usually B Always
Statistical Significance Note: 1 indicates the score is significantly higher than the program average
{ indicates the score is significantly lower than the program average
A indicates the 2009 score is significantly higher than the 2008 score
¥ indicates the 2009 score is significantly lower than the 2008 score
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Coordination of Care

Due to changes resulting from the introduction of the new Child 4.0H CAHPS Health Plan
Survey, this measure is included in the CAHPS Child Medicaid Health Plan Survey for the first
time. Given that this is the first year that this measure is combinable and comparable for both the
adult and child populations, these combined results for the adult and child populations are not
trendable. However, trending can be performed on the adult population’s results; therefore, the
trended adult results are reported separately.

Question 20 in the CAHPS Adult Medicaid Health Plan Survey and Question 38 in the CAHPS
Child Medicaid Health Plan Survey asked members to rate how often their doctor seemed
informed and up-to-date about care received from other doctors.

Adult and Child Medicaid

Figure C-16 depicts the overall mean scores and the percentage of respondents in each of the
response categories for Ohio’s CFC Medicaid Managed Care Program and its participating MCPs.
Due to the introduction of the new child survey, a trending analysis is not applicable between
scores in 2009 and scores in 2008.

Comparative Analysis

Overall, there were no statistically significant differences observed for this measure.
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Figure C-16
Coordination of Care
Mean
2008 | Measure was not combinable in 2008 NA
AMERIGROUP
2009 (n=284) 26.0 27.1 46.8 2.21
2008 | Measure was not combinable in 2008 NA
Buckeye
2009 (n=393) 23.6 20.9 55.5 2.32
2008 | Measure was not combinable in 2008 NA
CareSource
2009 (n=404) 25.3 26.0 48.7 2.23
2008 | Measure was not combinable in 2008 NA
Molina
2009 (n=342) 245 24.2 51.2 2.27
2008 | Measure was not combinable in 2008 NA
Paramount
2009 (n=404) 25.1 27.4 475 2.22
2008 | Measure was not combinable in 2008 NA
Unison
2009 (n=400) 22.1 26.3 51.7 2.30
2008 | Measure was not combinable in 2008 NA
WellCare
2009 (n=279) 28.6 22.6 48.8 2.20
Program 2008 | Measure was not combinable in 2008 NA
Average
2009 (n=2,506) 25.0 25.1 499 2.25
0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0
Coordination of Care
Percent
(Percentages may not total 100% due to rounding)
B Never/Sometimes O Usually B Always

Statistical Significance Note: T indicates the score is significantly higher than the program average
{ indicates the score is significantly lower than the program average
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Adult Medicaid

Figure C-17 depicts the overall mean scores and the percentage of respondents in each of the
response categories for Ohio’s CFC Medicaid Managed Care Program and its participating MCPs.

Comparative Analysis

Overall, there was one statistically significant difference observed for this measure.

» The percentage of Molina’s respondents who gave a response of Usually was
significantly lower than the program average.

Trending Analysis

Overall, there were five statistically significant differences between scores in 2009 and scores in 2008
for this measure.

» Paramount’s overall mean was significantly lower in 2009 than in 2008. Furthermore,
the percentage of Paramount’s respondents who gave a response of Always was
significantly lower in 2009 than in 2008.

» WellCare’s overall mean was significantly lower in 2009 than in 2008. Furthermore,
the percentage of WellCare’s respondents who gave a response of Never/Sometimes
was significantly higher in 2009 than in 2008, whereas the percentage of WellCare’s
respondents who gave a response of Always was significantly lower in 2009 than in

2008.
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Figure C-17
Adult Coordination of Care
Mean
2008 (n=84) 2.09
AMERIGROUP
2009 (n=161) 2.17
2008 (n=109) 2.07
Buckeye
2009 (n=189) 2.24
2008 (n=162) 2.14
CareSource
2009 (n=206) 2.16
2008 (n=118) 2.23
Molina
2009 (n=173) 2.15
2008 (n=188) 2.38
Paramount
2009 (n=219) 219 v
2008 (n=153) 2.28
Unison
2009 (n=196) 2.18
2008 (n=71) 2.38
WellCare
A v
2009 (n=144) 32.8 . 40.3 207 v
Program 2008 (n=885) 27.2 . 44.9 2.18
Average
2009 (n=1,288) 27.4 28.1 445 2.17
0.0 10.0 20.0 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0
Adult Coordination of Care
Percent
(Percentages may not total 100% due to rounding)
B Never/Sometimes O Usually B Always
Statistical Significance Note: T indicates the score is significantly higher than the program average
{ indicates the score is significantly lower than the program average
A indicates the 2009 score is significantly higher than the 2008 score
V¥ indicates the 2009 score is significantly lower than the 2008 score
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