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Background

DSS has conducted the HEDIS/CAHPS® member survey since 1995.  For participating plans (those who submit their data to 
NCQA) this information can be disclosed to the public and provides a direct comparison to other participating plans.  The 2009 
HEDIS/CAHPS® 4.0H survey accurately captures customer feedback and expands the scope of information gathered relative to 
quality of care issues.  

Objectives

Specific objectives of the 2009 HEDIS/CAHPS ® 4.0H member satisfaction survey include:

Determination of member ratings of:

• Their Health Plan Overall

• Overall Health Care Provided  

• Their Personal Doctor Overall

• Specialist Care Overall

Assessment of member perceptions related to:

• Customer Service

• Getting Needed Care

• Getting Care Quickly

• How Well Doctors Communicate

• Shared Decision Making

• Coordination of Care

• Health Promotion and Education

Evaluation of assistance with smoking cessation measures.

Standard measurement of all areas mentioned to facilitate meaningful comparisons among health plans that wish to disclose 
their data to health care consumers.

Background and Objectives
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Executive Summary

Personal Doctor and Specialist
 How well doctors communicate and shared decision making heavily influence personal doctor and specialist ratings.

• Personal doctor ratings of an 8, 9 or 10 increased from last year, are below the 2008 QC Medicaid Average and below the 
2009 DSS Average.

• Personal doctor ratings of a 9 or 10 increased from last year, are below the 2008 QC Medicaid Average and below the 2009 
DSS Average.

 The getting care quickly composite mean score increased from last year, is above the 2008 QC Medicaid Average and is above 
the 2009 DSS Average.  The greatest opportunity for improvement in the composite revolves around members being able to get 
urgent care as soon as needed.

Health Care
 Getting needed care and getting care quickly heavily influence overall health care ratings.

• Health care ratings of an 8, 9 or 10 increased from last year, are significantly above the 2008 QC Medicaid Average and 
significantly above the 2009 DSS Average.

• Health care ratings of a 9 or 10 increased from last year, are significantly above the 2008 QC Medicaid Average and above 
the 2009 DSS Average.

 The getting needed care composite mean score increased from last year, is above the 2008 QC Medicaid Average and is above 
the 2009 DSS Average.  The greatest opportunity for improvement in the composite revolves around making it easier for 
members to get the needed care, test or treatment.

 The customer service composite mean score increased from last year, is above the 2008 QC Medicaid Average and is below the 
2009 DSS Average.  The greatest opportunity for improvement in the composite revolves around members being able to get 
needed information from customer service.

• Health plan ratings of a 9 or 10 increased from last year, are above the 2008 QC Medicaid Average and below the 2009 DSS 
Average.

• Health plan ratings of an 8, 9 or 10 increased from last year, are above the 2008 QC Medicaid Average and above the 2009 
DSS Average.

 Although all survey measures drive the overall health plan rating, customer service, claims processing and plan information on 
costs are directly under the health plan’s control (details can be found in the relevant sections of the report).

Health Plan
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Executive Summary

Key Driver Analysis

 The current estimated accreditation score is 11.010 out of a maximum 12.700 points if the first year of accreditation is 2007 or
11.267 out of a maximum 13.000 points if the first year of accreditation is 2008 or 2009.

 The two year average for other smoking cessation strategies discussed is below the 2008 QC Medicaid Average and below the 
2009 DSS Average.

Smoking Cessation

• Specialist ratings of an 8, 9 or 10 increased from last year, are above the 2008 QC Medicaid Average and above the 2009 
DSS Average.

Estimated Accreditation Score

 The biggest opportunity for improving overall satisfaction is to focus on the items that are the most important to members on 
which the plan received below average performance ratings.  These items are (by order of importance): Got care right away 
when needed, talked with doctor about possible prevention and personal doctor overall.  Focus resources on improving 
processes that underlie these items and look for significant improvements in overall satisfaction scores.

 The two year average for smoking cessation medications discussed is below the 2008 QC Medicaid Average and below the 
2009 DSS Average.

 The two year average for smokers advised to quit by a doctor or other health provider is below the 2008 QC Medicaid Average 
and below the 2009 DSS Average.

 The shared decision making composite mean score increased from last year, is above the 2008 QC Medicaid Average and is 
above the 2009 DSS Average.  The greatest opportunity for improvement in the composite revolves around doctors asking 
patients which treatment choice is best for them.

 The how well doctors communicate composite mean score increased from last year, is above the 2008 QC Medicaid Average 
and is above the 2009 DSS Average.  The greatest opportunity for improvement in the composite revolves around doctors 
spending enough time with patients.

• Specialist ratings of a 9 or 10 increased from last year, are above the 2008 QC Medicaid Average and above the 2009 DSS 
Average.
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Methodology
Questionnaire

Beginning in 2007, the CAHPS 4.0H survey is used.  NCQA made significant changes to the adult survey in 2007 that 
affect trending to prior years.  DSS designed the formatting for the survey instrument and mailed an attractively 
formatted booklet with a cover letter explaining the importance of completing the survey to the sampled members via 
first class postage.  A return business reply envelope addressed to DSS was included with each questionnaire.  A 
copy of the survey is provided in Appendix F.

Qualified Respondents

Members eligible for the survey are those 18 years and older (as of December 31 of the measurement year) who are 
currently enrolled and have been continuously enrolled in the plan for at least five of the last six months of the 
measurement year.

Data Collection

We used the methodology detailed in Volume 3 HEDIS 2009 Specifications for Survey Measures. A synopsis of the 
methodology is outlined below.

Sample Design

A simple random sample of eligible members was drawn employing the required same size for the population.  To 
reduce respondent burden, the sample was deduplicated so that only one adult per household was included in the 
sample.

5/22/2009Minimum of 81 daysLast day to accept completed surveys
5/4/200970 daysComplete telephone interviewing

NA60 daysThird questionnaire mailing
4/20/200956 daysInitiate telephone interviewing
4/9/200939 – 45 daysSecond reminder postcard/letter
3/30/200935 daysSecond questionnaire mailing
3/5/20094 – 10 daysFirst reminder postcard/letter
2/23/20090 daysFirst questionnaire mailing (Initiate Internet protocol)

DateTimeframeSurvey Protocol
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5.9%Overall Sampling Error
22.50%Adjusted Response Rate

14Internet Completes
145Phone Completes
118Mail Completes
277Total Completed Surveys
119Total Ineligible
1350Total Mailed

VolumeItem

Methodology

There were no surveys completed in Spanish.

Spanish Surveys

Return Volume

DSS staffed a toll-free phone line that allowed members to call if they had any questions.

Staffing of the Toll-Free Help Line

DSS processed all completed surveys and analyzed the results.

Data Processing and Analysis

Most measures are compared to the 2008 Medicaid Average from Quality Compass (2008 QC Medicaid Average) 
and the 2009 DSS Adult Medicaid Book of Business (2009 DSS Average).  The DSS Book of Business is made up of 
28 adult Medicaid plans with a total of 12,877 respondents.

Comparison Averages

A sample of 277 members was obtained in which the overall sampling error is ±5.9% at the 95% confidence level 
using the most pessimistic assumption regarding variance (p=0.5). 

Sample Size/Sampling Error



7 DSS ResearchHEDIS 2009 - CAHPS 4.0H Member Survey l ANTHEM BLUE CROSS BLUE SHIELD OF INDIANA I Adult Medicaid | HMO

Summary of Overall Ratings 
and Composite Scores
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Overall Ratings

Q35. Health Plan Overall

Q21. Personal Doctor Overall Q25. Specialist Overall

Q12. Health Care Overall

Percent 9 or 10
Percent 8

 



    

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Medicaid Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average. Note: The DSS Average is the DSS Adult Medicaid Book of Business.

73.7%

2009 
DSS 

Average
67.8%*

2009 
DSS 

Average

76.2%

2009 
DSS 

Average
76.1%

2009 
DSS 

Average

• The Specialist Overall rating is higher than last year, higher than the 2008 QC Medicaid Average and higher than the 2009 DSS Average.

• The Personal Doctor Overall rating is higher than last year, lower than the 2008 QC Medicaid Average and lower than the 2009 DSS Average.

• The Health Care Overall rating is higher than last year, significantly higher than the 2008 QC Medicaid Average and significantly higher than the 2009 DSS 
Average.

• The Health Plan Overall rating is higher than last year, higher than the 2008 QC Medicaid Average and higher than the 2009 DSS Average.

2008 QC 
Medicaid 
Average

2008 QC 
Medicaid 
Average

2008 QC 
Medicaid 
Average

2008 QC 
Medicaid 
Average
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67.8%

57.2%

62.5%

54.2%

60.9%

20.0%

24.9%

14.8%

27.1%

87.7%

82.1%

77.3%

81.4%

60.9%

0% 20% 40% 60% 80% 100%

How Well Doctors
Communicate

Getting Care Quickly

Customer Service

Getting Needed Care

Shared Decision
Making

Composite Global Proportions

  

  

  

  

  

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Medicaid Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

58.1%

75.2%

78.9%

80.2%

86.7%

2008 QC 
Medicaid 
Average

79.7%80.3%

57.1%

76.1%

81.1%

87.4%

2009 DSS 
Average

84.3%

74.9%

79.7%

2008

60.5%

Percent Always Percent Usually

Percent Definitely Yes

• The Getting Care Quickly composite global proportion is higher than last year, higher than the 2008 QC Medicaid Average and higher than the 2009 DSS 
Average.

• The How Well Doctors Communicate composite global proportion is higher than last year, higher than the 2008 QC Medicaid Average and higher than the 
2009 DSS Average.

• The Shared Decision Making composite global proportion is higher than last year, higher than the 2008 QC Medicaid Average and higher than the 2009 
DSS Average.

• The Getting Needed Care composite global proportion is higher than last year, higher than the 2008 QC Medicaid Average and higher than the 2009 DSS 
Average.

• The Customer Service composite global proportion is lower than last year, lower than the 2008 QC Medicaid Average and lower than the 2009 DSS 
Average.

1 Two component questions were removed from the composite calculations in 2008.  
2007 composite re-calculated based on 2008 calculations for comparison purposes only.

The box around the composite label indicates NCQA will assign a measure result 
of NA for 2009 because the denominator (i.e., the average number of responses 
across all questions used to calculate the composite) is less than 100.

1

Note: The DSS Average is the DSS Adult Medicaid Book of Business.
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Composite Mean Scores

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Medicaid Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

 

 

 

 

 

 

• The Getting Care Quickly composite mean score is higher than last year, higher than the 2008 QC Medicaid Average and higher than the 2009 DSS 
Average.

• The Shared Decision Making composite mean score is higher than last year, higher than the 2008 QC Medicaid Average and higher than the 2009 DSS 
Average.

• The Getting Needed Care composite mean score is higher than last year, higher than the 2008 QC Medicaid Average and higher than the 2009 DSS 
Average.

• The Customer Service composite mean score is higher than last year, higher than the 2008 QC Medicaid Average and lower than the 2009 DSS Average.

• The How Well Doctors Communicate composite mean score is higher than last year, higher than the 2008 QC Medicaid Average and higher than the 2009 
DSS Average.

2.555

2.394

2.398

2.356

2.521

0 1 2 3

How Well Doctors
Communicate

Getting Care Quickly

Customer Service

Getting Needed Care

Shared Decision
Making 2.472

2.239

2.363

2.359

2.544

2008 QC 
Medicaid 
Average

2.3432.346

2.466

2.260

2.402

2.549

2009 DSS 
Average

2.487

2.232

2.351

2008

2.489

The box around the composite label indicates NCQA will assign a measure result 
of NA for 2009 because the denominator (i.e., the average number of responses 
across all questions used to calculate the composite) is less than 100.

Note: The DSS Average is the DSS Adult Medicaid Book of Business.

1 Two component questions were removed from the composite calculations in 2008.  
2007 composite re-calculated based on 2008 calculations for comparison purposes only.

1
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Health Plan



12 DSS ResearchHEDIS 2009 - CAHPS 4.0H Member Survey l ANTHEM BLUE CROSS BLUE SHIELD OF INDIANA I Adult Medicaid | HMO

Customer Service

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Medicaid Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

66.1%

2009 
DSS 

Average

93.7%

2009 
DSS 

Average

48.8%
17.3%

19.5%
34.6%

68.3%
51.9%

NA

63.3%
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90.0%89.9%

3.3%
93.3%94.6%

NA

94.4%
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Percent Always
Percent Usually

  

 

Q29. Found needed information in written 
materials or on the Internet

(% Responding “Always” or “Usually”)

Q34. Health plan forms were easy to fill out
(% Responding “Always” or “Usually”)

Q28. Looked for information in written 
materials or on the Internet

(% Responding “Yes”)

Q33. Health plan gave member forms to fill out
(% Responding “Yes”)

18.3%

2009 
DSS 

Average

17.8% 17.1%
NA 16.6%

0%
20%
40%
60%
80%

100%

2007 2008 2009

31.9%*

2009 
DSS 

Average

20.8% 23.1%
NA

25.6%

0%
20%
40%
60%
80%

100%

2007 2008 2009

  

 

• The rate for health plan forms were easy to fill out is lower than last year, lower than the 2008 QC Medicaid Average and lower than the 2009 DSS 
Average.

• The percent filling out health plan forms is higher than last year, lower than the 2008 QC Medicaid Average and significantly lower than the 2009 DSS 
Average.

• The rate for found needed information in written materials/on the Internet is higher than last year, higher than the 2008 QC Medicaid Average and higher 
than the 2009 DSS Average.

• The percent looking for information on how the health plan works in written materials or on the Internet is lower than last year, higher than the 2008 QC 
Medicaid Average and lower than the 2009 DSS Average.

NCQA will assign a measure 
result of NA for 2009 because 
the denominator is less than 100.

Note: The DSS Average is the DSS Adult Medicaid Book of Business.

2008 QC 
Medicaid 
Average

2008 QC 
Medicaid 
Average

2008 QC 
Medicaid 
Average

2008 QC 
Medicaid 
Average
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Q31. Received needed information 
from health plan’s customer service

(% Responding “Always” or “Usually”)

2.402
81.1%

2009 DSS 
Average

2.363
78.9%

2008 QC 
Medicaid 
Average

Customer Service1

NA
NA

2007

2.351
79.7%

2008

2.398Composite Mean Score
77.3%Composite Global Proportion

2009 vs.
QC Avg.

2009 vs. 
20082009

 



  

Customer Service

27.9%*

2009 
DSS 

Average

74.1%

2009 
DSS 

Average

Q32. Customer service staff treated 
you with courtesy and respect
(% Responding “Always” or “Usually”)

88.1%

2009 
DSS 

Average

  Percent Always
Percent Usually

1 Two component questions removed from the composite calculation in 2008.  2007 
composite re-calculated based on 2008 calculations for comparison purposes only. 

Q30.  Tried to get information or help from 
health plan’s customer service

(% Responding “Yes”)

• The rate for customer service treated you with courtesy and respect is higher than last year, higher than the 2008 QC Medicaid Average and higher than 
the 2009 DSS Average.

• The rate for received needed information from health plan’s customer service is lower than last year, lower than the 2008 QC Medicaid Average and lower 
than the 2009 DSS Average.

• The percent trying to get information or help from the health plan’s customer service is lower than last year, significantly lower than the 2008 QC Medicaid 
Average and significantly lower than the 2009 DSS Average.

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Medicaid Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

NCQA will assign a measure 
result of NA for 2009 because 
the denominator is less than 100.

NCQA will assign a measure 
result of NA for 2009 because 
the denominator is less than 100.

NCQA will assign a measure result 
of NA for 2009 because the 
denominator (i.e., the average 
number of responses across all 
questions used to calculate the 
composite) is less than 100.

Note: The DSS Average is the DSS Adult Medicaid Book of Business.

2008 QC 
Medicaid 
Average

2008 QC 
Medicaid 
Average

2008 QC 
Medicaid 
Average



14 DSS ResearchHEDIS 2009 - CAHPS 4.0H Member Survey l ANTHEM BLUE CROSS BLUE SHIELD OF INDIANA I Adult Medicaid | HMO

Customer Service 
2009 Plan Results

The customer service composite mean score is an equally weighted grand mean of the two component questions.

Q31 mean + Q32 mean
2

* The composite contribution is calculated by dividing the component mean by the maximum score (3.00) and then dividing that result by the number of 
component measures that make up the composite (2).

6.4%50.0%43.6%2.614(Q32) Staff treated you 
with courtesy and respect

Composite 
Contribution*

80.0%

Gap

Maximum 
Possible 

Contribution
Component 

Mean
Component
Questions

2.398

2.182

Composite Mean Score:

(Q31) Info. from 
customer service

20.0%

13.6%

100%

50.0%36.4%

• The greatest opportunity for improvement in the customer service composite revolves around improving members’ experiences with getting 
needed information from customer service.
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Health Care
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Q23. Getting an appointment with 
a specialist was easy

(% Responding “Always” or “Usually”)

2.260
76.1%

2009 DSS 
Average

2.239
75.2%

2008 QC 
Medicaid 
Average

Getting Needed Care

NA
NA

2007

2.232
74.9%
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2.356Composite Mean Score
81.4%Composite Global Proportion

2009 vs.
QC Avg.
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 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Medicaid Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

73.2%*

2009 
DSS 

Average

  

  

Q27. Getting needed care, 
tests or treatment was easy

(% Responding “Always” or “Usually”)
Q26. Tried to get care, tests or treatment

(% Responding “Yes”)

56.1%*

2009 
DSS 

Average
78.9%

2009 
DSS 

Average

Percent Always
Percent Usually

• The rate for ease of getting needed care, tests or treatment is higher than last year, higher than the 2008 QC Medicaid Average and higher than the 2009 
DSS Average.

• The percent who needed care, tests or treatment is lower than last year, lower than the 2008 QC Medicaid Average and significantly lower than the 2009 
DSS Average.

• The rate for ease of getting an appointment with a specialist is higher than last year, significantly higher than the 2008 QC Medicaid Average and 
significantly higher than the 2009 DSS Average.

NCQA will assign a measure result 
of NA for 2009 because the 
denominator (i.e., the average 
number of responses across all 
questions used to calculate the 
composite) is less than 100.

NCQA will assign a measure 
result of NA for 2009 because 
the denominator is less than 100.

Note: The DSS Average is the DSS Adult Medicaid Book of Business.

2008 QC 
Medicaid 
Average

2008 QC 
Medicaid 
Average

2008 QC 
Medicaid 
Average
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Getting Needed Care
2009 Plan Results

The getting needed care composite mean score is an equally weighted grand mean of the two component questions.

Q23 mean + Q27 mean
2

* The composite contribution is calculated by dividing the component mean by the maximum score (3.00) and then dividing that result by the number of 
component measures that make up the composite (2).

2.356

2.359

2.353

Component 
Mean

Composite Mean Score:

(Q23) Easy to see a 
specialist

(Q27) Easy to get needed 
care, tests or treatment

Component
Questions Gap

Maximum 
Possible 

Contribution
Composite 

Contribution*

21.5%

10.7%

10.8%50.0%39.2%

100%78.5%

50.0%39.3%

• The greatest opportunity for improvement in the getting needed care composite revolves around making it easier for members to get needed 
care, tests or treatment.
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Getting Care Quickly

NA
NA
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2.346
80.3%
2008

2.394Composite Mean Score
82.1%Composite Global Proportion

2009 vs.
QC Avg.

2009 vs. 
20082009

Percent Always
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Q4. Got urgent care as soon as needed
(% Responding “Always” or “Usually”)

Q6. Got regular/routine 
appointment as soon as needed
(% Responding “Always” or “Usually”)

  

 

 

Getting Care Quickly

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Medicaid Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

78.7%*

2009 
DSS 

Average

Q5. Made appointments for health 
care at doctor’s office or clinic

(% Responding “Yes”)

Q3. Had illness, injury or condition 
that needed care right away

(% Responding “Yes”)

47.1%

2009 
DSS 

Average

74.9%*

2009 
DSS 

Average

  



 

 

• The rate for got regular/routine appointment as soon as needed is significantly higher than last year, significantly higher than the 2008 QC Medicaid 
Average and significantly higher than the 2009 DSS Average.

• The percent who made appointments with a doctor or other health care provider is significantly lower than last year, significantly lower than the 2008 QC 
Medicaid Average and significantly lower than the 2009 DSS Average.

• The rate for got urgent care as soon as needed is lower than last year, lower than the 2008 QC Medicaid Average and lower than the 2009 DSS Average.

• The percent who had an illness or injury that needed care right away is significantly lower than last year, lower than the 2008 QC Medicaid Average and 
lower than the 2009 DSS Average.

Note: The DSS Average is the DSS Adult Medicaid Book of Business.

2008 QC 
Medicaid 
Average

2008 QC 
Medicaid 
Average

2008 QC 
Medicaid 
Average

2008 QC 
Medicaid 
Average
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Getting Care Quickly
2009 Plan Results

The getting care quickly composite mean score is an equally weighted grand mean of the two component questions.

Q4 mean + Q6 mean
2

* The composite contribution is calculated by dividing the component mean by the maximum score (3.00) and then dividing that result by the number of 
component measures that make up the composite (2).

79.8%

40.4%

39.4%

Composite 
Contribution* Gap

Maximum 
Possible 

Contribution
Component 

Mean
Component
Questions

20.2%

9.6%

10.6%50.0%2.363(Q4) Got urgent care as soon as 
needed

100%2.394Composite Mean Score:

50.0%2.424(Q6) Got regular/routine 
appointment as soon as needed

• The greatest opportunity for improvement in the getting care quickly composite revolves around members getting urgent care as soon as 
needed.
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Personal Doctor and Specialists
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79.0%

NA

83.2% 83.3%

0%

20%

40%

60%

80%

100%

2007 2008 2009

2.66

NA

3.05 2.95

0

1

2

3

4

5

2007 2008 2009

Personal Doctor

Q13. Have a personal doctor
(% Responding “Yes”)

Q14. Average number of visits to personal 
doctor in last 12 months

  

 

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Medicaid Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

82.4%

2009 
DSS 

Average

2.85

2009 
DSS 

Average

• The average number of personal doctor visits in the last 12 months is lower than last year, lower than the 2008 QC Medicaid Average and lower than the 
2009 DSS Average.

• The percent who have a personal doctor or nurse is lower than last year, lower than the 2008 QC Medicaid Average and lower than the 2009 DSS 
Average.

Note: The DSS Average is the DSS Adult Medicaid Book of Business.

2008 QC 
Medicaid 
Average

2008 QC 
Medicaid 
Average
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40.3%
31.7%

NA

40.8%

0%

20%

40%

60%

80%

100%

2007 2008 2009

91.1%
97.4%

NA

90.2%

0%

20%

40%

60%

80%

100%

2007 2008 2009

Specialists

Q22. Tried to make appointments to 
see a specialist in last 12 months

(% Responding “Yes”)

Q24. Number of specialists seen 
in last 12 months1

(% Responding “One or more”)

 

 

 

 

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Medicaid Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

89.7%*

2009 
DSS 

Average

39.4%*

2009 
DSS 

Average

• The percent who have seen at least one specialist in last 12 months is significantly higher than last year, significantly higher than the 2008 QC Medicaid 
Average and significantly higher than the 2009 DSS Average.

• The percent who tried to make an appointment with a specialist in last 12 months is significantly lower than last year, significantly lower than the 2008 QC 
Medicaid Average and significantly lower than the 2009 DSS Average.

Note: The DSS Average is the DSS Adult Medicaid Book of Business.

2008 QC 
Medicaid 
Average

2008 QC 
Medicaid 
Average
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70.6%64.8%

19.6%17.1%

90.2%81.9%

NA

86.5%

0%
20%
40%
60%
80%

100%

2007 2008 2009

65.0%68.2%

24.5%16.7%

89.5%84.9%

NA

87.5%

0%
20%
40%
60%
80%

100%

2007 2008 2009

75.5%69.6%

13.3%20.9%
88.8%90.6%

NA

89.2%

0%
20%
40%
60%
80%

100%

2007 2008 2009

59.9%55.2%

22.5%24.5%

82.4%79.7%

NA

83.5%

0%
20%
40%
60%
80%

100%

2007 2008 2009

2.549
87.4%

2009 DSS 
Average

2.544
86.7%

2008 QC 
Medicaid 
Average

How Well Doctors Communicate

NA
NA

2007

2.487
84.3%
2008

2.555Composite Mean Score
87.7%Composite Global Proportion

2009 vs.
QC Avg.

2009 vs. 
20082009

How Well Doctors Communicate

Q16. Doctor listened carefully
(% Responding “Always” or “Usually”)

Q15. Doctor explained things in a way 
that was easy to understand

(% Responding “Always” or “Usually”)

Q17. Doctor showed respect for what you had to say
(% Responding “Always” or “Usually”)

Q18. Doctor spent enough time with you
(% Responding “Always” or “Usually”)

Percent Always
Percent Usually

  
 



    

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Medicaid Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

88.3%

2009 
DSS 

Average

87.2%

2009 
DSS 

Average

89.8%

2009 
DSS 

Average 84.3%

2009 
DSS 

Average

• The rate for doctors spent enough time is higher than last year, lower than the 2008 QC Medicaid Average and lower than the 2009 DSS Average.
• The rate for doctors showed respect is lower than last year, lower than the 2008 QC Medicaid Average and lower than the 2009 DSS Average.
• The rate for doctors listened carefully is higher than last year, higher than the 2008 QC Medicaid Average and higher than the 2009 DSS Average.

• The rate for doctors explained things is significantly higher than last year, higher than the 2008 QC Medicaid Average and higher than the 2009 DSS 
Average.

Note: The DSS Average is the DSS Adult Medicaid Book of Business.

2008 QC 
Medicaid 
Average

2008 QC 
Medicaid 
Average

2008 QC 
Medicaid 
Average

2008 QC 
Medicaid 
Average
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How Well Doctors Communicate 
2009 Plan Results

The how well doctors communicate composite mean score is an equally weighted grand mean of the four component 
questions.

Q15 mean + Q16 mean + Q17 mean + Q18 mean
4

* The composite contribution is calculated by dividing the component mean by the maximum score (3.00) and then dividing that result by the number of 
component measures that make up the composite (4).

2.555

2.643

2.608

2.545

2.423

Component 
Mean Gap

Maximum 
Possible 

Contribution
Composite 

Contribution*
Component
Questions

14.9%

3.0%

3.3%

3.8%

4.8%

25.0%21.2%(Q16) Doctor listened carefully

100%85.1%Composite Mean Score:

25.0%22.0%(Q17) Doctor showed respect

25.0%21.7%(Q15) Doctor explained things

25.0%20.2%(Q18) Doctor spent enough time

• The greatest opportunity for improvement in the how well doctors communicate composite revolves around doctors spending enough time 
with patients.
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NA

54.1%49.0% 49.7%
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63.5%59.0% 59.4%
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60%
80%

100%

2007 2008 2009

NA

58.3%62.1%
56.8%

0%
20%
40%
60%
80%

100%

2007 2008 2009

Shared Decision Making

Q9. Doctor told you there were choices 
for your treatment or health care

(% Responding “Yes”)

2.466
57.1%

2009 DSS 
Average

2.472
58.1%

2008 QC 
Medicaid 
Average

Shared Decision Making

NA
NA

2007

2.489
60.5%
2008

2.521Composite Mean Score
60.9%Composite Global Proportion

2009 vs.
QC Avg.

2009 vs. 
20082009

  

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Medicaid Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

51.4%

2009 
DSS 

Average

Q10. Doctor discussed pros and cons    
of each treatment choice
(% Responding “Definitely Yes”)

Q11. Doctor asked you which treatment 
choice was best for you

(% Responding “Definitely Yes”)

60.1%

2009 
DSS 

Average

54.2%

2009 
DSS 

Average

   

• The rate for doctor asked which treatment choice was best for you is lower than last year, higher than the 2008 QC Medicaid Average and higher than the 
2009 DSS Average.

• The rate for doctor discussed pros and cons of treatment choices is higher than last year, higher than the 2008 QC Medicaid Average and higher than the 
2009 DSS Average.

• The percent reporting the doctor informed them of treatment options is higher than last year, higher than the 2008 QC Medicaid Average and higher than 
the 2009 DSS Average.

NCQA will assign a measure result 
of NA for 2009 because the 
denominator (i.e., the average 
number of responses across all 
questions used to calculate the 
composite) is less than 100.

NCQA will assign a measure 
result of NA for 2009 because 
the denominator is less than 100.

NCQA will assign a measure 
result of NA for 2009 because 
the denominator is less than 100.

Note: The DSS Average is the DSS Adult Medicaid Book of Business.

2008 QC 
Medicaid 
Average

2008 QC 
Medicaid 
Average

2008 QC 
Medicaid 
Average
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Shared Decision Making
2009 Plan Results

The shared decision making composite mean score is an equally weighted grand mean of the two component questions.

Q10 mean + Q11 mean
2

* The composite contribution is calculated by dividing the component mean by the maximum score (3.00) and then dividing that result by the number of 
component measures that make up the composite (2).

2.521

2.594

2.448

Component 
Mean Gap

Maximum 
Possible 

Contribution
Composite 

Contribution*
Component
Questions

16.0%

6.8%

9.2%

100%84.0%Composite Mean Score:

50.0%43.2%(Q10) Doctor discussed pros 
and cons of treatment choices

50.0%40.8%(Q11) Doctor asked which 
choice was best for you

• The greatest opportunity for improvement in the shared decision making composite revolves around doctors asking patients which treatment 
choice is best for them.
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52.6%
58.5%

NA

57.4%

0%

20%

40%

60%

80%

100%

2007 2008 2009

40.4%
51.8%

25.3%

30.1%

NA

65.7%

81.9%
75.7%

0%

20%

40%

60%

80%

100%

2007 2008 2009

Coordination of Care

Q19. Received care from doctor or health provider 
besides personal doctor in last 12 months

(% Responding “Yes”)

Q20. Personal doctor seemed informed 
about care from other providers

(% Responding “Always” or “Usually”)

  



 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Medicaid Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

76.2%

2009 
DSS 

Average

57.6%

2009 
DSS 

Average

Percent Always
Percent Usually

• The rate for personal doctor seemed informed about care from other providers is significantly higher than last year, higher than the 2008 QC Medicaid 
Average and higher than the 2009 DSS Average.

• The percent who received care from a doctor or health provider besides their personal doctor in last 12 months is higher than last year, higher than the 
2008 QC Medicaid Average and higher than the 2009 DSS Average.

Note: The DSS Average is the DSS Adult Medicaid Book of Business.

2008 QC 
Medicaid 
Average

2008 QC 
Medicaid 
Average
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28.3% 31.5%

19.6%
23.9%

NA

47.9%
55.4% 56.1%

0%

20%

40%

60%

80%

100%

2007 2008 2009

Health Promotion and Education

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Medicaid Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

Percent Always
Percent Usually

• The rate for doctor discussed ways to prevent illness is higher than last year, lower than the 2008 QC Medicaid Average and lower than the 2009 DSS 
Average.

Q8. You and doctor discussed ways 
to prevent illness

(% Responding “Always” or “Usually”)

 56.6%

2009 
DSS 

Average

Note: The DSS Average is the DSS Adult Medicaid Book of Business.

2008 QC 
Medicaid 
Average
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Smoking Cessation
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70.7%NA 62.5%

69.4%65.8%

0%

20%

40%

60%

80%

100%

2007 2008 2009

2 Year Average

Advising Smokers to Quit

35.5%

2009 DSS 
Average

36.4%

2008 QC 
Medicaid 
Average

NA

2007

46.5%

2008

40.7%Q37. Currently smoke cigarettes “every day” or “some days”

2009 
vs.
QC 

Avg.

2009 
vs. 

20082009

Q38. Advised to quit smoking by a 
doctor or other health provider

(% Responding “One or More Visits”)

68.9%

2009 
DSS 

Average
  

 Indicates a significant difference between the 2008/2009 Average and the 2007/2008 Average.
 Indicates a significant difference between the 2008/2009 Average and the 2008 QC Medicaid Average.
* Indicates a significant difference between the 2008/2009 Average and the 2009 DSS Average.

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Medicaid Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

08/09

• The percent that currently smoke every day or some days is lower than last year, higher than the 2008 QC Medicaid Average and higher than the 2009 
DSS Average.

• The two year average for smokers advised to quit is lower than the 2008 QC Medicaid Average and lower than the 2009 DSS Average.

Note: The DSS Average is the DSS Adult Medicaid Book of Business.

2008 QC 
Medicaid 
Average
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39.0%NA 33.6%

40.2%35.8%
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2 Year Average

33.8%NA 36.4%

39.7%35.4%

0%

20%

40%

60%

80%

100%

2007 2008 2009

2 Year Average

Q39. Medication recommended/discussed to 
assist with smoking cessation
(% Responding “One or More Visits”)

Q40. Other strategies recommended/discussed 
to assist with smoking cessation

(% Responding “One or More Visits”)

Advising Smokers to Quit

 Indicates a significant difference between the 2008/2009 Average and the 2007/2008 Average.
 Indicates a significant difference between the 2008/2009 Average and the 2008 QC Medicaid Average.
* Indicates a significant difference between the 2008/2009 Average and the 2009 DSS Average.

• The two year average for smokers with whom other smoking cessation strategies were discussed is lower than the 2008 QC Medicaid Average and lower 
than the 2009 DSS Average.

• The two year average for smokers with whom smoking cessation medications were discussed is lower than the 2008 QC Medicaid Average and lower than 
the 2009 DSS Average.

42.3%

2009 
DSS 

Average
41.5%

2009 
DSS 

Average
    

08/09 08/09

Note: The DSS Average is the DSS Adult Medicaid Book of Business.

2008 QC 
Medicaid 
Average

2008 QC 
Medicaid 
Average
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Additional Measures
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Additional Measures

Q29b.  Found what you were looking for
(% Responding “Yes”)

Q29c.  Information sought – Top 4 responses
(% Responding)

Q29a.  Where you looked for information 
regarding how your health plan works

(% Responding)

Q29d.  Was the information clear and easy to understand
(% Responding “Yes”)

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.

89.7%
82.1%

NA
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56.1%

51.2%

22.0%

17.1%

48.0%

50.0%

24.0%

34.0%
NA
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NA

0% 20% 40% 60% 80% 100%

How to find or
see a doctor

Benefits

How to contact
the health plan

Information about
a health condition

31.0%

26.2%

35.7%

7.1%

56.0%

12.0%

24.0%

8.0%
NA

NA

NA

NA

0% 20% 40% 60% 80% 100%

Written
materials

On my health
plan's website

Both

Some other
place on the

internet

2009
2008
2007
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Q35a.  Top 5 reasons for rating of health plan
(% Responding)

Additional Measures

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.

55.6%52.5%

33.3%39.5%

88.9%92.0%

NA
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80%

100%
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Q35b.  EOB statement helpful in understanding 
what was covered by health plan

(% Responding “Very Helpful” or “Somewhat Helpful”)

Percent Very Helpful        Percent Somewhat Helpful

70.7%
78.5%

NA
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80%

100%

2007 2008 2009

Q35c.  Problem with delays in 
care while waiting for approval

(% Responding “Not a Problem”)

3.5%

5.9%

10.6%

4.7%

23.1%

2.9%

5.8%

6.3%

9.2%

29.1%

NA

NA

NA

NA

NA
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Precertification
requirements

Customer
Service
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General
dissatisfaction
with benefits

Preferred doctor
is not in the

network

The choices of
doctors and

hospitals in the
network
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85.2%
91.2%

NA
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2007 2008 2009

Q48a.  Problem finding personal doctor or specialist who 
met cultural/linguistic/ethnic needs

(% Responding “Not a Problem”)

Additional Measures

Q48b.  Reasons not found personal doctor or 
specialist who met cultural/linguistic/ethnic 

needs
(% Responding)

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.

50.0%

41.7%

0.0%

33.3%

34.8%

43.5%

0.0%

39.1%

NA

NA

NA
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I prefer a doctor of
my gender

I prefer a doctor
who speaks my
same language 

I prefer to see only
a doctor from my

same ethnic group

Other special
needs or

preferences

2009 2008 2007
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Additional Measures

Q51b.  Looked for health-
related information on Internet 

Q51c.  Found health-related 
information on Internet 

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.

Q51a.  Rating of health plan’s 
website ease of use

(% Responding “Very Easy” or “Easy”)

Percent Easy
Percent Very Easy

41.7%
27.4%

43.3% 64.5%

85.0%
91.9%

NA
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Percent Easy
Percent Very Easy 12.9%
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6.3%
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10.3%
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NA

NA

NA

NA

NA
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websites
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pages

Other websites

Health plan website
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53.5%
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websites

I use many web sites
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information
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3.403.71

NA
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2007 2008 2009

(Average number of days per week)

Q51d-e.  BMI categories Q51f.  Engaged in physical activity 
of at least 20 minutes (% Responding)

Q51g.  Doctor advised about eating habits
(Percent at least one visit)

Additional Measures

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
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Q51h. Has an Advanced Directive

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.

Yes, have not shared it with doctor

Yes, have shared it with doctor
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Q51i.  Number of visits a doctor or other health 
provider spoke about the amount and kind of exercise, 

sports or physically active hobbies you should have
(Percent at least one visit)

Q51j.  Knowledge of the following:
(% Responding)
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Q51k. Preferred method of contact 
from health plan

(% Responding)

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.

Additional Measures
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Appendix A
Estimated Accreditation 

Scores
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Estimated Accreditation Scores

Notes:
1 Overall ratings are converted from a 0 to 10 scale to a 1 to 3 scale for use in the accreditation score calculation according to NCQA-defined 
guidelines (i.e., formulas).  
2 The four overall ratings and the five composite scores (“Mean Score” column) have been adjusted based on NCQA’s adjustments to account for 
inherent sampling variation (adjustments shown in parentheses above).
3 The percentiles shown here are estimates and may differ slightly from the actual NCQA-calculated percentiles.

1.444 (2.889 for Health Plan)1.444 (2.889 for Health Plan)1.411 (2.822 for Health Plan)Greater than or equal to 90th percentile

200920082007

13.000

1.271 (2.542 for Health Plan)
0.982 (1.964 for Health Plan)
0.578 (1.156 for Health Plan)
0.289 (0.578 for Health Plan)

12.700

1.242 (2.484 for Health Plan)
0.960 (1.920 for Health Plan)
0.564 (1.128 for Health Plan)
0.282 (0.564 for Health Plan)

Points (by accreditation year)

0.289 (0.578 for Health Plan)Less than 25th percentile
0.578 (1.156 for Health Plan)Greater than or equal to 25th percentile but less than 50th percentile
0.982 (1.964 for Health Plan)Greater than or equal to 50th percentile but less than 75th percentile

13.000Maximum number of points

1.271 (2.542 for Health Plan)Greater than or equal to 75th percentile but less than 90th percentile

Percentile

Points are assigned to a percentile as follows (if all 9 measures are valid – denominator of at least 100):

*NCQA will not assign accreditation points to overall ratings or composites with a denominator (i.e., the average number of responses across all questions used 
to calculate the composite) less than 100.  The measure is removed for scoring purposes and the points are redistributed among the remaining measures.

200920082007

11.010
1.863
1.863
NA*
NA*

NA*
1.440
2.117
3.727

Points*
First Year of Accreditation

11.267
1.907
1.907
NA*
NA*

NA*
1.473
2.167
3.813

11.267Total Points
1.90782.5%2.61How Well Doctors Communicate (+.05)
1.90784.0%2.44Getting Care Quickly (+.05)
NA*90.2%2.41Getting Needed Care (+.05)
NA*80.6%2.47Customer Service (+.07)

Composite Mean Scores
NA*91.6%2.62Specialist (+.07)

1.47370.8%2.47Personal Doctor (+.07)
2.16791.4%2.46Health Care (+.07)
3.81384.4%2.46Health Plan (+.07)

Overall Mean Ratings1

Percentile3Mean Score2Survey Measure
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3.813

2.167

1.473

1.907

0.520

0.694

0.260

0.260

NA*

NA*

1.907

NA*

0 1 2 3 4

Score Gap

3.727

2.117

1.440

1.863

0.506

0.677

0.254

0.254

NA*

NA*

1.863

NA*

0 1 2 3 4

• The following charts provide percentile ranks and accreditation points for each of the overall ratings and composite mean scores for 2009.  The measures 
with the largest gap have the most room for improvement.

Percentile Rank
Points Received

First year of accreditation
2007 2008 2009

84.4%

91.4%

70.8%

91.6%

80.6%

90.2%

84.0%

82.5%

29.2%

19.4%

17.5%

16.0%

9.8%

8.4%

8.6%

15.6%

0% 25% 50% 75% 100%

Health Plan

Health Care

Personal
Doctor

Specialist

Customer
Service

Getting
Needed Care

Getting Care
Quickly

How  Well
Doctors

Communicate

Percentile Rank Gap

Estimated Accreditation Scores

*NCQA will not 
assign accreditation 
points to composites 
with a denominator 
(i.e., the average 
number of 
responses across all 
questions used to 
calculate the 
composite) less than 
100.

3.813

2.167

1.473

1.907

0.520

0.694

0.260

0.260

NA*

NA*

1.907

NA*

0 1 2 3 4

Score Gap
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Appendix B
Gap Analysis
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The flowchart on the next page shows how the items used in the calculation of the plan’s 2009 accreditation score perform relative to each 
other.  When considering the flowchart, the following points should be noted:

Overall Ratings

 Overall ratings are shown in blue.

 Actual means are shown first for the overall ratings (0 to 10 point scale); however, they are converted to a 1 to 3 point scale with the 
NCQA adjustments applied.

 Estimated percentiles are shown in the middle.

 Accreditation points received (for each of the three accreditation years) for being at that percentile are shown third.

Composite Scores

 Composite scores are shown in red.

 Actual composite mean scores are shown first and are on a 1 to 3 scale with the NCQA adjustments applied.

 Estimated percentiles are shown in the middle.

 Points received (for each of the three accreditation years) for being at that percentile are shown third. 

 Although the composite added in 2007 (Shared Decision Making) is not included in the accreditation calculation again this year, it is 
included in the gap analysis for comparison purposes.  Please note, there are no NCQA adjustments, percentiles or points for this 
composite for 2009.

 Composite score components are shown in the black flowchart boxes.  This analysis, shown earlier in the report, is repeated here to 
show what to focus on to increase a given composite mean score and in turn increase the plan’s accreditation score.

• The actual percent contributing is shown first.  This is the percentage that a given question is actually contributing to the composite 
mean score.  Each question in composite scores with two component questions can contribute a maximum of 50.0% to the 
composite mean score.  Similarly, each question in composite scores with four component questions can contribute a maximum of 
25.0% to the composite mean score.

• The gap between the percent actually contributing and the maximum possible contribution percentage is shown second.  Focusing 
on improving component questions with the greatest gap has the largest potential to increase the composite mean score and thus 
the accreditation score.

Gap Analysis
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NA*NA*
80.6%
2.47

NA*

NA*NA*
91.6%
2.62

NA*

NA*NA*
90.2%
2.41

NA*

4.8%
20.2%

3.0%
22.0%

3.3%3.8%
21.7%21.2%

Gap Analysis
2009 Plan Results

Info. from 
customer 
service

Staff treated 
you with 
courtesy/ 
respect

Easy to 
see a 

specialist

Easy to get 
needed 

care

Got urgent
care

Got routine 
care

Dr. listened
carefully

Dr. explained
things

Dr. showed
respect

Dr. spent
enough

time

Dr. discussed 
pros/cons of 

options

Dr. asked 
which option 
best for you

Customer
Service

Getting
Needed Care

Getting Care 
Quickly

How Well Drs
Communicate

Shared Decision 
Making

%
Gap

%
Gap

%
Gap

%
Gap

Health Plan Health Care Personal Doctor Specialist

Accreditation Score
First year of accreditation

2007 2008 2009
Max Possible Score 
Estimated 2009 Score
Difference (potential to improve)

Mean, percentile and 
points are shown for 
each composite 
score in red.

Contribution
Gap

Contribution
Gap

Mean

Percentile

Points

Mean, percentile and 
points are shown for 
each composite 
score in red.

1.733
11.267
13.000

1.690
11.010
12.700

1.733
11.267
13.000

3.8133.727
84.4%
2.46

3.813 2.1672.117
91.4%
2.46

2.167

NA
NA
2.52

6.4%13.6%
43.6%36.4%

10.8%
39.2%

10.7%
39.3%

9.6%
40.4%

10.6%
39.4%

9.2%
40.8%

6.8%
43.2%

20%

80%

22%

78%

20%

80%

15%

85%

16%

84%

%
Gap

Not included in 2007-2009 
accreditation scores.

Shown for comparison 
purposes only.

*NCQA will not assign accreditation points to composites with a 
denominator (i.e., the average number of responses across all questions 
used to calculate the composite) less than 100.

1.4731.440
70.8%
2.47

1.473

1.9071.863
84.0%
2.44

1.907

1.9071.863
82.5%
2.61

1.907
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Appendix C
Member Profile
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Member Profile

3.153.263.043.62NAAverage number of visits to doctor’s office/clinic in last 12 months (Q7)

Member Demographics

Member Health

38.5%40.2%33.3%41.9%NASeen doctor for same condition 3 or more times in last 12 months (Q41)

81.6%81.6%80.2%79.8%NACondition has lasted at least 3 months (not including pregnancy) (Q42)

61.3%*62.9%53.1%57.8%NANow need or take medicine prescribed by doctor (Q43)

90.1%89.8%85.9%89.8%NAPrescriptions taken to treat a condition that has lasted at least 3 months (Q44)

0.8%*1.1%0.0%0.3%NAPercent Native Hawaiian or other Pacific Islander (Q49)

4.1%*3.9%0.4%0.7%NAPercent Asian (Q49)

4.0%2.8%6.3%3.3%NAPercent American Indian or Native Alaskan (Q49)

21.0%26.7%23.9%17.7%NAPercent Black or African-American (Q49)

14.6%*

36.5%

21.8%*

63.5%*

39.64*

73.9%*

37.8%

2009 DSS 
Average

16.8%5.5%8.3%NAPercent who report someone helped them complete the survey (Q50)

31.6%

17.2%

54.9%

39.71

74.3%

34.9%

2008 QC 
Medicaid 
Average

30.7631.94NAAverage age in years (Q45)

72.7%79.0%NAPercent White (Q49)

6.7%5.3%NAPercent Hispanic or Latino (Q48)

40.7%31.9%NAPercent with at least some college (Q47)

NA

NA

2007

86.0%

36.0%

2008

88.1%Percent female (Q46)

42.8%Overall health (percent responding “excellent” or “very good”) (Q36)

2009     
vs.

QC Avg.

2009    
vs.    

2008
2009

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Medicaid Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average. Note: The DSS Average is the DSS Adult Medicaid Book of Business.
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Appendix D
Overall Ratings and 

Composite Score Summary 
Tables
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Overall Ratings and Composite Global Proportions

88.1%86.5%88.6%87.8%NAQ32. Staff treated you with courtesy and respect

54.2%

60.1%

57.1%

84.3%

89.8%

87.2%

88.3%

87.4%

78.7%*

80.6%

79.7%

78.9%

73.2%*

76.1%

74.1%

81.1%

76.1%

76.2%

67.8%*

73.7%

2009 DSS 
Average

56.8%58.3%62.1%NAQ11. Doctor asked which option was best for you

59.4%

58.1%

83.5%

89.2%

86.5%

87.5%

86.7%

79.4%

81.1%

80.2%

77.3%

73.0%

75.2%

71.3%

78.9%

75.5%

75.7%

67.1%

70.6%

2008 QC 
Medicaid 
Average

63.5%59.0%NAQ10. Doctor discussed pros/cons of treatment options

90.2%81.9%NAQ15. Doctor explained things in a way you could understand

89.5%84.9%NAQ16. Doctor listened carefully to you

88.8%90.6%NAQ17. Doctor showed respect for what you had to say

78.8%82.6%NAQ04. Got urgent care as soon as needed

85.5%77.9%NAQ06. Got routine care as soon as needed

82.1%71.3%NAQ23. Easy to see a specialist

80.7%78.5%NAQ27. Easy to get needed care, tests or treatment

65.9%71.6%NAQ31. Got needed information from customer service

82.4%79.7%NAQ18. Doctor spent enough time with you

87.7%84.3%NAHow Well Doctors Communicate (Percent Always or Usually)

82.1%80.3%NAGetting Care Quickly (Percent Always or Usually)

81.4%74.9%NAGetting Needed Care (Percent Always or Usually)

60.9%60.5%NAShared Decision Making (Percent Definitely Yes)

78.9%74.1%NARating of Specialist (Percent 8, 9 or 10) (Q25)

77.3%79.7%NACustomer Service1 (Percent Always or Usually)

73.9%70.9%NARating of Health Plan (Percent 8, 9 or 10) (Q35)

NA

NA

2007

71.0%

68.6%

2008

74.1%Rating of Personal Doctor (Percent 8, 9 or 10) (Q21)

75.4%Rating of Health Care (Percent 8, 9 or 10) (Q12)

2009 
vs.
QC 

Avg.

2009 
vs. 

2008
2009

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Medicaid Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

1 Two component questions were removed from the composite calculations in 2008.  2007 
composite re-calculated based on 2008 calculations for comparison purposes only.
Note: The DSS Average is the DSS Adult Medicaid Book of Business.
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2.472

2.544

2.359

2.239

2.363

2.439

2.439

2.254

2.343

8.34

8.34

7.92

8.12

2008 QC 
Medicaid 
Average

2.4662.5212.489NAShared Decision Making

2.549

2.343

2.260

2.402

2.451

2.461

2.285

2.398

8.35

8.41

8.00*

8.27

2009 
DSS 

Average

2.3982.351NACustomer Service1

2.5532.389NARating of Specialist (Q25)

2.4022.357NARating of Personal Doctor (Q21)

2.3912.258NARating of Health Care (Q12)

2.3872.341NARating of Health Plan (Q35)

2.3942.346NAGetting Care Quickly

Overall Ratings and Composite Scores:  Three-Point Mean Scores

Overall Mean Ratings:  0 to 10 Scale

2.5552.487NAHow Well Doctors Communicate

8.708.20NARating of Specialist (Q25)

2.3562.232NAGetting Needed Care

8.288.13NARating of Health Plan (Q35)

NA

NA

2007

8.07

7.90

2008

8.15Rating of Personal Doctor (Q21)

8.28Rating of Health Care (Q12)

2009   
vs.

QC Avg.

2009   
vs.   

2008
2009

Overall Ratings and Composite Mean Scores

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Medicaid Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

1 Two component questions were removed from the composite calculations in 2008.  2007 
composite re-calculated based on 2008 calculations for comparison purposes only.

Note: The DSS Average is the DSS Adult Medicaid Book of Business.
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Overall Ratings and Composite Percentiles

58.3%

63.5%

60.9%

82.4%

88.8%

90.2%

89.5%

87.7%

85.5%

78.8%

82.1%

80.7%

82.1%

81.4%

88.6%

65.9%

77.3%

78.9%

74.1%

75.4%

73.9%

2009      
Plan  

Score

National Percentiles from 2008 Quality Compass

92.8%90.7%87.0%82.9%80.8%50th Q32. Staff treated you with courtesy and respect

62.7%60.9%57.4%53.7%49.8%50th Q11. Doctor asked which option was best for you

65.5%

63.8%

88.1%

92.6%

91.1%

91.5%

90.4%

84.7%

85.8%

85.0%

85.5%

80.7%

82.6%

79.6%

86.3%

81.3%

80.4%

74.0%

79.3%

90th

63.2%60.7%57.3%53.0%75th Q10. Doctor discussed pros/cons of treatment options

89.1%86.9%84.2%81.9%75th Q15. Doctor explained things in a way you could understand

89.6%88.1%85.2%83.1%50th Q16. Doctor listened carefully to you

91.4%89.6%87.0%85.6%25th Q17. Doctor showed respect for what you had to say

83.9%82.0%78.7%74.8%25th Q04. Got urgent care as soon as needed

82.8%80.1%77.6%72.4%90th Q06. Got routine care as soon as needed

77.9%74.0%68.5%64.4%90th Q23. Easy to see a specialist

81.4%78.9%72.5%67.8%50th Q27. Easy to get needed care, tests or treatment

75.5%72.2%67.6%63.8%10th Q31. Got needed information from customer service

85.9%84.1%81.2%78.8%25th Q18. Doctor spent enough time with you

88.9%87.2%84.5%82.7%50th How Well Doctors Communicate (Percent Always or Usually)

83.1%80.6%79.3%73.5%50th Getting Care Quickly (Percent Always or Usually)

79.0%76.6%70.9%67.4%75th Getting Needed Care (Percent Always or Usually)

61.1%59.1%56.0%51.7%50th Shared Decision Making (Percent Definitely Yes)

78.7%76.3%72.9%69.2%75th Rating of Specialist (Percent 8, 9 or 10) (Q25)

82.6%79.4%75.8%71.6%25th Customer Service (Percent Always or Usually)

74.8%70.7%66.1%62.0%50th Rating of Health Plan (Percent 8, 9 or 10) (Q35)

25th 

90th 

2009      
Plan 

Percentile

70.4%

61.0%

10th

78.8%76.3%72.7%Rating of Personal Doctor (Percent 8, 9 or 10) (Q21)

70.3%66.9%63.8%Rating of Health Care (Percent 8, 9 or 10) (Q12)

75th50th25th

1 Composite added to survey in 2007.  NCQA reports Plan Information on Costs as a two-year rolling average.
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Overall Ratings and Composite Score Summary

80.0%95.5%88.2%87.5%100.0%100.0%100.0%82.1%95.8%77.8%Q32. Staff treated you with courtesy and respect

EducationGenderAgeHealth Status

65.8%53.6%60.0%44.4%100.0%42.9%63.6%57.1%55.9%64.7%Q11. Doctor asked which option was best for you

Some 
College 
or More

High 
School  
or Less

FemaleMale55+45-5435-4418-34
Good, 
Fair or 
Poor

Excellent 
or Very 
Good

62.7%

59.3%

81.2%

86.0%

87.2%

87.2%

85.4%

88.4%

80.3%

84.4%

80.3%

80.0%

80.1%

66.7%

81.3%

71.4%

69.2%

68.3%

68.4%

(B)

B

B

B

67.6%

66.2%

86.0%

96.0%

94.0%

96.0%

93.0%

81.3%

77.1%

79.2%

80.4%

85.7%

83.1%

66.7%

72.2%

92.6%

81.3%

87.1%

80.8%

(A)

71.4%

57.1%

90.9%

83.3%

91.7%

83.3%

87.3%

83.3%

87.5%

85.4%

62.5%

50.0%

56.3%

50.0%

75.0%

66.7%

92.9%

91.7%

73.3%

(E)

77.3%

70.5%

77.8%

85.2%

88.9%

85.2%

84.3%

91.2%

87.5%

89.3%

81.3%

95.2%

88.2%

80.0%

90.0%

80.0%

69.7%

71.1%

70.2%

(D)

57.1%

57.1%

83.0%

91.5%

90.4%

92.6%

89.4%

83.6%

76.7%

80.2%

81.1%

83.0%

82.0%

64.3%

73.2%

80.4%

72.7%

76.0%

74.9%

(C)

55.6%

50.0%

85.7%

92.9%

92.9%

92.9%

91.1%

85.7%

100.0%

92.9%

75.0%

87.5%

81.3%

87.5%

87.5%

75.0%

75.0%

78.6%

78.6%

(G)

100.0%

100.0%

66.7%

66.7%

66.7%

66.7%

66.7%

100.0%

50.0%

75.0%

100.0%

50.0%

75.0%

0.0%

50.0%

100.0%

83.3%

50.0%

60.0%

(F)

65.8%62.5%64.7%Q10. Doctor discussed pros/cons of treatment options

90.2%89.5%89.5%Q15. Doctor explained things in a way you could understand

86.9%92.1%89.5%Q16. Doctor listened carefully to you

85.2%92.1%88.7%Q17. Doctor showed respect for what you had to say

79.2%79.7%77.3%Q04. Got urgent care as soon as needed

85.3%85.7%85.6%Q06. Got routine care as soon as needed

72.7%J90.9%82.6%Q23. Easy to see a specialist

76.8%83.3%81.0%Q27. Easy to get needed care, tests or treatment

70.0%63.6%61.8%Q31. Got needed information from customer service

80.0%84.2%82.1%Q18. Doctor spent enough time with you

85.6%89.5%87.5%How Well Doctors Communicate

82.3%82.7%81.5%Getting Care Quickly

74.8%87.1%81.8%Getting Needed Care

65.8%58.0%62.4%Shared Decision Making

81.3%79.1%80.6%Rating of Specialist (Percent 8, 9 or 10) (Q25)
75.0%79.5%75.0%Customer Service

69.5%76.4%73.1%Rating of Health Plan (Percent 8, 9 or 10) (Q35)

74.2%

75.8%

(H)

A capital letter indicates that result is significantly higher than the corresponding column.

75.3%73.3%Rating of Personal Doctor (Percent 8, 9 or 10) (Q21)

76.0%75.8%Rating of Health Care (Percent 8, 9 or 10) (Q12)

(J)(I)



53 DSS ResearchHEDIS 2009 - CAHPS 4.0H Member Survey l ANTHEM BLUE CROSS BLUE SHIELD OF INDIANA I Adult Medicaid | HMO

Appendix E 
Key Driver Statistical Model

Instructions to Access the trACTIONTM Decision (Impact Analysis) Tool:

1.  Log on to www.dssresearch.com/olr
2.  Enter your Online Reporter User Name and Password if you already have one, or if not, 
click on Create Account and fill in the requested information (you will receive an email with 
a link to activate your account).
3.  Use the following access code to create a new account or add to an existing account:
25BAB43D-3E95-4C2B-BA43
4.  Once on the Online Reporter site, click on the appropriate study name.
5.  From the menu of available tools and reports, click on the trACTIONTM Decision Tool to 
access the Impact Analysis Tool.
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Overview. The Key Driver Statistical Model is a powerful, proprietary statistical methodology used to identify the 
key drivers of satisfaction and provide actionable direction for satisfaction improvement programs.  This 
methodology is the result of a number of years of development and testing using health care satisfaction data.  We 
have been successfully using this approach since 1997.  

The model provides the following:

 Identification of the satisfaction elements that are important in driving overall satisfaction with a plan.

 Measurement of the relative importance of each of these elements.

 Measurement of how well members think the plan performed on those important elements.

 Presentation of the importance/performance results in a matrix that provides clear direction for member 
satisfaction improvement efforts by the plan.

Key Driver Statistical Model



55 DSS ResearchHEDIS 2009 - CAHPS 4.0H Member Survey l ANTHEM BLUE CROSS BLUE SHIELD OF INDIANA I Adult Medicaid | HMO

Importance Analysis.  The importance analysis involves a multi-step process:

 Factor analysis is used to summarize the predictor set into a more manageable number of composite variables.

 Regression Model I is used to make preliminary estimates and identify leverage points and outliers.

 Leverage points and outliers are eliminated.  

 Regression Model II is run on the remaining data to derive final estimates of the importance of the various 
satisfaction elements.

Factor Analysis. Factor analysis is used to reduce the number of items in the predictor set to a smaller set of 
underlying constructs or factors.  It is necessary to go through this process because of the high degree of 
collinearity in the original data.  This is a problem for the regression analysis to follow because regression assumes 
non-collinearity between predictor variables.

Regression Analysis. Regression analysis is then used to predict overall satisfaction on the factors created in the 
previous step.  As noted above, regression analysis is run in two steps.  The first step is used to derive preliminary 
estimates of the importance of the various satisfaction elements and to identify outliers and leverage points.  Those 
outliers and leverage points are eliminated before running the second regression model which produces final 
estimates of the importance of each satisfaction element.

Derived Importance.  The relative importance of each survey item is derived from the combined results of the factor 
and regression analyses.  The correlations of each question with each factor are squared and then multiplied by the 
standardized (beta) regression coefficients associated with each of those factors.  This sum is then rescaled so that 
the largest value (most important item) is rescaled to 100 points, the smallest value is rescaled to 0 points and the 
median value is rescaled to 50 points.

Performance Analysis.  To develop the performance scores, raw performance ratings for the plan are compared to 
our national average of 28 adult Medicaid health plans and a relative percentile for each item in the model is 
computed for the plan.

Methodology



56 DSS ResearchHEDIS 2009 - CAHPS 4.0H Member Survey l ANTHEM BLUE CROSS BLUE SHIELD OF INDIANA I Adult Medicaid | HMO

Classification Matrix. Results of the modeling are presented in a classification matrix.  The importance and 
performance results for each item in the model are plotted in a matrix like the one shown below.  This matrix 
provides a quick summary of what is most important to your members and how your plan is doing on those items.  
The matrix is divided into four quadrants.  The quadrants are defined by the point where the medians of the 
importance and performance scales intersect.  The four quadrants can be interpreted as follows:
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Relative Importance

POWeR Classification Matrix

 Power. These items are very important to your members 
and your performance levels on these items are high. 
Promote and leverage strengths in this quadrant.

 Opportunity. Items in this quadrant are very important to 
your members, but your performance is below average.  
Focus resources on improving processes that underlie 
these items and look for significant improvements in 
satisfaction scores.

 Wait. Though still important to your members, these 
items are somewhat less important than those that fall 
on the right hand of the chart.  Relatively speaking, your 
performance is low on these items.  Dealing with these 
items can wait until more important items have been 
dealt with.

 Retain. Items in this quadrant are also somewhat less 
important to your members, but your performance is 
above average.  Simply maintain performance on these 
items.

Methodology
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Variables in the Model
Variables from the CAHPS 4.0H survey that are important in determining member satisfaction are summarized 
below.  This table also identifies the dependent variable (Q35 -- overall rating of health plan) and the independent or 
predictor variables.  Finally, it shows how the variables are coded for the importance and the performance analyses.  

Coding for Regression (Importance)

q35 Rating of overall heath plan 0 through 10, All other = missing

q04 How often you got the care right away when needed
q06 How often got an appointment as soon as needed
q08 How often talked with doctor about possible prevention
q10 Doctor discussed pros/cons of treatment choices
q11 Doctor ask which choice was best for you
q12 Rating of all your health care 0 through 10, All other = missing
q15 How often personal doctor's explanation easy to understand
q16 How often personal doctor listen carefully
q17 How often personal doctor show respect
q18 How often personal doctor spent enough time with you
q20 How often personal doctor informed about care from doctors
q21 Rating of your personal doctor 0 through 10, All other = missing
q23 How often easy to get appointments with specialists Always = 4, Usually = 3, Sometimes = 2, Never = 1, All other = missing
q25 Rating of the specialist 0 through 10, All other = missing
q27 How often easy to get the care, tests, or treatment
q29 How often written materials or Internet provide information
q31 How often customer service gave information or help needed
q32 How often customer service treated you with courtesy/respect
q34 How often forms easy to fill out

qx35b Rating on helpfulness of EOB in understanding what was covered
Very helpful = 4, Somewhat helpful = 3, Not too helpful = 2, Not at all helpful = 

1

qx35c How much of problem were delays in care due to waiting for approval
qx48a How much of problem finding doctor who met cultural needs

qx51a Rating on health plan website ease of use Very easy = 4, Easy = 3, Difficult = 2, Very difficult = 1,  All other = missing

Variables Used in the Model
Dependent Variable

Independent Variables

Definitely yes = 4, Somewhat yes = 3, Somewhat no = 2, Definitely no = 1, All 
other = missing

Not a problem = 3, Small problem = 2, Big problem = 1

Always = 4, Usually = 3, Sometimes = 2, Never = 1, All other = missing

Always = 4, Usually = 3, Sometimes = 2, Never = 1, All other = missing

Always = 4, Usually = 3, Sometimes = 2, Never = 1, All other = missing
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Factor Correlations with Survey Variables

Factor Analysis. Factor analysis reduced the 23 highly-correlated model variables to 10 orthogonal (uncorrelated) 
factors that explain 78% of the variation in the original variables.  This is necessary due to the strong relationships 
or correlation between certain variables.  The table below shows the factor correlations or loadings.  For readability, 
only those variables with correlations greater than 0.250 are displayed.

Results

1 2 3 4 5 6 7 8 9 10
q17 How often personal doctor show respect 0.918
q16 How often personal doctor listen carefully 0.910
q15 How often personal doctor's explanation easy to understand 0.804
q18 How often personal doctor spent enough time with you 0.791
q21 Rating of your personal doctor 0.641 0.464

qx51a Rating on health plan website ease of use 0.823
q31 How often customer service gave information or help needed 0.657 0.294

qx35c How much of problem were delays in care due to waiting for 
approval

0.591 0.537 0.268

q06 How often got an appointment as soon as needed 0.815 0.261
q23 How often easy to get appointments with specialists 0.616 0.508
q29 How often written materials or Internet provide information 0.520 0.600 0.420

qx35b Rating on helpfulness of EOB in understanding what was 
covered 0.777 0.327

q27 How often easy to get the care, tests, or treatment 0.449 0.630
qx48a How much of problem finding doctor who met cultural needs 0.853
q04 How often you got the care right away when needed 0.417 0.265 0.551
q12 Rating of all your health care 0.410 0.273 0.508
q11 Doctor ask which choice was best for you 0.871
q10 Doctor discussed pros/cons of treatment choices 0.623 0.519
q20 How often personal doctor informed about care from doctors 0.312 0.733
q08 How often talked with doctor about possible prevention 0.302 0.790
q32 How often customer service treated you with courtesy/respect 0.542 0.256 0.587
q25 Rating of the specialist 0.903
q34 How often forms easy to fill out 0.942

Question Survey Items Factors
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Regression Analysis. The 10 factors identified in the previous step were used as predictors in a regression model 
with Q35, overall satisfaction with the health plan, as the dependent variable.  Regression was first run to test the 
model and identify any observations that have a high degree of leverage on the regression coefficients 
(disproportionately high degree of influence relative to others) as well as observations that can be considered 
outliers because of inconsistent responses.

The high leverage cases and outliers were removed and the regression model was rerun.  The regression 
coefficients for each factor provide the second set of inputs necessary to determine the key drivers of overall 
satisfaction.  These coefficients provide estimates of the relative importance of each factor in determining overall 
satisfaction.  The table below shows the raw regression coefficients, beta coefficients (standardized regression 
coefficients) and the statistical significance of those coefficients.  This model explains 48% of the variation in the 
dependent variable (R2 = 0.476).

Regression Coefficients

Results

Constant 8.3967 0.0000 0.0000
Factor 1 -- q17, q16, q15, q18, q21 0.2484 0.1467 0.0033
Factor 2 -- qx51a, q31, qx35c 0.1961 0.1156 0.0199
Factor 3 -- q06, q23, q29 0.3602 0.2055 0.0000
Factor 4 -- qx35b, q27 0.6766 0.3971 0.0000
Factor 5 -- qx48a, q04, q12 0.6305 0.3690 0.0000
Factor 6 -- q11, q10 -0.0093 -0.0057 0.9083
Factor 7 -- q20 0.4276 0.2546 0.0000
Factor 8 -- q08, q32 0.3522 0.2015 0.0001
Factor 9 -- q25 0.1637 0.1003 0.0426
Factor 10 -- q34 -0.0547 -0.0315 0.5232

Variable Significance LevelStandardized (Beta) 
Coefficients

Unstandardized 
Coefficients
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Derived Importance. The 
importance of each survey item 
is derived from the combined 
results of the factor and 
regression analyses.  The 
correlations of each question 
with each factor were squared 
and then multiplied by the 
standardized (beta) regression 
coefficients associated with each 
of those factors.  This sum was 
then rescaled so that the largest 
value (most important item) is 
rescaled to 100 points, the 
smallest value is rescaled to 0 
points and the median value is 
rescaled to 50 points.

Plan Performance. To develop 
the performance scores, raw 
performance ratings for the plan 
are compared to our national 
average of 28 adult Medicaid 
health plans and a relative 
percentile for each item in the 
model is computed for the plan.

Results

Question Survey Items Importance Performance
qx48a How much of problem finding doctor who met cultural needs 100 100
qx35b Rating on helpfulness of EOB in understanding what was 100 53
q27 How often easy to get the care, tests, or treatment 86 59
q04 How often you got the care right away when needed 70 41

qx35c How much of problem were delays in care due to waiting for 
approval 66 77

q29 How often written materials or Internet provide information 61 67
q12 Rating of all your health care 61 89
q20 How often personal doctor informed about care from doctors 59 81
q08 How often talked with doctor about possible prevention 56 44
q06 How often got an appointment as soon as needed 54 85
q21 Rating of your personal doctor 53 19
q23 How often easy to get appointments with specialists 50 96
q16 How often personal doctor listen carefully 47 63
q18 How often personal doctor spent enough time with you 46 33
q17 How often personal doctor show respect 46 37
q32 How often customer service treated you with courtesy/respect 40 67
q15 How often personal doctor's explanation easy to understand 36 78

qx51a Rating on health plan website ease of use 31 34
q25 Rating of the specialist 31 93
q31 How often customer service gave information or help needed 28 15
q10 Doctor discussed pros/cons of treatment choices 26 85
q34 How often forms easy to fill out 4 4
q11 Doctor ask which choice was best for you 0 85
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POWeR Matrix. Finally, the 
importance and performance results 
are summarized in the POWeR 
Matrix to the right.  The biggest 
opportunity for improving overall 
satisfaction is to focus on the items in 
the “Opportunity Quadrant.” These 
are items that are important to 
members on which the plan received 
below average performance ratings.  

The items that fall into the 
“Opportunity Quadrant” are (in order 
of importance):

Got care right away when needed

Talked with doctor about possible 
prevention

Personal doctor overall

Focus resources on improving 
processes that underlie these items 
and look for significant improvements 
in overall satisfaction scores.

Overall Care Access to Care Customer Service
Website Communication
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Appendix F
Questionnaire
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Appendix G
Crosstabulations
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Crosstabulations Instructions

The following tables show detailed results for each question in your survey.  Crosstabulations or “crosstabs” let you compare 
the results across different groups (i.e., males versus females).  The following instructions are provided to aid you in analyzing 
the data in these tables:

Across the top of the table are column headers indicating the different categories by which the data are being compared.  The 
first group of columns is the health plan’s total results for the current year and up to two prior years. This allows you to see 
how you are performing over time.  The Quality Compass Average from the previous year and the current DSS Average are 
also provided in the first group of columns (the current year’s Quality Compass results were not available at the time this 
report was written).  These averages give you a national benchmark to compare your results to.  Following the plan total 
columns are other demographic categories, such as years with the plan, current health status, age, gender and education 
level.

Listed down the left side of the table are row labels.  First, there is a “Total” row which represents the total number of 
respondents who are eligible to answer that question.  Next, there are labels for “Multiple mark” and “No response.”
Respondents who give multiple answers or no answer are removed from the base.  Then, the “Base” row gives the number of 
respondents who responded appropriately to that question.  Finally, there are labels for the relevant responses to that 
question.  For example, “always”, “usually”, “sometimes” and “never” are possible responses to the question, “In the last 12 
months, how often did your health plan handle your claims quickly?”

Among the possible responses down the left side are items such as “top two box” and “top three box.” These are summary 
scores of either the top two responses or top three responses.  For example, on a 0 to 10 scale, the “top two box” indicates 
how many respondents gave a “9” or “10” on the question.  In addition, there are some tables with the row label, “HEDIS 
Rate.” This designates which response or group of responses are reported by NCQA for that question.  For example, “HEDIS 
Rate (% Always + % Usually)” indicates that this is a question where NCQA reports the percentage of respondents who gave 
either “always” or “usually” as the response to that question.

Significance between groups is indicated by an upper-case letter beneath a column percentage.  If a letter is present under a 
percentage, that percentage is significantly higher than the percentage (on the same row) in the corresponding column.  In 
calculating significance, a Z-test is conducted at the 95% confidence level.

An example is provided on the following page.



65 DSS ResearchHEDIS 2009 - CAHPS 4.0H Member Survey l ANTHEM BLUE CROSS BLUE SHIELD OF INDIANA I Adult Medicaid | HMO

Crosstabulations Instructions
Example

1 For this example, results for males versus females 
are being compared.
2 The total number of respondents eligible for this 
question is 159 -- 51 are males and 106 are females.  
You will notice the sum of the number of males and 
females does not add up to the total (159).  This 
indicates that two respondents did not report their 
gender on the survey.
3 The total number of respondents that gave valid 
answers to this question is 139 (8 males and 12 
females either did not answer this question or replied 
they don’t know).
4 NCQA reports the percent responding “Always” or 
“Usually” to this question.
5 Significantly more females than males gave the 
response “Always” or “Usually” to this question.  The 
letter “B” below the percentage indicates 97.9% is 
significantly higher than the percentage in column B 
(74.4%) at the 95% confidence level. 

 2007             ===== GENDER1 ===== 
 Plan 
 Total Male Female 
 (A) (B) (C) 
 ---------- ---------- ----------  
Total 1592 51 106 
 100% 100% 100% 
 
Multiple Mark * * * 
       
No response 2 0 2 
 0.6% 0.0% 0.9% 
 
Don’t know 18 8 10 
 11.3% 15.7% 9.4% 
 
BASE = Those who 1393 43 94 
responded 87.4% 84.3% 88.7% 
 
Never 6 5 1 
 4.3% 11.6% 1.1% 
  C 
 
Sometimes 7 6 1 
 5.0% 14.0% 1.1% 
  C 
 
Usually 53 23 30 
 38.1% 53.5% 31.9%  
  C  
 
Always 73 9 62 
 52.5% 20.9% 66.0% 
   B 
   
HEDIS Rate (%Always + 126 32 92 
%Usually)4 90.6% 74.4% 97.9%  
   B5 
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Background

DSS has conducted the HEDIS/CAHPS® member survey since 1995.  For participating plans (those who submit their data to 
NCQA) this information can be disclosed to the public and provides a direct comparison to other participating plans.  The 2009 
HEDIS/CAHPS® 4.0H survey accurately captures customer feedback and expands the scope of information gathered relative to 
quality of care issues.  

Objectives

Specific objectives of the 2009 HEDIS/CAHPS ® 4.0H member satisfaction survey include:

Determination of member ratings of:

• Their Health Plan Overall

• Overall Health Care Provided  

• Their Personal Doctor Overall

• Specialist Care Overall

Assessment of member perceptions related to:

• Customer Service

• Getting Needed Care

• Getting Care Quickly

• How Well Doctors Communicate

• Shared Decision Making

• Coordination of Care

• Health Promotion and Education

Standard measurement of all areas mentioned to facilitate meaningful comparisons among health plans that wish to disclose 
their data to health care consumers.

Background and Objectives
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Executive Summary

Personal Doctor and Specialist
 How well doctors communicate and shared decision making heavily influence personal doctor and specialist ratings.

• Personal doctor ratings of an 8, 9 or 10 increased from last year, are above the 2008 QC Average and below the 2009 DSS 
Average.

• Personal doctor ratings of a 9 or 10 increased significantly from last year, are significantly above the 2008 QC Average and 
above the 2009 DSS Average.

 The getting care quickly composite mean score is above the 2009 DSS Average.  The greatest opportunity for improvement in 
the composite revolves around members being able to get regular/routine appointments as soon as needed.

Health Care
 Getting needed care and getting care quickly heavily influence overall health care ratings.

• Health care ratings of an 8, 9 or 10 decreased from last year, are above the 2008 QC Average and above the 2009 DSS 
Average.

• Health care ratings of a 9 or 10 decreased from last year, are above the 2008 QC Average and significantly above the 2009 
DSS Average.

 The getting needed care composite mean score is significantly above the 2009 DSS Average.  The greatest opportunity for 
improvement in the composite revolves around making it easier for members to see a specialist.

 The customer service composite mean score is above the 2009 DSS Average.  The greatest opportunity for improvement in the 
composite revolves around members being able to get needed information from customer service.

• Health plan ratings of a 9 or 10 increased significantly from last year, are significantly above the 2008 QC Average and above 
the 2009 DSS Average.

• Health plan ratings of an 8, 9 or 10 increased significantly from last year, are significantly above the 2008 QC Average and 
significantly above the 2009 DSS Average.

 Although all survey measures drive the overall health plan rating, customer service is directly under the health plan’s control 
(details can be found in the relevant sections of the report).

Health Plan
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Executive Summary

Key Driver Analysis

• Specialist ratings of an 8, 9 or 10 increased from last year, are significantly above the 2008 QC Average and significantly 
above the 2009 DSS Average.

 The biggest opportunity for improving overall satisfaction is to focus on the items that are the most important to members on 
which the plan received below average performance ratings.  These items are (by order of importance): Doctor shows respect, 
doctor listens carefully, ease of using health plan website, doctor spends enough time and doctor’s explanation easy to 
understand.  Focus resources on improving processes that underlie these items and look for significant improvements in overall 
satisfaction scores.

 The shared decision making composite mean score is above the 2009 DSS Average.  The greatest opportunity for improvement 
in the composite revolves around doctors asking patients which treatment choice is best for them.

 The how well doctors communicate composite mean score increased from last year, is significantly above the 2008 QC Average 
and is above the 2009 DSS Average.  The greatest opportunity for improvement in the composite revolves around doctors 
spending enough time with patients.

• Specialist ratings of a 9 or 10 increased from last year, are significantly above the 2008 QC Average and significantly above 
the 2009 DSS Average.
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Methodology
Questionnaire

Beginning in 2009, the CAHPS 4.0H survey is used.  NCQA made significant changes to the child survey for 2009 that affect 
trending to prior years.  Footnotes are provided throughout this report describing the relevant changes.

DSS designed the formatting for the survey instrument and mailed an attractively formatted booklet with a cover letter explaining 
the importance of completing the survey to the sampled members via first class postage.  A return business reply envelope 
addressed to DSS was included with each questionnaire.  A copy of the survey is provided in Appendix E.

Qualified Respondents

Members eligible for the survey are parents of those 17 years or younger (as of December 31 of the measurement year) who are 
currently enrolled and who were enrolled in the health plan the last six months of the measurement year and had no more than 
one gap in enrollment (not exceeding 45 days) during any time from July 1, 2008 to December 31, 2008.

Data Collection

We used the methodology detailed in Volume 3 HEDIS 2009 Specifications for Survey Measures. A synopsis of the methodology 
is outlined below.

Sample Design

A simple random sample of eligible members was drawn employing the required same size for the population.  To reduce 
respondent burden, the sample was deduplicated so that only one child per household was included in the sample.

5/22/200981 daysLast day to accept completed surveys
5/4/200970 daysComplete telephone interviewing

NA60 daysThird questionnaire mailing
4/20/200956 daysInitiate telephone interviewing
4/9/200939 – 45 daysSecond reminder postcard/letter
3/30/200935 daysSecond questionnaire mailing
3/5/20094 – 10 daysFirst reminder postcard/letter
2/23/20090 daysFirst questionnaire mailing (Initiate Internet protocol)

DateTimeframeSurvey Protocol
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4.4%Overall Sampling Error
31.74%Adjusted Response Rate

29Internet Completes
226Phone Completes
244Mail Completes
499Total Completed Surveys
78Total Ineligible

1650Total Mailed
VolumeItem

Methodology

There were 12 surveys completed in Spanish.

Spanish Surveys

Return Volume

DSS staffed a toll-free phone line that allowed members to call if they had any questions.

Staffing of the Toll-Free Help Line

DSS processed all completed surveys and analyzed the results.

Data Processing and Analysis

Most measures are compared to the 2008 Child Medicaid Average from Quality Compass (2008 QC Average) and the 2009 DSS 
Child Medicaid Book of Business (2009 DSS Average).  The DSS Book of Business is made up of 22 Child Medicaid plans with a 
total of 16,872 respondents.

Comparison Averages

A sample of 499 members was obtained in which the overall sampling error is ±4.4% at the 95% confidence level using the most 
pessimistic assumption regarding variance (p=0.5). 

Sample Size/Sampling Error
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Summary of Overall Ratings 
and Composite Scores
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 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average. Note: The DSS Average is the DSS Child Medicaid Book of Business.
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• The Specialist Overall rating is higher than last year, significantly higher than the 2008 QC Average and significantly higher than the 2009 DSS Average.

• The Personal Doctor Overall rating is higher than last year, higher than the 2008 QC Average and lower than the 2009 DSS Average.

• The Health Care Overall rating is lower than last year, higher than the 2008 QC Average and higher than the 2009 DSS Average.

• The Health Plan Overall rating is significantly higher than last year, significantly higher than the 2008 QC Average and significantly higher than the 2009 
DSS Average.

2008 QC 
Average

2008 QC 
Average

2008 QC 
Average

2008 QC 
Average
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 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.
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Percent Definitely Yes

• The Getting Care Quickly composite global proportion is higher than the 2009 DSS Average.

• The How Well Doctors Communicate composite global proportion is higher than last year, lower than the 2008 QC Average and lower than the 2009 DSS 
Average.

• The Shared Decision Making composite global proportion is higher than the 2009 DSS Average.

• The Getting Needed Care composite global proportion is significantly higher than the 2009 DSS Average.

• The Customer Service composite global proportion is higher than the 2009 DSS Average.

The box around the composite label indicates NCQA will assign a measure result 
of NA for 2009 because the denominator (i.e., the average number of responses 
across all questions used to calculate the composite) is less than 100.

1 Composite not trendable to 2008 due to changes in question wording and/or 
response choices of component questions in 2009.
2 Component questions were added to and/or deleted from the composite 
calculations as defined by NCQA in 2009.
3 Composite added to survey in 2009.
Note: The DSS Average is the DSS Child Medicaid Book of Business.
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2.651

2.623

2.525

2.490

2.598

0 1 2 3

How Well Doctors
Communicate

Getting Care Quickly

Customer Service

Getting Needed Care

Shared Decision
Making

Composite Mean Scores

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

 

 

 


 

 

• The Getting Care Quickly composite mean score is higher than the 2009 DSS Average.

• The Shared Decision Making composite mean score is higher than the 2009 DSS Average.

• The Getting Needed Care composite mean score is significantly higher than the 2009 DSS Average.

• The Customer Service composite mean score is higher than the 2009 DSS Average.

• The How Well Doctors Communicate composite mean score is higher than last year, significantly higher than the 2008 QC Average and higher than the 
2009 DSS Average.

2

1,2

1,2

3 NA

NA

NA

NA

2.579

2008 QC 
Average

2.574NA

2.582

2.336*

2.471

2.635

2009 DSS 
Average

2.605

NA

NA

2008

NA

The box around the composite label indicates NCQA will assign a measure result 
of NA for 2009 because the denominator (i.e., the average number of responses 
across all questions used to calculate the composite) is less than 100.

1 Composite not trendable to 2008 due to changes in question wording and/or 
response choices of component questions in 2009.
2 Component questions were added to and/or deleted from the composite 
calculations as defined by NCQA in 2009.
3 Composite added to survey in 2009.
Note: The DSS Average is the DSS Child Medicaid Book of Business.
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Health Plan
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Customer Service

Note: The DSS Average is the DSS Child Medicaid Book of Business.

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

95.1%

2009 
DSS 

Average

88.5%

6.3%
94.8%

NANA
0%

20%
40%
60%
80%

100%

2007 2008 2009

Percent Always
Percent Usually

  

Q35. Health plan forms were easy to fill out1

(% Responding “Always” or “Usually”)
Q34. Health plan gave member forms to fill out

(% Responding “Yes”)

29.5%

2009 
DSS 

Average

16.2% 25.7%

NA
20.6%

0%
20%
40%
60%
80%

100%

2007 2008 2009

 

1 Question not trendable to 2008 or 2007 due to changes in question wording 
and/or response choices in 2009.

• The rate for health plan forms were easy to fill out is lower than the 2009 DSS Average.

• The percent filling out health plan forms is significantly higher than last year, significantly higher than the 2008 QC Average and lower than the 2009 DSS 
Average.

2008 QC 
Average
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20.2% 17.1%
NA

23.3%

0%
20%
40%
60%
80%

100%

2007 2008 2009

57.0%

26.6%

83.5%

NANA
0%

20%
40%
60%
80%

100%

2007 2008 2009

74.7%

15.2%
89.9%

NANA
0%

20%
40%
60%
80%

100%

2007 2008 2009

Q32. Received needed information 
from health plan’s customer service2

(% Responding “Always” or “Usually”)

2.471
83.4%

2009 DSS 
Average

NA
NA

2008 QC 
Average

Customer Service1

NA
NA

2007

NA
NA

2008

2.525Composite Mean Score
86.7%Composite Global Proportion

2009 vs.
QC Avg.

2009 vs. 
20082009

 



  

Customer Service

18.6%

2009 
DSS 

Average

77.4%

2009 
DSS 

Average

Q33. Customer service staff treated 
you with courtesy and respect3

(% Responding “Always” or “Usually”)

89.3%

2009 
DSS 

Average

  
Percent Always
Percent Usually

Q31.  Tried to get information or help from 
health plan’s customer service

(% Responding “Yes”)

• The rate for customer service treated you with courtesy and respect is higher than the 2009 DSS Average.

• The rate for received needed information from health plan’s customer service is higher than the 2009 DSS Average.

• The percent trying to get information or help from the health plan’s customer service is lower than last year, significantly lower than the 2008 QC Average 
and lower than the 2009 DSS Average.

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

Note: The DSS Average is the DSS Child Medicaid Book of Business.

NCQA will assign a measure 
result of NA for 2009 because   
the denominator is less than 100.

NCQA will assign a measure 
result of NA for 2009 because   
the denominator is less than 100.

NCQA will assign a measure result 
of NA for 2009 because the 
denominator (i.e., the average 
number of responses across all 
questions used to calculate the 
composite) is less than 100.

1 Composite not trendable to 2008 or 2007 due to changes in question wording and/or response choices of 
component questions, the deletion of one question and addition of one question in 2009.
2 Question not trendable to 2008 or 2007 due to changes in question wording and/or response choices in 2009.
3 Question added to survey in 2009.

2008 QC 
Average
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Customer Service 
2009 Plan Results

The customer service composite mean score is an equally weighted grand mean of the two component questions.

Q32 mean + Q33 mean
2

* The composite contribution is calculated by dividing the component mean by the maximum score (3.00) and then dividing that result by the number of 
component measures that make up the composite (2).

5.9%50.0%44.1%2.646(Q33) Staff treated you 
with courtesy and respect

Composite 
Contribution*

84.2%

Gap

Maximum 
Possible 

Contribution
Component 

Mean
Component
Questions

2.525

2.405

Composite Mean Score:

(Q32) Info. from 
customer service

15.8%

9.9%

100.0%

50.0%40.1%

• The greatest opportunity for improvement in the customer service composite revolves around improving members’ experiences with getting 
needed information from customer service.
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Health Care
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59.3%

25.7%

85.0%

NANA
0%

20%
40%
60%
80%

100%

2007 2008 2009

52.1%
41.4%

NA

49.1%

0%
20%
40%
60%
80%

100%

2007 2008 2009

67.6%

18.6%

86.2%

NANA
0%

20%
40%
60%
80%

100%

2007 2008 2009

Getting Needed Care

Q26. Getting an appointment with 
a specialist was easy2

(% Responding “Always” or “Usually”)

2.336*
78.9%*

2009 DSS 
Average

NA
NA

2008 QC 
Average

Getting Needed Care1

NA
NA

2007

NA
NA

2008

2.490Composite Mean Score
85.6%Composite Global Proportion

2009 vs.
QC Avg.

2009 vs. 
20082009

 

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

74.8%*

2009 
DSS 

Average

 

  

Q30. Getting needed care, 
tests or treatment was easy2

(% Responding “Always” or “Usually”)
Q29. Tried to get care, tests or treatment

(% Responding “Yes”)

35.2%*

2009 
DSS 

Average

83.0%

2009 
DSS 

Average

Percent Always
Percent Usually

• The rate for ease of getting needed care, tests or treatment is higher than the 2009 DSS Average.

• The percent who needed care, tests or treatment is significantly lower than last year, significantly lower than the 2008 QC Average and significantly higher 
than the 2009 DSS Average.

• The rate for ease of getting an appointment with a specialist is significantly higher than the 2009 DSS Average.

1 Composite not trendable to 2008 or 2007 due to changes in question wording and/or response 
choices of component questions and the deletion of component questions in 2009.
2 Question not trendable to 2008 or 2007 due to changes in question wording and response choices.
Note: The DSS Average is the DSS Child Medicaid Book of Business.

2008 QC 
Average
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Getting Needed Care
2009 Plan Results

The getting needed care composite mean score is an equally weighted grand mean of the two component questions.

Q26 mean + Q30 mean
2

* The composite contribution is calculated by dividing the component mean by the maximum score (3.00) and then dividing that result by the number of 
component measures that make up the composite (2).

2.490

2.537

2.442

Component 
Mean

Composite Mean Score:

(Q30) Easy to get needed 
care, tests or treatment

(Q26) Easy to see a 
specialist

Component
Questions Gap

Maximum 
Possible 

Contribution
Composite 

Contribution*

17.0%

7.7%

9.3%50.0%40.7%

100.0%83.0%

50.0%42.3%

• The greatest opportunity for improvement in the getting needed care composite revolves around making it easier for members to get an 
appointment to see a specialist.



18 DSS ResearchHEDIS 2009 - CAHPS 4.0H Member Survey l ANTHEM BLUE CROSS BLUE SHIELD OF INDIANA I Child Medicaid | HMO

39.8% 43.9%

NA

38.4%
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81.7%73.3%

11.3%17.1%
93.0%90.4%

NA

86.4%
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100%

2007 2008 2009

62.1%
74.0%

NA

59.5%

0%
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100%
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66.8%61.6%

16.5%27.7%
83.2%89.3%

NA

83.7%

0%
20%
40%
60%
80%

100%

2007 2008 2009

90.2%

2009 
DSS 

Average

2.574
87.3%

2009 DSS 
Average

NA
NA

2008 QC 
Average

Getting Care Quickly1

NA
NA

2007

NA
NA

2008

2.623Composite Mean Score
88.1%Composite Global Proportion

2009 vs.
QC Avg.

2009 vs. 
20082009

Percent Always
Percent Usually

Q4. Got urgent care as soon as needed
(% Responding “Always” or “Usually”)

Q6. Got regular/routine 
appointment as soon as needed
(% Responding “Always” or “Usually”)

 



  



Getting Care Quickly

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

84.3%

2009 
DSS 

Average

Q5. Made appointments for health 
care at doctor’s office or clinic

(% Responding “Yes”)

Q3. Child had illness, injury or condition 
that needed care right away

(% Responding “Yes”)

41.4%

2009 
DSS 

Average

69.9%*

2009 
DSS 

Average

 



 

 

• The rate for got regular/routine appointment as soon as needed is significantly lower than last year, lower than the 2008 QC Average and lower than the 
2009 DSS Average.

• The percent who made appointments with a doctor or other health care provider is significantly higher than last year, significantly higher than the 2008 QC 
Average and significantly higher than the 2009 DSS Average.

• The rate for got urgent care as soon as needed is higher than last year, significantly higher than the 2008 QC Average and higher than the 2009 DSS 
Average.

• The percent who had an illness or injury that needed care right away is higher than last year, significantly higher than the 2008 QC Average and higher 
than the 2009 DSS Average.

1 Composite not trendable to 2008 or 2007 due to the deletion of two component questions.
Note: The DSS Average is the DSS Child Medicaid Book of Business.

2008 QC 
Average

2008 QC 
Average

2008 QC 
Average

2008 QC 
Average
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Getting Care Quickly
2009 Plan Results

The getting care quickly composite mean score is an equally weighted grand mean of the two component questions.

Q4 mean + Q6 mean
2

* The composite contribution is calculated by dividing the component mean by the maximum score (3.00) and then dividing that result by the number of 
component measures that make up the composite (2).

87.5%

45.8%

41.7%

Composite 
Contribution* Gap

Maximum 
Possible 

Contribution
Component 

Mean
Component
Questions

12.5%

4.2%

8.3%50.0%2.500(Q6) Got regular/routine 
appointment as soon as needed

100.0%2.623Composite Mean Score:

50.0%2.746(Q4) Got urgent care as soon as 
needed

• The greatest opportunity for improvement in the getting care quickly composite revolves around members getting regular/routine 
appointments as soon as needed.
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Personal Doctor and Specialists
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95.2%

NA

89.9%
83.1%

0%

20%

40%

60%

80%

100%

2007 2008 2009

2.59

NA NA
0

1

2

3

4

5

2007 2008 2009

Personal Doctor

Q13. Have a personal doctor
(% Responding “Yes”)

Q14. Average number of visits to personal 
doctor in last 6 months1

 

 

 

Note: The DSS Average is the DSS Child Medicaid Book of Business.

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

87.9%*

2009 
DSS 

Average

2.24*

2009 
DSS 

Average

1 Question added to survey in 2009.

• The average number of personal doctor visits in the last 6 months is significantly higher than the 2009 DSS Average.

• The percent who have a personal doctor or nurse is significantly higher than last year, significantly higher than the 2008 QC Average and significantly 
higher than the 2009 DSS Average.

2008 QC 
Average
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25.6% 24.6%

NA

25.0%
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23.1%

90.3%

NA

22.6%

0%

20%
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80%

100%

2007 2008 2009

Specialists

Q25. Tried to make appointments to 
see a specialist in last 6 months

(% Responding “Yes”)

Q27. Number of specialists seen 
in last 6 months1

(% Responding “One or more”)

 

 

 

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

88.0%

2009 
DSS 

Average

21.8%

2009 
DSS 

Average

• The percent who have seen at least one specialist in last 6 months is significantly higher than last year, significantly higher than the 2008 QC Average and 
higher than the 2009 DSS Average.

• The percent who tried to make an appointment with a specialist in last 6 months is lower than last year, lower than the 2008 QC Average and higher than 
the 2009 DSS Average.

1 Question not trendable to 2008 due to changes in question wording and response choices in 
2009.  Also, in 2009, question asked only of those who tried to make an appointment.  In 2008 
and 2007, question asked of all respondents.
Note: The DSS Average is the DSS Child Medicaid Book of Business.

2008 QC 
Average 2008 QC 

Average
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78.9%73.5%

11.1%14.9%
90.0%88.4%
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83.4%86.0%
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2.635
90.7%

2009 DSS 
Average

2.579
89.7%

2008 QC 
Average

How Well Doctors Communicate

NA
NA

2007

2.605
88.8%
2008

2.651Composite Mean Score
89.3%Composite Global Proportion

2009 vs.
QC Avg.

2009 vs. 
20082009

How Well Doctors Communicate

Q16. Doctor listened carefully
(% Responding “Always” or “Usually”)

Q15. Doctor explained things in a way 
that was easy to understand

(% Responding “Always” or “Usually”)

Q17. Doctor showed respect for what you had to say
(% Responding “Always” or “Usually”)

Q20. Doctor spent enough time with child
(% Responding “Always” or “Usually”)

Percent Always
Percent Usually

    

    

Note: The DSS Average is the DSS Child Medicaid Book of Business.

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

92.3%

2009 
DSS 

Average91.8%

2009 
DSS 

Average

93.8%

2009 
DSS 

Average

84.7%

2009 
DSS 

Average

• The rate for doctors spent enough time is lower than last year, lower than the 2008 QC Average and lower than the 2009 DSS Average.

• The rate for doctors showed respect is higher than last year, higher than the 2008 QC Average and lower than the 2009 DSS Average.

• The rate for doctors listened carefully is higher than last year, lower than the 2008 QC Average and lower than the 2009 DSS Average.

• The rate for doctors explained things is higher than last year, lower than the 2008 QC Average and lower than the 2009 DSS Average.

2008 QC 
Average

2008 QC 
Average

2008 QC 
Average

2008 QC 
Average
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How Well Doctors Communicate 
2009 Plan Results

The how well doctors communicate composite mean score is an equally weighted grand mean of the four component 
questions.

Q15 mean + Q16 mean + Q17 mean + Q20 mean
4

* The composite contribution is calculated by dividing the component mean by the maximum score (3.00) and then dividing that result by the number of 
component measures that make up the composite (4).

2.651

2.733

2.723

2.688

2.459

Component 
Mean Gap

Maximum 
Possible 

Contribution
Composite 

Contribution*
Component
Questions

11.6%

2.2%

2.3%

2.6%

4.5%

25.0%22.4%(Q15) Doctor explained things

100.0%88.4%Composite Mean Score:

25.0%22.8%(Q17) Doctor showed respect

25.0%22.7%(Q16) Doctor listened carefully

25.0%20.5%(Q20) Doctor spent enough time

• The greatest opportunity for improvement in the how well doctors communicate composite revolves around doctors spending enough time 
with patients.



25 DSS ResearchHEDIS 2009 - CAHPS 4.0H Member Survey l ANTHEM BLUE CROSS BLUE SHIELD OF INDIANA I Child Medicaid | HMO

70.0%66.3%

21.1%19.1%
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• The rate for doctor talked with parent about how child is feeling, growing, and behaving is significantly higher than last year, significantly higher than the 
2008 QC Average and significantly higher than the 2009 DSS Average.

• The percent reporting child is able to talk to doctors about health care is lower than last year, lower than the 2008 QC Average and significantly lower than 
the 2009 DSS Average.

• The rate for doctors explained things in a way child could understand is higher than last year, significantly higher than the 2008 QC Average and higher than 
the 2009 DSS Average.

Q.21 Doctor Talked With You About How 
Child is Feeling/Growing/Behaving

(% Responding “Yes”)

Q.18 Child is Able to Talk With Doctors 
About Health Care
(% Responding “Yes”)

Q.19 Doctors Explained Things in a Way 
Child Could Understand

(% Responding “Always” or “Usually”)
Percent Always
Percent Usually

Note: The DSS Average is the DSS Child Medicaid Book of Business.

66.6%*

2009 
DSS 

Average

89.4%

2009 
DSS 

Average

82.9%*

2009 
DSS 

Average
 

 

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

 





26 DSS ResearchHEDIS 2009 - CAHPS 4.0H Member Survey l ANTHEM BLUE CROSS BLUE SHIELD OF INDIANA I Child Medicaid | HMO

NA

47.7%

NA
0%

20%
40%
60%
80%

100%

2007 2008 2009

NA

71.7%

NA
0%

20%
40%
60%
80%

100%

2007 2008 2009

NA

61.8%

NA
0%

20%
40%
60%
80%

100%

2007 2008 2009

Shared Decision Making

Q9. Doctor told you there were choices 
for your child’s treatment or health care2

(% Responding “Yes”)

2.582
66.0%

2009 DSS 
Average

NA
NA

2008 QC 
Average

Shared Decision Making1

NA
NA

2007

NA
NA

2008

2.598Composite Mean Score
66.8%Composite Global Proportion

2009 vs.
QC Avg.

2009 vs. 
20082009

 

Note: The DSS Average is the DSS Child Medicaid Book of Business.

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

42.1%*

2009 
DSS 

Average

Q10. Doctor discussed pros and cons    
of each treatment choice2

(% Responding “Definitely Yes”)

Q11. Doctor asked you which treatment 
choice was best for your child2

(% Responding “Definitely Yes”)

68.6%

2009 
DSS 

Average
63.4%

2009 
DSS 

Average  
  

1 Composite added to survey in 2009.
2 Question added to survey in 2009.

• The rate for doctor asked which treatment choice was best for you is lower than the 2009 DSS Average.

• The rate for doctor discussed pros and cons of treatment choices is higher than the 2009 DSS Average.

• The percent reporting the doctor informed them of treatment options is significantly higher than the 2009 DSS Average.
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Shared Decision Making
2009 Plan Results

The shared decision making composite mean score is an equally weighted grand mean of the two component questions.

Q10 mean + Q11 mean
2

* The composite contribution is calculated by dividing the component mean by the maximum score (3.00) and then dividing that result by the number of 
component measures that make up the composite (2).

2.598

2.659

2.538

Component 
Mean Gap

Maximum 
Possible 

Contribution
Composite 

Contribution*
Component
Questions

13.4%

5.7%

7.7%

100.0%86.6%Composite Mean Score:

50.0%44.3%(Q10) Doctor discussed pros 
and cons of treatment choices

50.0%42.3%(Q11) Doctor asked which 
choice was best for you

• The greatest opportunity for improvement in the shared decision making composite revolves around doctors asking patients which treatment 
choice is best for them.
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Coordination of Care

Q22. Received care from doctor or health provider 
besides personal doctor in last 6 months1

(% Responding “Yes”)

Q23. Personal doctor seemed informed 
about care from other providers1

(% Responding “Always” or “Usually”)

  

  

Note: The DSS Average is the DSS Child Medicaid Book of Business.

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

76.7%

2009 
DSS 

Average
43.2%

2009 
DSS 

Average

1 Question added to survey in 2009.

Percent Always
Percent Usually

• The rate for personal doctor seemed informed about care from other providers is higher than the 2009 DSS Average.

• The percent who received care from a doctor or health provider besides their personal doctor in last 6 months is higher than the 2009 DSS Average.
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43.4%

17.9%

NA NA

61.2%

0%

20%

40%

60%

80%

100%

2007 2008 2009

Health Promotion and Education

Note: The DSS Average is the DSS Child Medicaid Book of Business.

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

1 Question added to survey in 2009.

Percent Always
Percent Usually

• The rate for doctor discussed ways to prevent illness is higher than the 2009 DSS Average.

Q8. You and doctor discussed ways 
to prevent illness1

(% Responding “Always” or “Usually”)

  
59.7%

2009 
DSS 

Average
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Additional Measures
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90.6% 95.0%

NA
0%

20%

40%

60%

80%

100%

2007 2008 2009

92.8% 95.7%

NA
0%

20%

40%

60%

80%

100%

2007 2008 2009

68.2%

50.2%

34.7%

20.5%

70.8%

43.4%

35.8%

25.5%
NA

NA

NA

NA

0% 20% 40% 60% 80% 100%

Benefits

How to find or
see a doctor

How to contact
the health plan

Information about
a health condition

69.4%

6.9%

18.5%

5.2%

67.3%

7.5%

18.7%

6.5%
NA

NA

NA

NA

0% 20% 40% 60% 80% 100%

Written
materials

On my child's
health plan's

website

Both

Some other
place on the

Internet

2009
2008
2007

Additional Measures

Q36c.  Found what you were looking for
(% Responding “Yes”)

Q36d.  Information sought – Top 4 responses
(% Responding)

Q36b.  Where you looked for information 
regarding how your health plan works

(% Responding)

Q36e.  Was the information clear and easy to understand
(% Responding “Yes”)

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
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Q36a.  Top 5 reasons for rating of health plan
(% Responding)

Additional Measures

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.

64.1%57.8%

30.4%35.3%

94.5%93.1%

NA
0%

20%

40%

60%

80%

100%

2007 2008 2009

Q36f.  EOB statement helpful in understanding 
what was covered by health plan

(% Responding “Very Helpful” or “Somewhat Helpful”)

Percent Very Helpful        Percent Somewhat Helpful

87.4% 86.0%

NA
0%

20%

40%

60%

80%

100%

2007 2008 2009

Q36g.  Problem with delays in 
care while waiting for approval

(% Responding “Not a Problem”)

2.7%

2.9%

4.2%

3.7%

26.8%

3.6%

4.2%

4.9%

5.7%

31.9%

NA

NA

NA

NA

NA

0% 20% 40% 60% 80% 100%

Precertification
requirements

Customer
Service wait time

Preferred doctor
is not in the

network

Customer
Service

accuracy

The choices of
doctors and

hospitals in the
network

2007 2008 2009
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50.0%

14.3%

14.3%

28.6%

45.5%

36.4%

9.1%

27.3%

NA

NA

NA

NA

0% 20% 40% 60% 80% 100%

I prefer a doctor
who speaks my
same language 

I prefer a doctor of
my gender

I prefer to see only
a doctor from my

same ethnic group

Other special
needs or

preferences

2009 2008 2007

90.0% 93.0%

NA
0%

20%

40%

60%

80%

100%

2007 2008 2009

Q40a.  Problem finding personal doctor or specialist who 
met cultural/linguistic/ethnic needs

(% Responding “Not a Problem”)

Additional Measures

Q40b.  Reasons not found personal doctor or 
specialist who met cultural/linguistic/ethnic 

needs
(% Responding)

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
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45.0%

16.9%

15.9%

11.1%

11.1%

46.0%

24.5%

5.5%

12.3%

11.7%

NA

NA

NA

NA

NA

0% 50% 100%

Other health-related
websites

I use many web sites
for health-related

information

Other websites

Health plan website

Health links on
general-purpose home

pages

16.1%

13.5%

7.8%

7.0%

5.8%

11.5%

8.4%

4.0%

6.7%

5.3%

NA

NA

NA

NA

NA

0% 50% 100%

Other health-related
websites

Search engines

Other websites

Health links on
general-purpose home

pages

Health plan website

2009 2008 2007

Additional Measures

Q47b.  Looked for health-
related information on Internet 

Q47c.  Found health-related 
information on Internet 

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.

Q47a.  Rating of health plan’s 
website ease of use

(% Responding “Very Easy” or “Easy”)

Percent Easy
Percent Very Easy

40.0% 34.7%

53.0% 61.3%

93.0% 96.0%

NA
0%

20%

40%

60%

80%

100%

2007 2008 2009

Percent Easy
Percent Very Easy
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4.9%

79.9%

10.2%

4.9%

5.3%

79.8%

10.0%

5.0%

NA

NA

NA

NA

0% 50% 100%

Underweight

Normal

At risk for
being

overweight

Overweight

2009 2008 2007

4.854.97

NA
0

1

2

3

4

5

6

7

2007 2008 2009

(Average number of days per week)

Q47d-e.  BMI categories Q47f.  Engaged in physical activity 
of at least 20 minutes (% Responding)

Q47g.  Doctor advised about eating habits
(Percent at least one visit)

Additional Measures

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.

42.6% 43.3%

NA
0%

20%

40%

60%

80%

100%

2007 2008 2009
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92.1%

79.2%

20.1%

9.5%

8.6%

5.0%

4.3%

6.3%

87.7%

77.3%

18.8%

9.1%

8.4%

6.1%

5.0%

10.2%
NA

NA

NA

NA

NA

NA

NA

NA

0% 20% 40% 60% 80% 100%

Weight

Height

Blood pressure

Blood sugar level

Body Mass Index
(BMI)

Cholesterol
levels

Body fat
percentage

None of the
above

2009
2008
2007

Q47h. Has an Advanced Directive

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.

Yes, have not shared it with doctor

Yes, have shared it with doctor

2.2%1.6% 4.9%5.9%
7.0%7.5%

NA
0%

20%

40%

60%

80%

100%

2007 2008 2009

Additional Measures

Q47i.  Number of visits a doctor or other health 
provider spoke about the amount and kind of exercise, 

sports or physically active hobbies you should have
(Percent at least one visit)

Q47j.  Knowledge of the following:
(% Responding)

30.6% 34.0%

NA
0%

20%

40%

60%

80%

100%

2007 2008 2009
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1.4%

7.4%

15.3%

31.3%

44.5%

NA

NA

NA

NA

NA

NA

NA

NA

NA

NA

0% 20% 40% 60% 80% 100%

Text Messaging

Email

Telephone using
CELL PHONE

Telephone at HOME

Mail

2009
2008
2007

Q47k. Preferred method of contact 
from health plan

(% Responding)

Additional Measures

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.

Additional Measures
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Appendix A
Gap Analysis
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The flowchart on the next page shows how the overall ratings and composite items perform relative to each other.  When considering the 
flowchart, the following points should be noted:

Overall Ratings

 Overall ratings are shown in blue.

 Actual means are shown first for the overall ratings (0 to 10 point scale); however, they are converted to a 1 to 3 point scale with the 
NCQA adjustments applied.

 Estimated percentiles are shown in the middle.

Composite Scores

 Composite scores are shown in red.

 Actual composite mean scores are shown first and are on a 1 to 3 scale with the NCQA adjustments applied.

 Estimated percentiles are shown in the middle.

 Composite score components are shown in the black flowchart boxes.  This analysis, shown earlier in the report, is repeated here to 
show what to focus on to increase a given composite mean score.

• The actual percent contributing is shown first.  This is the percentage that a given question is actually contributing to the composite 
mean score.  Each question in composite scores with two component questions can contribute a maximum of 50.0% to the 
composite mean score.  Similarly, each question in composite scores with four component questions can contribute a maximum of 
25.0% to the composite mean score.

• The gap between the percent actually contributing and the maximum possible contribution percentage is shown second.  Focusing 
on improving component questions with the greatest gap has the largest potential to increase the composite mean score.

Gap Analysis
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4.5%
20.5%

2.2%
22.8%

2.6%2.3%
22.4%22.7%

Gap Analysis
2009 Plan Results

Info. from 
customer 
service

Staff treated 
you with 
courtesy/ 
respect

Easy to 
see a 

specialist

Easy to get 
needed 

care

Got urgent
care

Got routine 
care

Dr. listened
carefully

Dr. explained
things

Dr. showed
respect

Dr. spent
enough

time

Dr. discussed 
pros/cons of 

options

Dr. asked 
which option 
best for you

Customer
Service

Getting
Needed Care

Getting Care 
Quickly

How Well Drs
Communicate

Shared Decision 
Making

%
Gap

%
Gap

%
Gap

%
Gap

Health Plan Health Care Personal Doctor Specialist

Contribution
GapContribution

Gap

Mean
2.628 2.555

2.525

2.623

2.587 2.706

2.490

2.651

2.598

5.9%9.9%
44.1%40.1%

7.7%
42.3%

9.3%
40.7%

8.3%
41.7%

4.2%
45.8%

7.7%
42.3%

5.7%
44.3%

16%

84%

17%

83%

13%

87%

12%

88%

13%

87%

%
Gap

Not included in 2008 
accreditation score.

Shown for comparison 
purposes only.
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Appendix B
Member Profile
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Member Profile

92.0%90.2%90.3%92.2%NARespondent is mother or father (Q45)

35.1635.2034.3134.50NAAverage age in years (Q42)

90.0%90.5%90.5%92.1%NAPercent female (Q43)

Parent’s/Respondent’s Demographics

2.25*2.182.642.64NAAverage number of visits to doctor’s office/clinic in last 6 months (Q7)

Child’s Demographics

Child’s Health

0.5%0.6%0.7%0.7%NAPercent Native Hawaiian or other Pacific Islander (Q41)

3.3%*2.9%1.8%1.1%NAPercent Asian (Q41)

3.0%*2.3%1.6%1.8%NAPercent American Indian or Native Alaskan (Q41)

20.5%*24.3%16.2%14.3%NAPercent Black or African-American (Q41)

6.4%

38.4%

31.6%*

64.4%*

8.67

47.8%

72.1%

2009 DSS 
Average

6.3%6.0%2.6%NAPercent who report someone helped them complete the survey (Q46)

40.8%

23.7%

55.8%

0

48.1%

76.0%

2008 QC 
Average

8.137.79NAAverage age in years (Q38)

80.0%82.3%NAPercent White (Q41)

11.7%9.7%NAPercent Hispanic or Latino (Q40)

41.6%44.5%NAPercent with at least some college (Q44)

NA

NA

2007

46.7%

72.8%

2008

46.6%Percent female (Q39)

73.5%Child’s overall health (percent responding “excellent” or “very good”) (Q37)

2009     
vs.

QC Avg.

2009    
vs.    

2008
2009

Note: The DSS Average is the DSS Child Medicaid Book of Business.

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.
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Appendix C
Overall Ratings and 

Composite Score Summary 
Tables
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Overall Ratings and Composite Global Proportions

89.3%NA89.9%NANAQ33. Staff treated you with courtesy and respect6

63.4%

68.6%

66.0%

84.7%

93.8%

91.8%

92.3%

90.7%

84.3%

90.2%

87.3%

83.0%

74.8%*

78.9%*

77.4%

83.4%

81.6%*

84.3%

79.3%

82.9%*

2009 DSS 
Average

NA61.8%NANAQ11. Doctor asked which option was best for you5

NA

NA

85.0%

92.4%

90.1%

91.4%

89.7%

83.7%

86.4%

NA

NA

NA

NA

NA

NA

80.4%

82.5%

81.9%

79.7%

2008 QC 
Average

71.7%NANAQ10. Doctor discussed pros/cons of treatment options5

90.0%88.4%NAQ15. Doctor explained things in a way you could understand

90.8%89.9%NAQ16. Doctor listened carefully to you

92.9%91.0%NAQ17. Doctor showed respect for what you had to say

93.0%90.4%NAQ04. Got urgent care as soon as needed

83.2%89.3%NAQ06. Got routine care as soon as needed

85.0%NANAQ26. Easy to see a specialist2

86.2%NANAQ30. Easy to get needed care, tests or treatment2

83.5%NANAQ32. Got needed information from customer service2

83.4%86.0%NAQ20. Doctor spent enough time with you

89.3%88.8%NAHow Well Doctors Communicate (Percent Always or Usually)

88.1%NANAGetting Care Quickly3 (Percent Always or Usually)

85.6%NANAGetting Needed Care1,3 (Percent Always or Usually)

66.8%NANAShared Decision Making4 (Percent Definitely Yes)

89.2%84.0%NARating of Specialist (Percent 8, 9 or 10) (Q28)

86.7%NANACustomer Service1,3 (Percent Always or Usually)

86.3%78.2%NARating of Health Plan (Percent 8, 9 or 10) (Q36)

NA

NA

2007

79.7%

82.7%

2008

82.6%Rating of Personal Doctor (Percent 8, 9 or 10) (Q24)

82.2%Rating of Health Care (Percent 8, 9 or 10) (Q12)

2009 
vs.
QC 

Avg.

2009 
vs. 

2008
2009

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

1 Composite not trendable to 2008 or 2007 due to changes in question wording and/or response choices of 
component questions in 2009.
2 Question not trendable to 2008 or 2007 due to changes in question wording and/or response choices in 2009.
3 Composite not trendable to 2008 or 2007 due to the addition and/or deletion of component questions in 2009.
4 Composite added to survey in 2009.
5 Question added to survey in 2009.
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NA

2.579

NA

NA

NA

2.515

2.553

2.536

2.498

8.57

8.72

8.64

8.56

2008 QC 
Average

2.5822.598NANAShared Decision Making3

2.635

2.574

2.336*

2.471

2.551*

2.596

2.486

2.580

8.65*

8.81

8.56

8.77*

2009 
DSS 

Average

2.525NANACustomer Service1,2

2.7062.632NARating of Specialist (Q28)

2.5872.527NARating of Personal Doctor (Q24)

2.5552.563NARating of Health Care (Q12)

2.6282.485NARating of Health Plan (Q36)

2.623NANAGetting Care Quickly2

Overall Ratings and Composite Scores:  Three-Point Mean Scores

Overall Mean Ratings:  0 to 10 Scale

2.6512.605NAHow Well Doctors Communicate

9.058.91NARating of Specialist (Q28)

2.490NANAGetting Needed Care1,2

8.948.45NARating of Health Plan (Q36)

NA

NA

2007

8.63

8.72

2008

8.73Rating of Personal Doctor (Q24)

8.72Rating of Health Care (Q12)

2009   
vs.

QC Avg.

2009   
vs.   

2008
2009

Overall Ratings and Composite Mean Scores

 Indicates a significant difference between the 2009 plan result and the 2008 plan result.
 Indicates a significant difference between the 2009 plan result and the 2008 QC Average.
* Indicates a significant difference between the 2009 plan result and the 2009 DSS Average.

1 Composite not trendable to 2008 or 2007 due to changes in question wording 
and/or response choices of component questions in 2009.
2 Composite not trendable to 2008 or 2007 due to the addition and/or deletion of 
component questions in 2009.
3 Composite added to survey in 2007.
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Overall Ratings and Composite Score Summary

93.8%86.7%87.1%93.8%89.7%100.0%95.8%86.8%Q33. Staff treated you with courtesy and respect

Child’s GenderChild’s AgeChild’s Health Status

55.1%66.7%70.0%61.4%54.5%33.3%58.9%62.4%Q11. Doctor asked which option was best for you

FemaleMale11 or   
older6-101-5Less  

than 1

Good,      
Fair or    
Poor

Excellent 
or Very 
Good

62.5%

60.7%

77.7%

88.3%

87.4%

87.4%

85.2%

79.6%

96.9%

88.2%

81.0%

86.3%

83.6%

87.5%

91.7%

91.3%

75.0%

68.3%

82.9%

(B)

B

B

76.1%

69.3%

86.2%

94.7%

91.9%

93.1%

91.5%

85.6%

92.0%

88.8%

88.6%

83.6%

86.1%

81.1%

84.0%

87.3%

85.3%

87.8%

87.2%

(A)

68.2%

64.8%

88.0%

92.4%

90.2%

90.2%

90.2%

86.6%

94.4%

90.5%

87.2%

85.2%

86.2%

87.5%

90.6%

82.6%

88.5%

89.5%

87.0%

(E)

69.1%

61.8%

75.6%

92.6%

89.6%

91.9%

87.4%

84.3%

94.6%

89.4%

87.7%

85.0%

86.3%

82.8%

86.2%

94.9%

82.7%

78.4%

85.6%

(D)

66.7%

50.0%

83.3%

75.0%

75.0%

75.0%

77.1%

76.9%

87.5%

82.2%

85.7%

75.0%

80.4%

100.0%

100.0%

100.0%

78.6%

75.0%

86.7%

(C)

H

72.4%

69.5%

84.9%

91.4%

93.0%

93.0%

90.6%

89.8%

91.4%

90.6%

88.9%

85.7%

87.3%

82.2%

84.4%

89.3%

84.1%

85.2%

87.9%

(G)

D

76.7%

73.3%

90.1%

95.5%

93.7%

93.7%

93.2%

81.8%

92.3%

87.1%

83.6%

85.4%

84.5%

80.6%

83.9%

85.7%

78.6%

81.7%

85.9%

(F)

D

F

D

70.5%Q10. Doctor discussed pros/cons of treatment options

88.3%Q15. Doctor explained things in a way you could understand

89.6%Q16. Doctor listened carefully to you

94.5%Q17. Doctor showed respect for what you had to say

95.8%Q04. Got urgent care as soon as needed

77.4%Q06. Got routine care as soon as needed

83.7%Q26. Easy to see a specialist

82.1%Q30. Easy to get needed care, tests or treatment

84.4%Q32. Got needed information from customer service

82.2%Q20. Doctor spent enough time with you

88.7%How Well Doctors Communicate

86.6%Getting Care Quickly

82.9%Getting Needed Care

62.8%Shared Decision Making

88.9%Rating of Specialist (Percent 8, 9 or 10) (Q28)

89.1%Customer Service

84.0%Rating of Health Plan (Percent 8, 9 or 10) (Q36)

80.8%

78.7%

(H)

A capital letter indicates that result is significantly higher than the corresponding column.

Rating of Personal Doctor (Percent 8, 9 or 10) (Q24)

Rating of Health Care (Percent 8, 9 or 10) (Q12)
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Appendix D 
Key Driver Statistical Model

Instructions to Access the trACTIONTM Decision (Impact Analysis) Tool:

1.  Log on to www.dssresearch.com/olr
2.  Enter your Online Reporter User Name and Password if you already have one, or if not, 
click on Create Account and fill in the requested information (you will receive an email with 
a link to activate your account).
3.  Use the following access code to create a new account or add to an existing account:
C7053F23-38C5-49EE-BBCB
4.  Once on the Online Reporter site, click on the appropriate study name.
5.  From the menu of available tools and reports, click on the trACTIONTM Decision Tool to 
access the Impact Analysis Tool.



48 DSS ResearchHEDIS 2009 - CAHPS 4.0H Member Survey l ANTHEM BLUE CROSS BLUE SHIELD OF INDIANA I Child Medicaid | HMO

Overview. The Key Driver Statistical Model is a powerful, proprietary statistical methodology used to identify the 
key drivers of satisfaction and provide actionable direction for satisfaction improvement programs.  This 
methodology is the result of a number of years of development and testing using health care satisfaction data.  We 
have been successfully using this approach since 1997.  

The model provides the following:

 Identification of the satisfaction elements that are important in driving overall satisfaction with a plan.

 Measurement of the relative importance of each of these elements.

 Measurement of how well members think the plan performed on those important elements.

 Presentation of the importance/performance results in a matrix that provides clear direction for member 
satisfaction improvement efforts by the plan.

Key Driver Statistical Model
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Importance Analysis.  The importance analysis involves a multi-step process:

 Factor analysis is used to summarize the predictor set into a more manageable number of composite variables.

 Regression Model I is used to make preliminary estimates and identify leverage points and outliers.

 Leverage points and outliers are eliminated.  

 Regression Model II is run on the remaining data to derive final estimates of the importance of the various 
satisfaction elements.

Factor Analysis. Factor analysis is used to reduce the number of items in the predictor set to a smaller set of 
underlying constructs or factors.  It is necessary to go through this process because of the high degree of 
collinearity in the original data.  This is a problem for the regression analysis to follow because regression assumes 
non-collinearity between predictor variables.

Regression Analysis. Regression analysis is then used to predict overall satisfaction on the factors created in the 
previous step.  As noted above, regression analysis is run in two steps.  The first step is used to derive preliminary 
estimates of the importance of the various satisfaction elements and to identify outliers and leverage points.  Those 
outliers and leverage points are eliminated before running the second regression model which produces final 
estimates of the importance of each satisfaction element.

Derived Importance.  The relative importance of each survey item is derived from the combined results of the factor 
and regression analyses.  The correlations of each question with each factor are squared and then multiplied by the 
standardized (beta) regression coefficients associated with each of those factors.  This sum is then rescaled so that 
the largest value (most important item) is rescaled to 100 points, the smallest value is rescaled to 0 points and the 
median value is rescaled to 50 points.

Performance Analysis.  To develop the performance scores, raw performance ratings for the plan are compared to 
our national average of 22 child Medicaid health plans and a relative percentile for each item in the model is 
computed for the plan.

Methodology



50 DSS ResearchHEDIS 2009 - CAHPS 4.0H Member Survey l ANTHEM BLUE CROSS BLUE SHIELD OF INDIANA I Child Medicaid | HMO

Classification Matrix. Results of the modeling are presented in a classification matrix.  The importance and 
performance results for each item in the model are plotted in a matrix like the one shown below.  This matrix 
provides a quick summary of what is most important to your members and how your plan is doing on those items.  
The matrix is divided into four quadrants.  The quadrants are defined by the point where the medians of the 
importance and performance scales intersect.  The four quadrants can be interpreted as follows:

Low

High

High Very High

Retain

Wait

Power

Opportunity

R
e l

at
iv

e 
Pe

rf
o r

m
an

c e
Relative Importance

POWeR Classification Matrix

 Power. These items are very important to your members 
and your performance levels on these items are high. 
Promote and leverage strengths in this quadrant.

 Opportunity. Items in this quadrant are very important to 
your members, but your performance is below average.  
Focus resources on improving processes that underlie 
these items and look for significant improvements in 
satisfaction scores.

 Wait. Though still important to your members, these 
items are somewhat less important than those that fall 
on the right hand of the chart.  Relatively speaking, your 
performance is low on these items.  Dealing with these 
items can wait until more important items have been 
dealt with.

 Retain. Items in this quadrant are also somewhat less 
important to your members, but your performance is 
above average.  Simply maintain performance on these 
items.

Methodology
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Variables in the Model
Variables from the CAHPS 4.0H survey that are important in determining member satisfaction are summarized 
below.  This table also identifies the dependent variable (Q36 -- overall rating of health plan) and the independent or 
predictor variables.  Finally, it shows how the variables are coded for the importance and the performance analyses.  

Coding for Regression (Importance)

q36 Rating of overall heath plan 0 through 10, All other = missing

q04 How often child got the care right away when needed
q06 How often child got an appointment as soon as needed
q08 How often talked with doctor about possible prevention
q10 Doctor discussed pros/cons of treatment choices
q11 Doctor ask which choice was best for child
q12 Rating of all child's health care 0 through 10, All other = missing
q15 How often personal doctor's explanation easy to understand
q16 How often personal doctor listen carefully
q17 How often personal doctor show respect
q19 How often personal doctor's explanation easy for child to understand
q20 How often personal doctor spent enough time with child
q23 How often personal doctor informed about care from doctors
q24 Rating of child's personal doctor 0 through 10, All other = missing
q26 How often easy to get appointments with specialists Always = 4, Usually = 3, Sometimes = 2, Never = 1, All other = missing
q28 Rating of the specialist 0 through 10, All other = missing
q30 How often easy to get the care, tests, or treatment
q32 How often customer service gave information or help needed
q33 How often customer service treated you with courtesy/respect
q35 How often forms easy to fill out

qx36f Rating on helpfulness of EOB in understanding what was covered
Very helpful = 4, Somewhat helpful = 3, Not too helpful = 2, Not at all helpful = 

1
qx36g How much of problem were delays in care due to waiting for approval
qx40a How much of problem finding doctor who met cultural needs

qx47a Rating on health plan website ease of use Very easy = 4, Easy = 3, Difficult = 2, Very difficult = 1,  All other = missing

Not a problem = 3, Small problem = 2, Big problem = 1

Variables Used in the Model
Dependent Variable

Independent Variables

Always = 4, Usually = 3, Sometimes = 2, Never = 1, All other = missing

Definitely yes = 4, Somewhat yes = 3, Somewhat no = 2, Definitely no = 1, All 
other = missing

Always = 4, Usually = 3, Sometimes = 2, Never = 1, All other = missing

Always = 4, Usually = 3, Sometimes = 2, Never = 1, All other = missing
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Factor Correlations with Survey Variables

Factor Analysis. Factor analysis reduced the 23 highly-correlated model variables to 11 orthogonal (uncorrelated) 
factors that explain 80% of the variation in the original variables.  This is necessary due to the strong relationships 
or correlation between certain variables.  The table below shows the factor correlations or loadings.  For readability, 
only those variables with correlations greater than 0.250 are displayed.

Results

1 2 3 4 5 6 7 8 9 10 11
q24 Rating of child's personal doctor 0.853
q17 How often personal doctor show respect 0.831
q16 How often personal doctor listen carefully 0.814 0.256
q20 How often personal doctor spent enough time with child 0.769
q15 How often personal doctor's explanation easy to understand 0.768
q12 Rating of all child's health care 0.721 -0.344

q19 How often personal doctor's explanation easy for child to 
understand 0.650 0.303

q10 Doctor discussed pros/cons of treatment choices 0.870
q11 Doctor ask which choice was best for child 0.823 0.286
q26 How often easy to get appointments with specialists 0.865
q28 Rating of the specialist 0.418 0.716
q33 How often customer service treated you with courtesy/respect 0.903
q32 How often customer service gave information or help needed 0.847 0.290
q06 How often child got an appointment as soon as needed 0.251 0.859
q04 How often child got the care right away when needed 0.788 0.283

qx47a Rating on health plan website ease of use 0.867

qx36f Rating on helpfulness of EOB in understanding what was 
covered 0.745 -0.275

qx36g How much of problem were delays in care due to waiting for 
approval 0.898

q30 How often easy to get the care, tests, or treatment 0.440 0.282 0.615
qx40a How much of problem finding doctor who met cultural needs 0.922
q35 How often forms easy to fill out 0.972
q08 How often talked with doctor about possible prevention 0.359 0.816
q23 How often personal doctor informed about care from doctors 0.563 0.616

Question Survey Items Factors
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Regression Analysis. The 11 factors identified in the previous step were used as predictors in a regression model 
with Q36, overall satisfaction with the health plan, as the dependent variable.  Regression was first run to test the 
model and identify any observations that have a high degree of leverage on the regression coefficients 
(disproportionately high degree of influence relative to others) as well as observations that can be considered 
outliers because of inconsistent responses.

The high leverage cases and outliers were removed and the regression model was rerun.  The regression 
coefficients for each factor provide the second set of inputs necessary to determine the key drivers of overall 
satisfaction.  These coefficients provide estimates of the relative importance of each factor in determining overall 
satisfaction.  The table below shows the raw regression coefficients, beta coefficients (standardized regression 
coefficients) and the statistical significance of those coefficients.  This model explains 44% of the variation in the 
dependent variable (R2 = 0.438).

Regression Coefficients

Results

Constant 9.1065 0.0000 0.0000
Factor 1 -- q24, q17, q16, q20, q15, q12, q19 0.4924 0.3714 0.0000
Factor 2 -- q10, q11 0.0924 0.0792 0.0329
Factor 3 -- q26, q28 0.2502 0.2195 0.0000
Factor 4 -- q33, q32 0.2504 0.2204 0.0000
Factor 5 -- q06, q04 0.1926 0.1464 0.0001
Factor 6 -- qx47a, qx36f 0.3652 0.3186 0.0000
Factor 7 -- qx36g, q30 0.2779 0.2249 0.0000
Factor 8 -- qx40a -0.0600 -0.0501 0.1777
Factor 9 -- q35 0.0199 0.0165 0.6551
Factor 10 -- q08 -0.0775 -0.0623 0.0926
Factor 11 -- q23 -0.2820 -0.2345 0.0000

Variable Significance LevelStandardized (Beta) 
Coefficients

Unstandardized 
Coefficients
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Derived Importance. The 
importance of each survey item 
is derived from the combined 
results of the factor and 
regression analyses.  The 
correlations of each question 
with each factor were squared 
and then multiplied by the 
standardized (beta) regression 
coefficients associated with each 
of those factors.  This sum was 
then rescaled so that the largest 
value (most important item) is 
rescaled to 100 points, the 
smallest value is rescaled to 0 
points and the median value is 
rescaled to 50 points.

Plan Performance. To develop 
the performance scores, raw 
performance ratings for the plan 
are compared to our national 
average of 22 child Medicaid 
health plans and a relative 
percentile for each item in the 
model is computed for the plan.

Results

Question Survey Items Importance Performance
q24 Rating of child's personal doctor 100 60
q17 How often personal doctor show respect 93 30
q16 How often personal doctor listen carefully 87 20

qx47a Rating on health plan website ease of use 81 30
q20 How often personal doctor spent enough time with child 75 25
q15 How often personal doctor's explanation easy to understand 74 20

qx36g How much of problem were delays in care due to waiting for 61 79
q12 Rating of all child's health care 59 95
q33 How often customer service treated you with 58 55

qx36f Rating on helpfulness of EOB in understanding what was 
covered 56 51

q32 How often customer service gave information or help needed 55 90
q26 How often easy to get appointments with specialists 50 100
q30 How often easy to get the care, tests, or treatment 45 75

q19 How often personal doctor's explanation easy for child to 
understand 45 75

q28 Rating of the specialist 41 100
q06 How often child got an appointment as soon as needed 39 35
q04 How often child got the care right away when needed 36 55
q11 Doctor ask which choice was best for child 20 30
q10 Doctor discussed pros/cons of treatment choices 15 75
q23 How often personal doctor informed about care from doctors 10 80

qx40a How much of problem finding doctor who met cultural needs 2 100
q35 How often forms easy to fill out 2 40
q08 How often talked with doctor about possible prevention 0 45
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Health care overall

Dr. spends enough time
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plan w ebsite

Classification Matrix

Low

High Very HighImportance

Retain

Wait

Power

Opportunity

High

Pe
rf

or
m

a n
ce

POWeR Matrix. Finally, the 
importance and performance results 
are summarized in the POWeR 
Matrix to the right.  The biggest 
opportunity for improving overall 
satisfaction is to focus on the items in 
the “Opportunity Quadrant.” These 
are items that are important to 
members on which the plan received 
below average performance ratings.  

The items that fall into the 
“Opportunity Quadrant” are (in order 
of importance):

Doctor shows respect

Doctor listens carefully

Ease of using health plan website

Doctor spends enough time

Doctor’s explanation easy to 
understand

Focus resources on improving 
processes that underlie these items 
and look for significant improvements 
in overall satisfaction scores.

Overall Care Access to Care Customer Service
Website Communication
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Appendix E
Questionnaire
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Appendix F
Crosstabulations
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Crosstabulations Instructions

The following tables show detailed results for each question in your survey.  Crosstabulations or “crosstabs” let you compare 
the results across different groups (i.e., males versus females).  The following instructions are provided to aid you in analyzing 
the data in these tables:

Across the top of the table are column headers indicating the different categories by which the data are being compared.  The 
first group of columns is the health plan’s total results for the current year and up to two prior years. This allows you to see 
how you are performing over time.  The Quality Compass Average from the previous year and the current DSS Average are 
also provided in the first group of columns (the current year’s Quality Compass results were not available at the time this 
report was written).  These averages give you a national benchmark to compare your results to.  Following the plan total 
columns are other demographic categories, such as years with the plan, current health status, age, gender and education 
level.

Listed down the left side of the table are row labels.  First, there is a “Total” row which represents the total number of 
respondents who are eligible to answer that question.  Next, there are labels for “Multiple mark” and “No response.”
Respondents who give multiple answers or no answer are removed from the base.  Then, the “Base” row gives the number of 
respondents who responded appropriately to that question.  Finally, there are labels for the relevant responses to that 
question.  For example, “always”, “usually”, “sometimes” and “never” are possible responses to the question, “In the last 6 
months, how often did your health plan handle your claims quickly?”

Among the possible responses down the left side are items such as “top two box” and “top three box.” These are summary 
scores of either the top two responses or top three responses.  For example, on a 0 to 10 scale, the “top two box” indicates 
how many respondents gave a “9” or “10” on the question.  In addition, there are some tables with the row label, “HEDIS 
Rate.” This designates which response or group of responses are reported by NCQA for that question.  For example, “HEDIS 
Rate (% Always + % Usually)” indicates that this is a question where NCQA reports the percentage of respondents who gave 
either “always” or “usually” as the response to that question.

Significance between groups is indicated by an upper-case letter beneath a column percentage.  If a letter is present under a 
percentage, that percentage is significantly higher than the percentage (on the same row) in the corresponding column.  In 
calculating significance, a Z-test is conducted at the 95% confidence level.

An example is provided on the following page.
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Crosstabulations Instructions
Example

1 For this example, results for males versus females 
are being compared.
2 The total number of respondents eligible for this 
question is 159 -- 51 are males and 106 are females.  
You will notice the sum of the number of males and 
females does not add up to the total (159).  This 
indicates that two respondents did not report their 
gender on the survey.
3 The total number of respondents that gave valid 
answers to this question is 139 (8 males and 12 
females either did not answer this question or replied 
they don’t know).
4 NCQA reports the percent responding “Always” or 
“Usually” to this question.
5 Significantly more females than males gave the 
response “Always” or “Usually” to this question.  The 
letter “B” below the percentage indicates 97.9% is 
significantly higher than the percentage in column B 
(74.4%) at the 95% confidence level. 

 2007             ===== GENDER1 ===== 
 Plan 
 Total Male Female 
 (A) (B) (C) 
 ---------- ---------- ----------  
Total 1592 51 106 
 100% 100% 100% 
 
Multiple Mark * * * 
       
No response 2 0 2 
 0.6% 0.0% 0.9% 
 
Don’t know 18 8 10 
 11.3% 15.7% 9.4% 
 
BASE = Those who 1393 43 94 
responded 87.4% 84.3% 88.7% 
 
Never 6 5 1 
 4.3% 11.6% 1.1% 
  C 
 
Sometimes 7 6 1 
 5.0% 14.0% 1.1% 
  C 
 
Usually 53 23 30 
 38.1% 53.5% 31.9%  
  C  
 
Always 73 9 62 
 52.5% 20.9% 66.0% 
   B 
   
HEDIS Rate (%Always + 126 32 92 
%Usually)4 90.6% 74.4% 97.9%  
   B5 
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Introduction 
Your Account Executive for this project is Suzanne Nylander (770-978-3173, ext. 1320), and 
your Project Manager is Lisa Battiste (770-978-3173, ext. 1312).  Should you have any 
questions or comments regarding any aspect of the survey or reporting process, please feel free 
to call either your Account Executive or your Project Manager.  Additionally, Sherrelle Kyle, 
Operations Manager – Project Management, is available to address questions at 770-978-3173, 
ext. 1313. 
 
New in 2009 – Survey and Reporting Changes  
Based on analysis of the 2008 Consumer Assessment of Healthcare Providers and Systems 
(CAHPS®1) 4.0H results, the following changes have been made to the Healthcare 
Effectiveness Data and Information Set (HEDIS®)2 technical specifications, as reported in 
HEDIS 2009, Volume 3: Technical Update: 
 
 Revised Q11 for consistency with the AHRQ Health Plan Survey 4.0, Adult version. 
 

Old version  
 
In the last 12 months, when there was more than one choice for your treatment or health care, did a doctor or 
other health provider ask which choice was best for you? 
 
New version  
 
In the last 12 months, when there was more than one choice for your treatment or health care, did a doctor or 
other health provider ask which choice you thought was best for you? 

 
 There are no survey measures eligible for rotation for HEDIS 2009. 
 
 

Throughout this report, information essential for understanding the report and suggestions for 
a course of action for developing quality initiatives are identified by this symbol. 
  

 

                                                      
1 CAHPS® is a registered trademark of the Agency for Healthcare Research and Quality (AHRQ). 
2 HEDIS® is a registered trademark of the National Committee for Quality Assurance (NCQA). 
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1. Executive Summary 
The Myers Group (TMG), a National Committee for Quality Assurance (NCQA) certified HEDIS 
Survey Vendor, was selected by MDwise to conduct its 2009 CAHPS® 4.0H Medicaid Adult 
Member Satisfaction Survey.  NCQA requires health plans to submit CAHPS survey results in 
compliance with HEDIS accreditation requirements. 
 
The overall objective of the CAHPS® study is to capture accurate and complete information 
about consumer-reported experiences with health care.  Specifically, the objectives are to 
measure how well plans are meeting their members’ expectations and goals; to determine 
which areas of service have the greatest effect on members’ overall satisfaction; and to identify 
areas of opportunity for improvement, which could aid plans in increasing the quality of care 
provided. 
 
Using a mixed (mail and telephone) survey administration methodology, per NCQA protocol, the 
Myers Group collected 516 valid surveys from the eligible member population from January 
through May of 2009, yielding a response rate of 27.8%.3   
 
This report summarizes results derived from the CAHPS® 4.0H Medicaid Adult Survey as 
applied to a random sample of your health plan members and presents the findings by plan 
service area (composite) and by each individual question (attribute).  In general, satisfaction is 
presented by Summary Rates, which represent the percent of respondents who chose the most 
positive question responses as specified by NCQA.   
 
The 2009 and 2008 Summary Rate composite and rating scores for MDwise are presented in 
the following tables.  The composites and ratings are shown for the Health Plan domain, the 
Health Care domain, and then for the Effectiveness of Care measures.  Included in each table is 
2008 Quality Compass Medicaid Adult Public Report4 and significance testing.   
 
Health Plan Domain 

Composites/Ratings 
2009 

Summary 
Rates 

2008 
Summary   

Rates 
*

2008 
Quality 

Compass 
(Public 
Report) **

Rating of Health Plan (Q35) 77.1%  69.1%  71.5% 

Getting Needed Care 77.7% 76.8%  76.4% 

Customer Service 72.3%  70.8%  79.8% 
 *
**

 

indicates significant difference when compared to 2008.
indicates significant difference when compared to 2008 Quality Compass. 
 

 

                                                      
3 Please refer to Section 2 - Project Overview for the calculation used to determine the response rate. 
4 The 2008 Quality Compass Medicaid Public Report consists of 115 Medicaid Adult survey results, which were submitted to NCQA 
in 2008. 
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Health Care Domain 

Composites/Measures/ Ratings 
2009 

Summary 
Rates 

2008 
Summary 

Rates 
* 

2008 
Quality 

Compass 
(Public 
Report) ** 

Rating of Health Care (Q12) 67.9% 64.9%  67.4% 
Getting Care Quickly 81.2% 82.4%  80.4% 
How Well Doctors Communicate 87.9% 84.4%  86.8% 
Shared Decision Making 65.3% 56.8%  58.5% 
Health Promotion and Education (Q8) 58.4% 51.0%  56.3% 
Coordination of Care (Q20) 75.6% 71.5%  76.4% 
Rating of Personal Doctor (Q21) 74.6% 72.6%  76.2% 
Rating of Specialist (Q25) 78.3% 71.9%  75.7% 

*
**

 

indicates significant difference when compared to 2008. 
indicates significant difference when compared to 2008 Quality Compass. 
 

 
 
Effectiveness of Care Measures 

Measures 
2009 

Summary 
Rates 

2008 
Summary 

Rates 
* 

2008 
Quality 

Compass 
(Public 
Report) ** 

Advising Smokers to Quit (ASTQ) 71.1% 69.6%  69.5% 
Smoking Cessation - Medication 39.6% 36.9%  39.4% 
Smoking Cessation - Strategies 36.3% 36.7%  39.7% 
 

*
**

 

indicates significant difference when compared to 2008. 
indicates significant difference when compared to 2008 Quality Compass. 
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Noteworthy Findings  
The following analyses provide comparisons of your plan’s 2009 survey results to 2008 Quality 
Compass Medicaid Public Report, as well as to your plan’s Summary Rates from 2008: 
 

 
Health Plan Domain 

 
Evaluation 
Area Results 
Rating of 
Health Plan 
(Q35) 

How members rate their health plan is an important indicator of plan quality.  
On a scale of 0 to 10, 77.1% of MDwise members rated their plan an 8, 9, or 
10.  This score is significantly above the Quality Compass Summary Rate 
and ranks at the 83rd percentile.   
 

Your plan shows significant improvement when compared to your 2008 
Summary Rate of 69.1%. 
 

 
Getting 
Needed 
Care 

This composite measures the experiences members had when attempting to 
get care from doctors and specialists.  Your 2009 Summary Rate for the 
Getting Needed Care composite is 77.7%, which is not significantly different 
than Quality Compass and falls at the 49th percentile.  This composite is 
important because analysis of the 2009 TMG Book of Business shows it to 
be a Key Driver of Rating of Health Plan.  
 
Your 2009 Summary Rate shows no significant difference when compared 
to your 2008 Summary Rate of 76.8%. 
  
 

Customer 
Service 

This composite is another Key Driver of Rating of Health Plan. It measures 
the member’s experiences with getting information and treatment by 
customer service staff.  Your 2009 Customer Service composite Summary 
Rate is 72.3%.  When compared to Quality Compass, MDwise’s Customer 
Service Summary Rate is not significantly different and ranks at the 10th 
percentile.   
 

When compared to your 2008 score of 70.8%, your plan’s Summary Rate 
has not changed significantly. 
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Health Care Domain 
 

Evaluation 
Area Results 
Rating of 
Health Care 
(Q12)  

This survey item gives members an opportunity to rate all the health care 
they have received in the last six months.  The percentage of respondents 
that rate their health care an 8, 9, or 10 is 67.9%.  This score is not 
significantly different when compared to other plans in Quality Compass.  
Additional comparison to Quality Compass shows this score is at the 58th 
percentile. 
 

A comparison of your current Summary Rate of 67.9% to your 2008 score 
of 64.9% shows no significant difference. 
 
 

Getting Care 
Quickly 

This composite measures members’ experiences with receiving care and 
getting appointments in a reasonable time.  Your 2009 Getting Care 
Quickly composite Summary Rate is 81.2%.  When compared to the 
Quality Compass mean, your plan’s Summary Rate is not significantly 
different and falls at the 53rd percentile.   
 

A comparison to your 2008 score of 82.4% shows no significant 
differences. 
 

How Well 
Doctors 
Communicate 

TMG analysis of our current Book of Business shows this composite has 
the greatest impact on members’ ratings of their health care, as well as 
their ratings of doctors.  It measures how well providers listen, explain, 
spend enough time with members, and show respect for what members 
have to say.  The Summary Rate indicates that 87.9% of members are 
always or usually satisfied, indicating a high level of effective 
communication between members and their doctors.  This score is not 
significantly different than Quality Compass and ranks at the 57th 
percentile. 
 

Your plan Summary Rate shows no significant difference when compared 
to your 2008 Summary Rate of 84.4%. 
 
 

Shared 
Decision 
Making 

MDwise’s survey results show that 65.3% of members feel that their 
doctors or health care providers definitely discussed options and asked 
their opinions regarding those options.  These results are significantly 
higher than the 2008 Quality Compass average Summary Rate.  A 
comparison to all plans in Quality Compass reveals your Summary Rate is 
at the 92nd percentile. 
 

Compared to your revised 2008 composite Summary Rate of 56.8%, your 
score has not changed significantly. 
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Health Care Domain 

 
Evaluation 
Area Results 
Health 
Promotion 
and 
Education 
(Q8) 

This measure gauges the member’s opinion of how often their doctors or 
health care providers discussed specific ways to prevent illnesses.  
MDwise’s Summary Rate of 58.4% is not significantly different when 
compared to Quality Compass, placing it at the 68th percentile. 
 

A comparison to your 2008 Summary Rate of 51.0% indicates a significant 
increase in score.  
 
 

Coordination 
of Care (Q20) 

Your Summary Rate indicates 75.6% of respondents feel their doctor was 
always or usually informed and up-to-date about their care, which is not 
significantly different than the Quality Compass benchmark.  Compared to 
all other Medicaid adult plans in Quality Compass, this score is at the 40th 
percentile. 
 

When compared to last year’s results of 71.5%, your current score shows 
no significant change in Summary Rate. 
 
 

Rating of 
Personal 
Doctor (Q21) 

Analysis of our current Book of Business reveals this survey item is highly 
correlated to overall rating of health care (Q12).  Therefore, high Summary 
Rates in this measure should reflect highly in health care satisfaction.  
Your current Summary Rate of 74.6% is not significantly different from the 
Quality Compass mean and ranks at the 30th percentile. 
 

Your 2009 score is not significantly different when compared to last year’s 
Summary Rate of 72.6%. 
 

 
Rating of 
Specialist 
(Q25) 

MDwise’s rating of specialist (78.3%) is not significantly different when 
compared to Quality Compass, and ranks at the 69th percentile. 
 

When compared to last year’s results (71.9%), your Summary Rate for this 
survey item has shown no significant change in score. 
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Effectiveness of Care Measures 

 
 Note: The Summary Rate for these measures is the rolling average of your current data and 

your 2008 data. 
 

Evaluation 
Area Results 

Advising 
Smokers to 
Quit (ASTQ) 

According to survey results, 44.0% of your members indicated they are 
current smokers (Q37).  Among those smokers, 71.1% stated that their 
doctor had advised them to quit smoking on at least one occasion in the 
past six months.  This score is not significantly different than the 2008 
Quality Compass mean, with your score ranking at the 57th percentile. 
 

A side-by-side comparison of last year’s Summary Rate of 69.6% to this 
year’s score of 71.1% indicates no significant difference. 
 

 
Smoking 
Cessation - 
Medication 

Among your current smoking members, 39.6% reported their doctor had 
discussed medications as a method to quit smoking. This Summary Rate is 
not significantly different than Quality Compass mean, appearing at the 
50th percentile. 
 

A comparison to last year’s Summary Rate of 36.9% reveals no significant 
difference in score. 
 
 

Smoking 
Cessation - 
Strategies 

Among MDwise’s current smoking members, 36.3% indicated their doctor 
recommended or discussed methods and strategies (other than 
medication) to assist in smoking cessation, which is not significantly 
different than the Quality Compass Summary Rate and falls at the 30th 
percentile. 
 

Investigating your 2008 Summary Rate of 36.7% reveals this year there 
have been no significant changes in this survey measure. 
 

 
 
 
 Loyalty Analysis seeks to identify the level of commitment of members within your health 

plan. Loyal members are defined as those who are satisfied with the plan, do not intend to 
switch to other plans, and are willing to recommend the plan to family and friends. This 
analysis shows 51.4% of your members can be categorized as loyal, compared to 49.6% 
from the previous year. The 2008 TMG Medicaid Book of Business percentage for loyalty is 
58.6%. 
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Accreditation for 2009 Scoring 
NCQA requires health plans to submit specified HEDIS measures and HEDIS/CAHPS® 4.0H 
survey results. NCQA determines the HEDIS/CAHPS® 4.0H results portion of the score by 
comparing the plan’s Three-Point Scores to national benchmarks (the 90th percentile of national 
results) and to national thresholds (the 75th, 50th, and 25th percentiles).  NCQA does not take 
into account regional thresholds for CAHPS® measures due to the fact that variations in the data 
are not significant by region. The Rating of Health Plan measure receives double the points of 
other CAHPS® measures.   
 
To receive points toward accreditation scoring, measures submitted by the MCO must receive a 
reportable rate from an NCQA-Certified HEDIS Compliance auditor; otherwise, the points for 
that measure are redistributed among the remaining required measures.  Plans must undergo 
the Accreditation process every three years.  While plans are required to submit CAHPS data 
every year, they are measured according to the Standards and Guidelines that were in place at 
the time of their last full Accreditation.     
 
The table below shows the results for your plan.  The second column represents the 
approximate threshold your plan achieved when compared to the benchmark.  The third and 
fourth columns show the point distribution broken out by year of plan accreditation. 
 

(Out of possible 13.00 in ’09/’08 and 12.70 in ‘07) 
 
Note:  If a plan receives an NA (indicating the denominator was less than 100), or NB (indicating 
the organization did not offer the health benefit required by the measure), the points for that 
measure are redistributed among the remaining required measures. An organization that has 
more than four CAHPS NAs or exceeds the total of six NA results between HEDIS/Clinical and 
CAHPS for each product line is scored based on the Standards score only, and the 
accreditation status is capped at Commendable. 
 

NCQA assigns points based upon a plan’s ability to meet or exceed thresholds calculated to the thousandths.  The 
thresholds shown on Page 5D (and made available to the public) are shown only to the hundredths and do not represent 
the final threshold used to determine the distribution of points for accreditation.  Therefore, plan percentile thresholds, as 
well as points earned, are approximations only. 

 

Composite/Rating Item 
Approximate 

Plan Percentile 
Threshold 

Points Awarded per 
Accreditation Year 

2009 or 2008 2007 

Getting Needed Care 75th 1.271 1.242 

Getting Care Quickly 75th 1.271 1.242 

How Well Doctors Communicate 90th 1.444 1.411 

Customer Service <25th 0.289 0.282 

Rating of Health Care (Q12) 75th 1.271 1.242 

Rating of Personal Doctor (Q21) 75th 1.271 1.242 

Rating of Specialist (Q25) 90th 1.444 1.411 

Rating of Health Plan (Q35) 90th 2.888 2.822 

Approximate Points Earned  11.149 10.894 
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Key Drivers of Health Plan Rating  
Some composites will impact the Rating of Health Plan (Q35) satisfaction among your health 
plan members more than others and are considered Key Drivers.  Key Drivers are those health 
plan service areas that are positively tied to the overall rating of the health plan.  A regression 
analysis was performed using the 2009 TMG Medicaid Adult Book of Business.  This analysis 
measures the relationship between each composite area and the overall health plan rating.  It is 
used to determine which areas of service have the greatest effect on members’ overall 
satisfaction, which helps plans to develop a strategy to focus attention on those key areas.  
 
Two composites have been identified as Key Drivers of Rating of Health Plan based on the 
regression analysis: Customer Service and Getting Needed Care.  Depending on your health 
plan’s composite percentile ranking when compared to 2008 Quality Compass Medicaid Public 
Report, the following Opportunity Analysis is provided for use in developing your quality 
initiatives. 
 
Opportunity Analysis for MDwise 
Strengths - Key Drivers of health plan satisfaction with Summary Rates at or above the 75th 
percentile when compared to 2008 Quality Compass Medicaid Public Report should be 
marketed and maintained. 
 
Opportunities - Key Drivers of health plan satisfaction with Summary Rates that fall below the 
50th percentile when compared to 2008 Quality Compass Medicaid Public Report should be 
investigated and improved upon. 
 
Areas to Monitor - Key Drivers of health plan satisfaction with Summary Rates between the 50th 
and 75th percentile when compared to 2008 Quality Compass Medicaid Public Report should be 
monitored, as they do have a significant impact on members’ overall ratings of their health plan. 
  
Key Drivers of  
Health Plan Rating   Percentile Ranking Opportunity Analysis 

Customer Service 10th Opportunity 

Getting Needed Care 49th Opportunity 
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Key Drivers of Health Care Rating  
How members rate their health care (Q12) is an important measure of quality, as it gives 
members an opportunity to rate all of the health care they have received in the last six months. 
The health care rating provides feedback to health plans to help improve their members’ quality 
of care.  TMG performed a regression analysis on the results from plans represented in the 
2009 TMG Medicaid Adult Book of Business to determine the Key Drivers for the Rating of 
Health Care.  
 
Three composites have been identified as Key Drivers for the Rating of Health Care based on 
the regression analysis: How Well Doctors Communicate, Shared Decision Making and Getting 
Needed Care.  The Rating of Health Care is also highly correlated with the Rating of Personal 
Doctor (Q21). 
 
Opportunity Analysis for MDwise 
Strengths - Key Drivers of health care satisfaction with Summary Rates at or above the 75th 
percentile when compared to 2008 Quality Compass Medicaid Public Report should be 
marketed and maintained. 
 
Opportunities - Key Drivers of health care satisfaction with Summary Rates that fall below the 
50th percentile when compared to 2008 Quality Compass Medicaid Public Report should be 
investigated and improved upon. 
 
Areas to Monitor - Key Drivers of health care satisfaction with Summary Rates between the 50th 
and 75th percentile when compared to 2008 Quality Compass Medicaid Public Report should be 
monitored, as they do have a significant impact on members’ overall ratings of their health care. 
  
Key Drivers of  
Health Care Rating   Percentile Ranking Opportunity Analysis 

How Well Doctors Communicate 57th Monitor 

Shared Decision Making 92nd Strength 

Getting Needed Care 49th Opportunity 
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Key Drivers of Personal Doctor Rating 
A positive relationship between doctor and patient is an important part of health care.  Question 
21 gives members an opportunity to rate their personal doctor. Ratings can be influenced by a 
number of factors.  TMG performed a regression analysis on the results from plans represented 
in the 2009 TMG Medicaid Adult Book of Business to determine the Key Drivers for the Rating 
of Personal Doctor.  
 
Two composites have been identified as Key Drivers for the Rating of Personal Doctor based on 
the regression analysis: How Well Doctors Communicate and Coordination of Care.   
 
Opportunity Analysis for MDwise 
Strengths - Key Drivers of doctor satisfaction with Summary Rates at or above the 75th 
percentile when compared to 2008 Quality Compass Medicaid Public Report should be 
marketed and maintained. 
 
Opportunities - Key Drivers of doctor satisfaction with Summary Rates that fall below the 50th 
percentile when compared to 2008 Quality Compass Medicaid Public Report should be 
investigated and improved upon. 
 
Areas to Monitor - Key Drivers of doctor satisfaction with Summary Rates between the 50th and 
75th percentile when compared to 2008 Quality Compass Medicaid Public Report should be 
monitored, as they do have a significant impact on members’ ratings of their personal doctor. 
 
 
Key Drivers of  
Personal Doctor Rating   Percentile Ranking Opportunity Analysis 

How Well Doctors Communicate 57th Monitor 

Coordination of Care 40th Opportunity 
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2. Methodology 
The CAHPS® 4.0H protocol allows plans to select one of two options for survey administration: 
1) a 5-wave mail-only methodology or 2) a mixed methodology (mail and telephone), which 
includes four waves of mail (two questionnaire mailings and two reminder post cards) with a 
telephone follow-up of at least three attempts.  MDwise chose a mixed (mail and telephone) 
survey administration methodology.  

 
Response Rate 
The required sample size is 1,350 in accordance with NCQA protocol for adult Medicaid plans, 
although plans may choose to over-sample or augment5 their population if desired.  Your 
plan’s sample size is 2,025.  The Myers Group collected 516 valid surveys from the eligible 
member population from January through May of 2009.  After adjusting for ineligible members, 
your survey response rate is 27.8%.   
 
The Myers Group collected your health plan’s 516 valid surveys via the mixed collection 
method (277 Mail and 239 Telephone).  The overall NCQA target number of valid surveys is 
411. 
 
MDwise’s CAHPS® survey was also conducted in Spanish for non-English-speaking members 
during telephone portion of survey administration.  The total number of completes from 
Spanish language surveys is 2. 
 
A response rate is only calculated for those members who were eligible and able to respond.  
According to NCQA protocol, ineligible members include those who are deceased, do not 
meet the eligible population criteria, have a language barrier, or are either mentally or 
physically incapacitated.  Non-respondents include those members who have refused to 
participate in the survey, could not be reached due to a bad address or telephone number, or 
members that reached a maximum attempt threshold and were unable to be contacted during 
the survey time period.   
 
The table below shows the total number of members in the sample that fell into each of the 
various disposition categories.  Depending upon the survey protocol, some of the groupings 
below may not apply. 
 

Disposition Group Disposition Category N 

Ineligible 

Deceased  (M20/T20) 2 

Does not meet eligibility criteria  (M21/T21) 147 

Language barrier  (M22/T22) 15 

Mentally/physically incapacitated  (M24/T24) 8 

Total Ineligible 172 

Non-response 

Bad address/phone (M23/T23) 109 

Refusal  (M32/T32) 152 

Maximum attempts made  (M33/T33) 1076 

Total Non-response 1337 

                                                      
5 Although plans may choose to augment their population, augments are not included in the Response Rate calculation or survey 
disposition groupings. 
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Ineligible members are subtracted from the sample size when computing a response rate as 
shown below. 
 

Completed surveys 
=  Response Rate 

Sample size – Ineligible members 
 
Using the final figures from MDwise’s Medicaid Adult survey, the numerator and denominator 
used to compute your response rate are presented below. 
 

277 (Mail) + 239 (Phone)  
=

516 
= 27.8% 

2,025 (Sample) – 172 (Ineligible) 1,853 
 
Refer to the Technical Notes for the protocol used to calculate the response rate and 
administer the survey. 
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Profile of Survey Respondents  
The demographic characteristics of respondents surveyed should be representative of your 
member population.  The Myers Group follows NCQA protocol to help achieve a 
representative sample of your plan’s member population.  Page 2A shows the percentage of 
respondents by demographic category (gender, age, education, health status, and 
race/ethnicity) within your respondent group.  
 
Page 2B provides the percentage of respondents by demographic category compared to the 
2009 TMG Medicaid Adult Book of Business and 2008 Quality Compass - Medicaid (Public 
Report) measures. The demographic makeup of your plan’s member base may not mirror the 
“average” plan; therefore, caution is recommended when making comparisons to benchmark 
data. Page 2C provides the percentage of respondents by demographic category compared to 
your plan’s 2008 and 2007 demographics. To help you identify how your plan’s population 
compares to other plans and to previous data, significant differences are determined by a z-
test for statistical significance and then highlighted.  (Refer to the Technical Notes for more 
information on this topic.) 
 
 Demographic comparisons (TMG Book of Business): Page 2B shows there are 

significant differences between your plan and the 2009 TMG Book of Business in the 
following demographic categories: Gender, Age, Race/Ethnicity, Education, and Health 
Status.   

 
 Demographic comparisons (Quality Compass-Medicaid): Page 2B shows there are 

significant differences between your plan and Quality Compass 2008 in the following 
demographic categories: Gender, Age, Race/Ethnicity, Education, and Health Status.  

 
 Demographic comparisons (Trending): Page 2C shows there have been significant 

changes between your 2009 population and that of 2008 in the following demographic 
category: Gender. 

 
 
Through years of experience and analysis of our books of business, The Myers Group has 
observed that the demographics of a response group may have an effect on the overall 
satisfaction results.  For example, higher satisfaction ratings are usually given by members 
who are older and report better health status. In contrast, members who are more educated 
tend to give lower ratings of overall satisfaction.   A larger proportion of these types of 
respondents (i.e., older, better health status, more educated) could affect your plan’s 
satisfaction scores.  A comprehensive detail of demographic results for your plan is presented 
in Segmentation Analysis – Section 7. 
 
 
 
Charts 2A – 2C 
 

 



Profile of Survey Respondents MDwise

Survey Demographic Comparisons Medicaid Adult CAHPS® 

516  Total Respondents

18 - 34
69.3%

35 - 44
19.6%

45 - 54
9.4%

55 or older
1.6%

AGE

Male
7.2%

Female
92.8%

GENDER

S

College 
Graduate or 

more
2.0%

EDUCATION

Fair/Poor
27.3%

HEALTH STATUS*

* Health status is defined by member.

** Race and Ethnicity are separate questions and respondents may chose more than one 
race option, therefore figures will not equal 100%.  "Other" includes respondents who 
answered "Other."

HS 
Graduate or 

less
70.4%

Some 
College
27.5%

Excellent/ 
Very good

35.7%

Good
37.1%

0% 25% 50% 75% 100%

White

Black/African-American

Hispanic/Latino

Asian

Hawaiian/Pacific Is.

Am. Indian /Alaskan 

Other

74.0%

24.5%

5.3%

0.8%

0.4%

3.7%

3.5%

RACE/ETHNICITY**
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Profile of Survey Respondents MDwise

Benchmark Comparisons Medicaid Adult CAHPS® 

 

516  Total Respondents

MDwise
TMG Book of 

Business*

QC 2008 
(Public 

Report)*

2009 2009 2008 Plan to TMG Plan to QC

Gender Male 7.2% 27.1% 26.3% ↓ ↓
Female 92.8% 72.9% 73.7% ↑ ↑

Age 18 - 34 69.3% 41.3% 40.8% ↑ ↑
35 - 44 19.6% 19.2% 20.6% ↔ ↔
45 - 54 9.4% 20.3% 19.8% ↓ ↓
55 or older 1.6% 19.2% 18.8% ↓ ↓

Race/Ethnicity*** White 74.0% 59.7% 53.6% ↑ ↑
Black/African-American 24.5% 28.1% 24.5% ↔ ↔
Hispanic/Latino 5.3% 19.8% 16.1% ↔ ─
Asian 0.8% 3.8% 3.6% ↓ ↓
Hawaiian/Pacific Is. 0.4% 0.8% 1.2% ─ ↔
Am. Indian/Alaskan 3.7% 3.0% 2.9% ↔ ↔
Other 3.5% 11.0% 9.7% ↓ ↓

Education High School Graduate or less 70.4% 66.4% 68.9% ↔ ↔
Some College 27.5% 26.0% 25.4% ↔ ↔
College Graduate or more 2.0% 7.6% 5.7% ↓ ↓

Health Status Excellent/Very good 35.7% 37.3% 33.7% ↔ ↔
Good 37.1% 32.0% 31.5% ↑ ↑
Fair/Poor 27.3% 30.6% 34.8% ↔ ↓

Demographic Category
Significance Testing**

* The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted data to NCQA. NCQA 2008 Quality 
Compass® (Public-Report) is the mean of 115 plan-specific samples that submitted to NCQA in 2008 and publicly reported.  Refer to the Technical Notes for more information.

***Race and Ethnicity are separate questions and respondents may chose more than one race option, therefore figures will not equal 100%.  "Other" includes respondents who answered 
"Other."

**  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to 

benchmarks;  ↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All 
significance testing is performed at the 95% significance level.
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Profile of Survey Respondents MDwise

Demographic Trending Medicaid Adult CAHPS® 

516  Total Respondents Current

since 
2008

since 
2007 

Gender Male 7.2% 13.1% 9.4% ↓ ↔
Female 92.8% 86.9% 90.6% ↑ ↔

Age 18 - 34 69.3% 70.7% 72.5% ↔ ↔
35 - 44 19.6% 17.0% 17.3% ↔ ↔
45 - 54 9.4% 10.5% 7.6% ↔ ↔
55 or older 1.6% 1.8% 2.5% ↔ ↔

Race/Ethnicity** White 74.0% 73.3% 55.4% ↔ ↑
Black/African-American 24.5% 22.8% 38.7% ↔ ↓
Hispanic/Latino 5.3% 4.9% 7.1% ↔ ↔
Asian 0.8% 0.9% 0.3% ─ ─
Other 7.6% 8.3% 7.0% ↔ ↔

Education High School Graduate or less 70.4% 65.7% 69.9% ↔ ↔
Some College 27.5% 30.8% 26.6% ↔ ↔
College Graduate or more 2.0% 3.4% 3.4% ↔ ↔

Health Status Excellent/Very good 35.7% 36.8% 38.0% ↔ ↔
Good 37.1% 35.0% 34.6% ↔ ↔
Fair/Poor 27.3% 28.3% 27.5% ↔ ↔

Category

*  Significance Testing - "↓" denotes significant decrease when compared to previous years.  "↑" denotes significant increase when compared to previous years.  
"↔" denotes that there was no significant difference between the  percentages.  "─" denotes that there was insufficient sample size to conduct the statistical test.  
All significance testing is performed at the 95% significance level.

** Race and Ethnicity are separate questions and respondents may chose more than one race option, therefore figures will not equal 100%.  "Other" includes 
respondents who answered "Other."

Significance 
Testing*

Demographic 2009 20072008
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3. Trend Comparisons 
The CAHPS® 4.0H survey is designed to use composite scores to facilitate the aggregation of 
information and the communication of results.  Questions are combined into composite 
categories comprising a particular service area managed by your plan.  These composites, 
the questions that make up composites (attributes), additional measures, and rating questions 
are shown on the following trend pages.   Trending to 2008, 2007, and 2006 data is also 
shown when available. 
 
Page 3A Trend Comparisons 

Shows how your health plan’s 2009 composite and key question Summary 
Rates compare to your scores from 2008, 2007, and 2006.  Significant 
differences are highlighted. 

 
Pages 3B-3D Drill-Down of Trend Comparisons  

Show a graphical presentations of a year-to-year comparisons of response 
options for composites and key questions. Pages 3B-3C show composites and 
single question measures. Page 3D shows rating questions. 

 
 

 
 
Charts 3A – 3D 
 
 
 

Due to significant differences between the CAHPS® 4.0H and CAHPS® 3.0H surveys (used in 2006), many 
questions and composites are not trendable to data from 2006.  The following composites and measures are 
affected: Getting Needed Care, Customer Service, Shared Decision Making, Health Promotion and Education, 
and Coordination of Care.    



Trend Comparisons MDwise

Composites and Key Questions of Member Satisfaction Medicaid Adult CAHPS® 

516  Total Respondents

Valid 
n

Summary 
Rate* 

Valid 
n 

Summary 
Rate* 

Valid 
n 

Summary 
Rate* 

Valid 
n 

Summary 
Rate* 

since 
2008

since 
2007

since 
2006

Getting Needed Care 237 77.7% 229 76.8% 162 75.5% ↔ ↔

Q23. Ease of getting appointment with a specialist 172 79.1% 169 74.6% 110 74.5% ↔ ↔
Q27. Getting care, tests, or treatments necessary 237 76.4% 229 79.0% 162 76.5% ↔ ↔

Getting Care Quickly
384

81.2%
348

82.4%
275

80.0%
274

77.7% ↔ ↔ ↔

Q4. Obtaining needed care right away 245 82.4% 228 86.0% 178 82.6% 222 77.9% ↔ ↔ ↔

Q6.
Obtaining care when needed, not when 
needed right away

384 79.9% 348 78.7% 275 77.5% 274 77.4% ↔ ↔ ↔

How Well Doctors Communicate
339

87.9%
294

84.4%
219

86.6%
323

83.4% ↔ ↔ ↔

Q15.
Doctors explaining things in an understandable 
way

336 90.5% 294 87.1% 216 88.0% 321 85.4% ↔ ↔ ↑

Q16. Doctors listening carefully to you 335 87.8% 293 84.6% 219 85.4% 320 84.1% ↔ ↔ ↔

Q17.
Doctors showing respect for what you had to 
say

339 89.1% 291 86.9% 218 88.1% 323 85.4% ↔ ↔ ↔

Q18. Doctors spending enough time with you 334 84.4% 293 78.8% 219 84.9% 322 78.9% ↔ ↔ ↔

Customer Service 107 72.3% 110 70.8% 57 64.0% ↔ ↔

Q31. Getting information/help from customer service 106 65.1% 110 60.0% 57 59.6% ↔ ↔

Q32. 
Treated with courtesy and respect by customer 
service staff 

107 79.4% 109 81.7% 57 68.4% ↔ ↔

Shared Decision Making 216 65.3% 183 56.8% 142 61.0% ↔ ↔

Q10.
Health provider talked about pros and cons of 
choice of treatment

216 66.7% 180 57.2% 140 65.0% ↔ ↔

Q11.
Doctor/provider asked which choice you 
thought was best for you

213 63.8% 183 56.3% 142 57.0% ↔ ↔

406 58.4% 349 51.0% 287 58.2% ↑ ↔

176 75.6% 165 71.5% 108 70.4% ↔ ↔

Rating of Health Care  (Q12) 402 67.9% 350 64.9% 287 62.7% 325 71.1% ↔ ↔ ↔

Rating of Personal Doctor  (Q21) 425 74.6% 368 72.6% 266 73.7% 325 76.3% ↔ ↔ ↔

Rating of Specialist  (Q25) 152 78.3% 146 71.9% 100 79.0% 131 69.5% ↔ ↔ ↔

Rating of Health Plan  (Q35) 472 77.1% 421 69.1% 330 73.0% 423 72.6% ↑ ↔ ↔

Effectiveness of Care Measures                                                                                                     

391 71.1% 319 69.6% 304 62.8% 266 62.4% ↔ ↑ ↑

386 39.6% 317 36.9% 302 29.5% 265 24.5% ↔ ↑ ↑

386 36.3% 316 36.7% 300 33.7% 264 33.3% ↔ ↔ ↔

2008 2006 (3.0H)2007

Advising Smokers to Quit (ASTQ) 

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages.  The Summary Rates for 
Effectiveness of Care Measures are calculated on a two-year rolling average due to anticipated small denominators.  Refer to the Technical Notes for more information.  

**  Significance Testing - ↓ denotes significant decrease when compared to previous years;  ↑ denotes significant increase when compared to previous years;  ↔ denotes that there was 
no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is performed at the 95% 
significance level.

Smoking Cessation - Medication

Not Trendable

Not Trendable

Significance Testing **

Q20-Coordination of Care  

Smoking Cessation - Strategies

Q8-Health Promotion and Education 

Composites and Key Questions

2009

Current
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Drill-Down of Trend Comparisons MDwise
Composites of Member Satisfaction Medicaid Adult CAHPS® 

516  Total Respondents

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% Always 52.3% 51.6% 54.1% ↔ ↔
% Usually 23.2% 25.2% 23.6% ↔ ↔
% Never/Sometimes 24.5% 23.2% 22.3% ↔ ↔

Getting Needed Care

Significance Test*

Not Trendable

24.5% 23.2% 22.3%

23.2% 25.2% 23.6%

52.3% 51.6% 54.1%

0%

20%

40%

60%

80%

100%

2007 2008 2009

Getting Needed Care 

Always

Usually

Never/ Sometimes

47.6% 53.8% 58.9% 58.1%

40%

60%

80%

100%

Getting Care Quickly 

Always

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% Always 47.6% 53.8% 58.9% 58.1% ↑ ↔ ↔
% Usually 30.1% 26.3% 23.5% 23.0% ↓ ↔ ↔
% Never/Sometimes 22.3% 20.0% 17.6% 18.8% ↔ ↔ ↔

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% Always 63.3% 67.6% 67.2% 72.1% ↑ ↔ ↔
% Usually 20.1% 19.0% 17.2% 15.9% ↔ ↔ ↔
% Never/Sometimes 16.6% 13.4% 15.6% 12.1% ↔ ↔ ↔

How Well Doctors Communicate

Significance Test*

*  Significance Testing - ↓ denotes significant decrease when compared to previous years;  ↑ denotes significant increase when compared to previous years;  ↔ denotes that 
there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is 
performed at the 95% significance level.

Getting Care Quickly

Significance Test*

22.3% 20.0% 17.6% 18.8%

30.1% 26.3% 23.5% 23.0%

0%

20%

40%

2006 2007 2008 2009

Usually

Never/ Sometimes

16.6% 13.4% 15.6% 12.1%

20.1% 19.0% 17.2% 15.9%

63.3% 67.6% 67.2% 72.1%

0%

20%

40%

60%

80%

100%

2006 2007 2008 2009

How Well Doctors Communicate 

Always

Usually

Never/ Sometimes
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Drill-Down of Trend Comparisons MDwise
Composites of Member Satisfaction Medicaid Adult CAHPS® 

516  Total Respondents

2006 (3.0H) 2007 2008 2009 since 
2006

since 
2007

since 
2008

% Always 48.2% 51.2% 46.9% ↔ ↔
% Usually 15.8% 19.7% 25.3% ↔ ↔
% Never/Sometimes 36.0% 29.2% 27.7% ↔ ↔

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% Definitely yes 61 0% 56 8% 65 3% ↔ ↔
Shared Decision Making

Significance Test*

Not Trendable

Customer Service

Significance Test*

36.0% 29.2% 27.7%

15.8% 19.7% 25.3%

48.2% 51.2% 46.9%

0%

20%

40%

60%

80%

100%

2007 2008 2009

Customer Service 

Always

Usually

Never/ Sometimes

7.4% 11.5% 9.3%

31.5% 31.7% 25.4%

61.0% 56.8% 65.3%

0%

20%

40%

60%

80%

100%

2007 2008 2009

Shared Decision Making 

Definitely yes

Somewhat yes

Somewhat no/ Definitely no

% Definitely yes 61.0% 56.8% 65.3% ↔ ↔
% Somewhat yes 31.5% 31.7% 25.4% ↔ ↔
% Somewhat no/ Definitely no 7.4% 11.5% 9.3% ↔ ↔

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% Always 38.7% 33.8% 37.2% ↔ ↔
% Usually 19.5% 17.2% 21.2% ↔ ↔
% Never/Sometimes 41.8% 49.0% 41.6% ↔ ↓

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% Always 49.1% 52.1% 58.5% ↔ ↔
% Usually 21.3% 19.4% 17.0% ↔ ↔
% Never/Sometimes 29.6% 28.5% 24.4% ↔ ↔
*  Significance Testing - ↓ denotes significant decrease when compared to previous years;  ↑ denotes significant increase when compared to previous years;  ↔ denotes 
that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is 
performed at the 95% significance level.

Not Trendable

Not Trendable

Health Promotion and Education (Q8)

Significance Test*

Not Trendable

Coordination of Care (Q20)

Significance Test*

29.6% 28.5% 24.4%

21.3% 19.4% 17.0%

49.1% 52.1% 58.5%
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Drill-Down of Trend Comparisons MDwise
Global Ratings of Member Satisfaction Medicaid Adult CAHPS® 

516  Total Respondents

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% 9-10 53.8% 41.8% 45.4% 46.3% ↓ ↔ ↔
% 7-8 26.8% 34.5% 29.1% 34.3% ↑ ↔ ↔
% 0-6 19.4% 23.7% 25.4% 19.4% ↔ ↔ ↓

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% 9-10 60.3% 59.8% 56.8% 62.6% ↔ ↔ ↔
% 7-8 24.3% 21.1% 22.8% 20.9% ↔ ↔ ↔

Rating of Personal Doctor (Q21)

Significance Test*

Rating of Health Care (Q12)

Significance Test*

19.4% 23.7% 25.4% 19.4%

26.8%
34.5% 29.1% 34.3%

53.8% 41.8% 45.4% 46.3%

0%

20%

40%

60%

80%

100%

2006 2007 2008 2009

Rating of Health Care ‐ Q12 

9‐10

7‐8

0‐6

15.4% 19.2% 20.4% 16.5%
24.3% 21.1% 22.8% 20.9%

60.3% 59.8% 56.8% 62.6%

0%
20%

40%

60%

80%

100%

2006 2007 2008 2009

Rating of Personal Doctor ‐ Q21 

9‐10

7‐8

0‐6

% 0-6 15.4% 19.2% 20.4% 16.5% ↔ ↔ ↔

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% 9-10 50.4% 62.0% 60.3% 62.5% ↑ ↔ ↔
% 7-8 29.8% 25.0% 19.2% 24.3% ↔ ↔ ↔
% 0-6 19.8% 13.0% 20.5% 13.2% ↔ ↔ ↔

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% 9-10 54.8% 55.8% 54.6% 58.3% ↔ ↔ ↔
% 7-8 26.2% 28.8% 23.8% 26.1% ↔ ↔ ↔
% 0-6 18.9% 15.5% 21.6% 15.7% ↔ ↔ ↓
*  Significance Testing - ↓ denotes significant decrease when compared to previous years;  ↑ denotes significant increase when compared to previous years;  ↔ denotes 
that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is 
performed at the 95% significance level.

Rating of Health Plan (Q35)

Significance Test*

Rating of Specialist (Q25)

Significance Test*

19.8% 13.0% 20.5% 13.2%

29.8%
25.0% 19.2% 24.3%
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4. Benchmark Comparisons 
Quality Compass data is used as a benchmark for comparison to see how well your plan 
performs in comparison to those plans that submitted their data to NCQA in 2008.  
Additionally, a comparison to TMG’s 2009 Medicaid Adult Book of Business is provided. 
 
Your plan’s 2009 member satisfaction summary data, as well as several benchmarks for 
comparison, are all organized into the following charts. 
 
Page 4A 2008 Quality Compass (Medicaid Adult Public Report) Percentiles 

Shows how your health plan’s composite and key question Summary Rates 
compare to the mean and percentile (25th, 50th, 75th, and 90th) scores 
generated from the 115 plan-specific Medicaid adult samples nationwide who 
chose to report their plan-level scores publicly.  Your plan’s percentile ranking 
is shown beside each score.  

 
Page 4B 2009 TMG Medicaid Adult Book of Business Percentiles 

Shows how your health plan’s composite and key question Summary Rates 
compare to the mean and percentile (25th, 50th, 75th, and 90th) scores 
generated from the 36 plan-specific Medicaid adult samples contracted with 
TMG to administer the CAHPS 4.0H survey and to submit data to NCQA in 
2009.  Your plan’s percentile ranking is shown beside each score.  
Historically the average difference between TMG Book of Business mean 
Summary Rates and Quality Compass Public Report has been less than one 
percent. 
 

Page 4C 2009 TMG Book of Business and 2008 Quality Compass (Public Report and 
All Plans) Summary Rate Comparison 
Page 4C shows how your health plan’s composite and key question 
Summary Rates compare to the mean scores of the 2009 TMG Book of 
Business and 2008 Quality Compass (Public Report and All Plans).  The 
Public Report benchmark includes the 115 Medicaid adult plans that 
submitted to NCQA and chose to report their plan-level scores publicly.  The 
All Plans benchmark includes approximately 177 samples of Medicaid adult 
plans that submitted to NCQA. Significant differences are highlighted. 

 
Page 4D 2008 National CAHPS® Benchmarking Database (NCBD) 

Shows how your health plan’s composite and key question Summary Rates 
compare to the NCBD Benchmark. Note: NCBD Summary Rate definitions 
are not the same as NCQA Summary Rate definitions.  Your plan’s Summary 
Rate has been recalculated on this page to match NCBD Summary Rate 
definitions. The NCBD Summary Rate definitions are shown in the second 
column of this table. The NCBD data presented includes the summary-level 
distributions of 120 Medicaid Adult CAHPS® 4.0 Health Plan Survey results 
from 2008. 
 

Page 4E 2009 TMG Book of Business and 2008 Quality Compass (Public Report and 
All Plans) Summary Rate Comparison - MDwise Delivery Systems 
Page 4E shows how your composite and key question Summary Rates 
associated each of the twelve (12) MDwise delivery systems (Wishard, 
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Methodist, St. Francis, ProHealth, St. Vincent, St. Catherine, St. Margaret 
Mercy, St. Anthony, Community Munster, St. Mary Medical Center, 
SelectHealth, and Hoosier Alliance) compare to the mean scores of the 2009 
TMG Book of Business and 2008 Quality Compass (Public Report and All 
Plans).  The Public Report benchmark includes the 115 Medicaid adult plans 
that submitted to NCQA and chose to report their plan-level scores publicly.  
The All Plans benchmark includes approximately 177 samples of Medicaid 
adult plans that submitted to NCQA. Significant differences are highlighted. 

 
A brief description of each benchmark, as well as its pros and cons are shown in the table 
below: 

 
 

Benchmark Definition 
# of 

Plans Pros Cons 
2008 Quality 

Compass 
Public Report 

Includes the Medicaid 
adult samples that 
submitted data to NCQA 
in 2008 and allowed their 
data to be publicly 
reported 

115 * Provides a benchmark 
for each question from 
the survey 
* Permits precise 
percentile ranking of 
plan compared to 
benchmark 

*Contains fewer 
plans than All Plans 
benchmark  
 

2008 Quality 
Compass All 
Plans Report 

Includes all Medicaid 
adult samples that 
submitted data to NCQA 
in 2008 

177 * Contains more plans 
than Public Report 
* Is shown in NCQA’s 
The State of Health 
Care Quality and on 
NCQA’s website 

* Only contains 
benchmarks for 
certain key questions, 
composites and 
rating questions  

2008 National 
CAHPS® 

Benchmarking 
Database 
(NCBD) 

Includes all Medicaid 
adult samples that 
submitted data to NCBD 
in 2008. Summary Rate 
definitions are not the 
same as standard 
CAHPS definitions. 

120 * Typically contains 
more plans than Quality 
Compass 
*Breaks out the 
Summary Rate to 
include only the most 
positive response 
option 

* Only contains 
benchmarks for 
certain key questions, 
composites and 
rating questions 
*May include data 
that does not follow 
standard CAHPS® 
data collection 
protocol 

2009 TMG 
Book of 

Business 

Includes all the Medicaid 
adult samples that 
contracted with TMG to 
administer the 2009 
CAHPS 4.0H survey, and 
submitted that data to 
NCQA   

36 * Provides a benchmark 
for each question from 
the survey 
* Permits precise 
percentile ranking of 
plan compared to 
benchmark 
*Provide the most up-
to-date benchmark 
available reflecting the 
2009 survey results. 

* Contains fewer 
plans than Quality 
Compass Public 
Report and All Plans 
benchmarks 

 
Charts 4A – 4E 
 
 



Benchmark Comparisons MDwise
2008 Quality Compass® (Public Report) Percentiles Medicaid Adult CAHPS® 

516  Total Respondents

Mean 25th 50th 75th 90th

Getting Needed Care 77.7% 49th 76.4% 73.2% 77.8% 79.8% 83.9%

Q23. Ease of getting appointment with a specialist 79.1% 77th 74.1% 71.1% 75.3% 78.4% 81.9%

Q27. Getting care, tests, or treatments necessary 76.4% 27th 78.8% 76.1% 80.0% 81.9% 86.2%

Getting Care Quickly 81.2% 53rd 80.4% 79.4% 81.0% 83.2% 85.8%

Q4. Obtaining needed care right away 82.4% 55th 81.2% 78.3% 82.2% 84.2% 85.8%

Q6. Obtaining care when needed, not when needed right away 79.9% 41st 80.0% 78.2% 80.5% 83.4% 85.3%

How Well Doctors Communicate 87.9% 57th 86.8% 84.6% 87.6% 89.1% 90.7%

Q15. Doctors explaining things in an understandable way 90.5% 83rd 86.9% 84.6% 87.3% 89.5% 91.5%

Q16. Doctors listening carefully to you 87.8% 42nd 87.8% 85.4% 88.3% 89.8% 91.7%

Q17. Doctors showing respect for what you had to say 89.1% 46th 89.3% 87.0% 89.8% 91.7% 93.0%

Q18. Doctors spending enough time with you 84.4% 50th 83.8% 81.3% 84.4% 86.9% 88.4%

Customer Service 72.3% 10th 79.8% 75.8% 80.7% 84.6% 86.9%

Q31. Getting information/help from customer service 65.1% 16th 72.5% 68.8% 73.4% 77.4% 80.4%

Q32. 
Treated with courtesy and respect by customer service 
staff 

79.4% <10th 87.1% 82.8% 88.2% 91.9% 93.3%

Shared Decision Making 65.3% 92nd 58.5% 55.9% 59.1% 61.5% 64.0%

Q10.
Health provider talked about pros and cons of choice of 
treatment

66.7% 91st 59.8% 57.3% 60.8% 63.2% 65.7%

Q11.
Doctor/provider asked which choice you thought was best 
for you

63.8% 92nd 57.1% 53.7% 57.7% 60.4% 62.9%

58.4% 68th 56.3% 53.5% 56.0% 59.5% 62.1%

75.6% 40th 76.4% 72.5% 76.9% 80.3% 82.7%

Rating of Health Care  (Q12) 67.9% 58th 67.4% 63.7% 66.9% 72.1% 74.4%

Rating of Personal Doctor  (Q21) 74.6% 30th 76.2% 72.4% 77.3% 79.1% 80.6%

Rating of Specialist  (Q25) 78.3% 69th 75.7% 72.6% 76.3% 78.9% 81.2%

Rating of Health Plan  (Q35) 77.1% 83rd 71.5% 67.9% 72.4% 75.4% 79.4%

Advising Smokers to Quit (ASTQ) 71.1% 57th 69.5% 66.6% 70.4% 74.4% 76.4%

Smoking Cessation - Medication 39.6% 50th 39.4% 34.2% 39.3% 44.7% 48.7%

Smoking Cessation - Strategies 36.3% 30th 39.7% 35.3% 39.3% 43.2% 48.3%

Composites and Key Questions

Your Plan 
Summary 

Rate*

2008 Quality Compass®                           
(Public Report) Mean & Percentiles***Your Plan's 

Ranking**

Effectiveness of Care Measures  (Rolling Averages)

*  Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages.  The Summary Rates for 
the Effectiveness of Care Measures are calculated on a two-year rolling average due to anticipated small denominators.  Refer to the Technical Notes for more information.  

** Ranking indicates where your plan's Summary Rate ranks when compared to all other Medicaid Adult plans that publicly reported their results. Summary Rates that are below the 
10th percentile are shown as "<10th."

*** NCQA 2008 Quality Compass® (Public-Report), is 115 Medicaid samples that chose to publicly report their Summary Rates to NCQA.  See Technical Notes for more 
information. 

Health Promotion and Education (Q8) - Doctor 
discussed specific things to do to prevent illnesses. 

Coordination of Care (Q20) - Doctor seemed informed/up-
to-date about the care received from other doctors/providers. 
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Benchmark Comparisons MDwise
2009 TMG Percentiles Medicaid Adult CAHPS® 

516  Total Respondents

Mean 25th 50th 75th 90th

Getting Needed Care 77.7% 45th 77.8% 75.1% 78.7% 81.5% 83.8%

Q23. Ease of getting appointment with a specialist 79.1% 68th 75.7% 74.0% 76.4% 79.9% 81.8%

Q27. Getting care, tests, or treatments necessary 76.4% 25th 80.0% 76.3% 80.7% 84.8% 86.8%

Getting Care Quickly 81.2% 40th 81.7% 80.1% 81.8% 83.2% 85.7%

Q4. Obtaining needed care right away 82.4% 40th 82.9% 81.1% 83.1% 84.5% 86.9%

Q6. Obtaining care when needed, not when needed right away 79.9% 37th 80.6% 77.8% 81.3% 82.8% 85.3%

How Well Doctors Communicate 87.9% 45th 88.1% 86.3% 88.4% 90.0% 91.4%

Q15. Doctors explaining things in an understandable way 90.5% 74th 88.0% 85.9% 88.4% 90.6% 91.8%

Q16. Doctors listening carefully to you 87.8% 37th 88.6% 86.7% 88.7% 90.9% 91.5%

Q17. Doctors showing respect for what you had to say 89.1% 28th 90.7% 88.9% 90.9% 92.9% 93.9%

Q18. Doctors spending enough time with you 84.4% 42nd 85.2% 83.4% 85.0% 86.9% 89.1%

Customer Service 72.3% <10th 80.4% 76.6% 82.0% 84.4% 86.9%

Q31. Getting information/help from customer service 65.1% 14th 73.0% 69.1% 75.0% 78.6% 81.6%

Q32. Treated with courtesy and respect by customer service 
staff 

79.4% 11th 87.8% 84.6% 89.0% 91.9% 93.3%

Shared Decision Making 65.3% 88th 61.1% 59.5% 61.4% 63.1% 65.4%

Q10.
Health provider talked about pros and cons of choice of 
treatment

66.7% 85th 63.4% 62.5% 63.6% 65.6% 67.6%

Q11.
Doctor/provider asked which choice you thought was best 
for you

63.8% 88th 58.7% 56.3% 58.6% 60.7% 64.1%

Health Promotion and Education (Q8) 58.4% 42nd 57.7% 56.3% 58.5% 60.1% 61.8%

Coordination of Care (Q20) 75.6% 31st 77.4% 75.1% 77.1% 81.0% 82.6%

Rating of Health Care  (Q12) 67.9% 37th 70.2% 67.4% 69.2% 73.7% 76.1%

Rating of Personal Doctor  (Q21) 74.6% 17th 77.2% 75.5% 76.1% 80.1% 81.2%

Rating of Specialist  (Q25) 78.3% 62nd 77.3% 75.0% 77.3% 79.9% 81.5%

Rating of Health Plan  (Q35) 77.1% 65th 75.4% 72.2% 74.9% 78.6% 82.1%

Advising Smokers to Quit (ASTQ) 71.1% 60th 69.4% 67.7% 70.0% 73.9% 76.1%

Smoking Cessation - Medication 39.6% 36th 43.4% 38.0% 41.1% 48.7% 55.4%

Smoking Cessation - Strategies 36.3% 22nd 42.2% 36.7% 41.5% 47.0% 52.8%

*** The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted to NCQA.  

** Ranking indicates where your plan's Summary Rate ranks when compared to all other commercial adult plans that submitted data to NCQA through TMG in 2009.  Summary 
Rates that are below the 10th percentile are shown as "<10th."

Composites and Key Questions

Your Plan 
Summary 

Rate*

2009 TMG Mean & Percentiles***Your Plan's 
Ranking**

*  Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages.  The Summary Rates for 
the Effectiveness of Care Measures are calculated on a two-year rolling average due to anticipated small denominators.  Refer to the Technical Notes for more information.  

Effectiveness of Care Measures  
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Benchmark Comparisons MDwise

2009 TMG Book of Business & 2008 Quality Compass® Medicaid Adult CAHPS® 

516  Total Respondents

Getting Needed Care 237 77.7% 77.8% 76.4% 75.3% ↔ ↔ ↔

Q23. Ease of getting appointment with a specialist 172 79.1% 75.7% 74.1% 73.2% ↔ ↔ ↔

Q27. Getting care, tests, or treatments necessary 237 76.4% 80.0% 78.8% 77.5% ↔ ↔ ↔

Getting Care Quickly 384 81.2% 81.7% 80.4% 80.2% ↔ ↔ ↔

Q4. Obtaining needed care right away 245 82.4% 82.9% 81.2% 81.1% ↔ ↔ ↔

Q6. Obtaining care when needed, not when needed right away 384 79.9% 80.6% 80.0% 79.4% ↔ ↔ ↔

How Well Doctors Communicate 339 87.9% 88.1% 86.8% 86.7% ↔ ↔ ↔

Q15. Doctors explaining things in an understandable way 336 90.5% 88.0% 86.9% 86.6% ↔ ↔ ↑

Q16. Doctors listening carefully to you 335 87.8% 88.6% 87.8% 87.6% ↔ ↔ ↔

Q17. Doctors showing respect for what you had to say 339 89.1% 90.7% 89.3% 89.2% ↔ ↔ ↔

Q18. Doctors spending enough time with you 334 84.4% 85.2% 83.8% 83.5% ↔ ↔ ↔

Customer Service 107 72.3% 80.4% 79.8% 79.1% ↓ ↔ ↔

Q31. Getting information/help from customer service 106 65.1% 73.0% 72.5% 71.5% ↔ ↔ ↔

Q32. Treated with courtesy and respect by customer service 
staff 

107 79.4% 87.8% 87.1% 86.8% ↓ ↓ ↓

Shared Decision Making 216 65.3% 61.1% 58.5% 58.5% ↔ ↑ ↑

Q10.
Health provider talked about pros and cons of choice of 
treatment

216 66.7% 63.4% 59.8% 59.8% ↔ ↑ ↑

Q11.
Doctor/provider asked which choice you thought was best 
for you

213 63.8% 58.7% 57.1% 57.1% ↔ ↑ ↑

406 58.4% 57.7% 56.3% 56.1% ↔ ↔ ↔

176 75.6% 77.4% 76.4% 76.2% ↔ ↔ ↔

Rating of Health Care  (Q12) 402 67.9% 70.2% 67.4% 67.1% ↔ ↔ ↔

Rating of Personal Doctor  (Q21) 425 74.6% 77.2% 76.2% 75.7% ↔ ↔ ↔

Rating of Specialist  (Q25) 152 78.3% 77.3% 75.7% 75.7% ↔ ↔ ↔

Rating of Health Plan  (Q35) 472 77.1% 75.4% 71.5% 70.6% ↔ ↑ ↑

Advising Smokers to Quit (ASTQ) 391 71.1% 69.4% 69.5% 69.4% ↔ ↔ ↔

Smoking Cessation - Medication 386 39.6% 43.4% 39.4% 38.7% ↔ ↔ ↔

Smoking Cessation - Strategies 386 36.3% 42.2% 39.7% 39.3% ↓ ↔ ↔

Summary 
Rate*

Health Promotion and Education (Q8) - Doctor 
discussed specific things to do to prevent illnesses. 

Coordination of Care (Q20) - Doctor seemed informed/up-
to-date about the care received from other doctors/providers. 

Valid 
n

Public 
Report

Composites and Key Questions

All Plans

Quality Compass® 

Benchmarks**TMG Book 
of 

Business**

Significance Testing***

To TMG 
BoB

To Public 
Report

To All 
Plans

**  The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted to NCQA.  2008 Quality Compass® All Plans is 
the mean summary rate from the Medicaid adult plans who submitted to NCQA in 2008 (approximately 177 plan specific samples).  Public Report is the collection of those Medicaid adult 

plans (115 plan specific samples) who chose to report their score publicly, in addition to submitting their scores in Quality Compass® All Plans. 

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to benchmarks
↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is 
performed at the 95% significance level.

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages. The Summary Rate for 
Effectiveness of Care Measures is calculated on a two-year rolling average due to anticipated small denominators.

Effectiveness of Care Measures  (Rolling Averages)
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Benchmark Comparisons MDwise
2008 NCBD Benchmark Medicaid Adult CAHPS® 

516  Total Respondents

Significance Testing***

Your Plan to NCBD

Getting Needed Care Always 54% 48% ↔

Q23. Ease of getting appointment with a specialist 55% 46% ↑

Q27. Getting care, tests, or treatments necessary 54% 50% ↔

Getting Care Quickly Always 58% 55% ↔

Q4. Obtaining needed care right away 55% 57% ↔

Q6. Obtaining care when needed, not when needed right away 61% 53% ↑

How Well Doctors Communicate Always 72% 69% ↔

Q15. Doctors explaining things in an understandable way 75% 68% ↑

Q16. Doctors listening carefully to you 73% 70% ↔

Q17. Doctors showing respect for what you had to say 75% 74% ↔

Q18. Doctors spending enough time with you 65% 62% ↔

Customer Service Always 47% 57% ↓

Q31. Getting information/help from customer service 41% 48% ↔

Q32. 
Treated with courtesy and respect by customer service 
staff 

53% 66% ↓

Rating of Health Care  (Q12) 9-10 46% 47% ↔

Rating of Personal Doctor  (Q21) 9-10 63% 61% ↔

Rating of Specialist  (Q25) 9-10 63% 60% ↔

Rating of Health Plan  (Q35) 9-10 58% 50% ↑

Always

Always

Composites and Key Questions

Your Plan 
Summary Rate*

NCBD 
Benchmark 

Summary Rate**

NCBD 
Summary 

Rate 
Definition

Always

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared 
to benchmarks;  ↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical 
test.  All significance testing is performed at the 95% significance level.

Always

*  Summary Rates calculations are defined by National CAHPS Benchmarking Database (NCBD). Your Summary Rates are recalulated to match the NCBD benchmark 
Summary Rate definition, and are shown in the column labeled "Your Plan's Summary Rate." 

**  Source for the benchmark data is NCBD 2008 Chartbook, which presents 120 Medicaid summary-level results for the CAHPS 4.0 Health Plan Survey.  NCBD benchmark 
also includes results from CAHPS surveys that have not been administered according to CAHPS 4.0H specification.  
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Benchmark Comparisons MDwise

2009 TMG Book of Business & 2008 Quality Compass® Medicaid Adult CAHPS® 

152  Total Respondents

Getting Needed Care 62 63.4% 77.8% 76.4% 75.3% ↓ ↓ ↓

Q23. Ease of getting appointment with a specialist 38 52.6% 75.7% 74.1% 73.2% ↓ ↓ ↓

Q27. Getting care, tests, or treatments necessary 62 74.2% 80.0% 78.8% 77.5% ↔ ↔ ↔

Getting Care Quickly 98 77.3% 81.7% 80.4% 80.2% ↔ ↔ ↔

Q4. Obtaining needed care right away 56 82.1% 82.9% 81.2% 81.1% ↔ ↔ ↔

Q6. Obtaining care when needed, not when needed right away 98 72.4% 80.6% 80.0% 79.4% ↓ ↔ ↔

How Well Doctors Communicate 85 85.5% 88.1% 86.8% 86.7% ↔ ↔ ↔

Q15. Doctors explaining things in an understandable way 85 85.9% 88.0% 86.9% 86.6% ↔ ↔ ↔

Q16. Doctors listening carefully to you 85 85.9% 88.6% 87.8% 87.6% ↔ ↔ ↔

Q17. Doctors showing respect for what you had to say 85 88.2% 90.7% 89.3% 89.2% ↔ ↔ ↔

Q18. Doctors spending enough time with you 84 82.1% 85.2% 83.8% 83.5% ↔ ↔ ↔

Customer Service 23 75.7% 80.4% 79.8% 79.1% ─ ─ ─

Q31. Getting information/help from customer service 23 69.6% 73.0% 72.5% 71.5% ↔ ↔ ↔

Q32. Treated with courtesy and respect by customer service 
staff 

22 81.8% 87.8% 87.1% 86.8% ─ ─ ─

Shared Decision Making 53 59.0% 61.1% 58.5% 58.5% ↔ ↔ ↔

Q10.
Health provider talked about pros and cons of choice of 
treatment

53 62.3% 63.4% 59.8% 59.8% ↔ ↔ ↔

Q11.
Doctor/provider asked which choice you thought was best 
for you

52 55.8% 58.7% 57.1% 57.1% ↔ ↔ ↔

106 53.8% 57.7% 56.3% 56.1% ↔ ↔ ↔

42 64.3% 77.4% 76.4% 76.2% ↓ ↔ ↔

Rating of Health Care  (Q12) 105 68.6% 70.2% 67.4% 67.1% ↔ ↔ ↔

Rating of Personal Doctor  (Q21) 103 79.6% 77.2% 76.2% 75.7% ↔ ↔ ↔

Rating of Specialist  (Q25) 29 51.7% 77.3% 75.7% 75.7% ↓ ↓ ↓

Rating of Health Plan  (Q35) 127 71.7% 75.4% 71.5% 70.6% ↔ ↔ ↔

Effectiveness of Care Measures

Advising Smokers to Quit (ASTQ) 51 64.7% 69.4% 69.5% 69.4% ↔ ↔ ↔

Smoking Cessation - Medication 49 32.7% 43.4% 39.4% 38.7% ↔ ↔ ↔

Smoking Cessation - Strategies 47 29.8% 42.2% 39.7% 39.3% ↔ ↔ ↔

Quality Compass® 

Benchmarks**
Significance Testing***

Health Promotion and Education (Q8) - Doctor 
discussed specific things to do to prevent illnesses. 

Coordination of Care (Q20) - Doctor seemed informed/up-
to-date about the care received from other doctors/providers. 

Public 
Report

All Plans
To TMG 

BoB

Wishard 
Summary 

Rate*

TMG Book 
of 

Business**

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages. The Summary Rates shown for the 
Effectiveness of Care Measures represent 2009 data only.  

**  The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted to NCQA.  2008 Quality Compass® All Plans is 
the mean summary rate from the Medicaid adult plans who submitted to NCQA in 2008 (approximately 177 plan specific samples).  Public Report is the collection of those Medicaid adult 

plans (115 plan specific samples) who chose to report their score publicly, in addition to submitting their scores in Quality Compass® All Plans. 

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to benchmarks
↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is 
performed at the 95% significance level.

To Public 
Report

To All 
Plans

Composites and Key Questions
Valid 

n
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Benchmark Comparisons MDwise

2009 TMG Book of Business & 2008 Quality Compass® Medicaid Adult CAHPS® 

165  Total Respondents

Getting Needed Care 74 80.0% 77.8% 76.4% 75.3% ↔ ↔ ↔

Q23. Ease of getting appointment with a specialist 49 77.6% 75.7% 74.1% 73.2% ↔ ↔ ↔

Q27. Getting care, tests, or treatments necessary 74 82.4% 80.0% 78.8% 77.5% ↔ ↔ ↔

Getting Care Quickly 114 83.1% 81.7% 80.4% 80.2% ↔ ↔ ↔

Q4. Obtaining needed care right away 71 80.3% 82.9% 81.2% 81.1% ↔ ↔ ↔

Q6. Obtaining care when needed, not when needed right away 114 86.0% 80.6% 80.0% 79.4% ↔ ↔ ↔

How Well Doctors Communicate 98 87.9% 88.1% 86.8% 86.7% ↔ ↔ ↔

Q15. Doctors explaining things in an understandable way 97 89.7% 88.0% 86.9% 86.6% ↔ ↔ ↔

Q16. Doctors listening carefully to you 97 87.6% 88.6% 87.8% 87.6% ↔ ↔ ↔

Q17. Doctors showing respect for what you had to say 98 89.8% 90.7% 89.3% 89.2% ↔ ↔ ↔

Q18. Doctors spending enough time with you 96 84.4% 85.2% 83.8% 83.5% ↔ ↔ ↔

Customer Service 33 71.2% 80.4% 79.8% 79.1% ↔ ↔ ↔

Q31. Getting information/help from customer service 33 60.6% 73.0% 72.5% 71.5% ↔ ↔ ↔

Q32. Treated with courtesy and respect by customer service 
staff 

33 81.8% 87.8% 87.1% 86.8% ─ ─ ─

Shared Decision Making 65 62.3% 61.1% 58.5% 58.5% ↔ ↔ ↔

Q10.
Health provider talked about pros and cons of choice of 
treatment

65 67.7% 63.4% 59.8% 59.8% ↔ ↔ ↔

Q11.
Doctor/provider asked which choice you thought was best 
for you

65 56.9% 58.7% 57.1% 57.1% ↔ ↔ ↔

123 54.5% 57.7% 56.3% 56.1% ↔ ↔ ↔

57 84.2% 77.4% 76.4% 76.2% ↔ ↔ ↔

Rating of Health Care  (Q12) 123 67.5% 70.2% 67.4% 67.1% ↔ ↔ ↔

Rating of Personal Doctor  (Q21) 124 79.8% 77.2% 76.2% 75.7% ↔ ↔ ↔

Rating of Specialist  (Q25) 40 90.0% 77.3% 75.7% 75.7% ↔ ↑ ↑

Rating of Health Plan  (Q35) 155 74.8% 75.4% 71.5% 70.6% ↔ ↔ ↔

Effectiveness of Care Measures

Advising Smokers to Quit (ASTQ) 60 78.3% 69.4% 69.5% 69.4% ↔ ↔ ↔

Smoking Cessation - Medication 62 51.6% 43.4% 39.4% 38.7% ↔ ↑ ↑

Smoking Cessation - Strategies 62 48.4% 42.2% 39.7% 39.3% ↔ ↔ ↔

Quality Compass® 

Benchmarks**
Significance Testing***

Health Promotion and Education (Q8) - Doctor 
discussed specific things to do to prevent illnesses. 

Coordination of Care (Q20) - Doctor seemed informed/up-
to-date about the care received from other doctors/providers. 

Public 
Report

All Plans
To TMG 

BoB

Methodist 
Summary 

Rate*

TMG Book 
of 

Business**

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages. The Summary Rates shown for the 
Effectiveness of Care Measures represent 2009 data only.  

**  The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted to NCQA.  2008 Quality Compass® All Plans is 
the mean summary rate from the Medicaid adult plans who submitted to NCQA in 2008 (approximately 177 plan specific samples).  Public Report is the collection of those Medicaid adult 

plans (115 plan specific samples) who chose to report their score publicly, in addition to submitting their scores in Quality Compass® All Plans. 

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to benchmarks
↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is 
performed at the 95% significance level.

To Public 
Report

To All 
Plans

Composites and Key Questions
Valid 

n
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Benchmark Comparisons MDwise

2009 TMG Book of Business & 2008 Quality Compass® Medicaid Adult CAHPS® 

132  Total Respondents

Getting Needed Care 58 86.4% 77.8% 76.4% 75.3% ↔ ↔ ↔

Q23. Ease of getting appointment with a specialist 51 88.2% 75.7% 74.1% 73.2% ↑ ↑ ↑

Q27. Getting care, tests, or treatments necessary 58 84.5% 80.0% 78.8% 77.5% ↔ ↔ ↔

Getting Care Quickly 91 81.1% 81.7% 80.4% 80.2% ↔ ↔ ↔

Q4. Obtaining needed care right away 64 76.6% 82.9% 81.2% 81.1% ↔ ↔ ↔

Q6. Obtaining care when needed, not when needed right away 91 85.7% 80.6% 80.0% 79.4% ↔ ↔ ↔

How Well Doctors Communicate 84 89.8% 88.1% 86.8% 86.7% ↔ ↔ ↔

Q15. Doctors explaining things in an understandable way 83 91.6% 88.0% 86.9% 86.6% ↔ ↔ ↔

Q16. Doctors listening carefully to you 84 88.1% 88.6% 87.8% 87.6% ↔ ↔ ↔

Q17. Doctors showing respect for what you had to say 83 89.2% 90.7% 89.3% 89.2% ↔ ↔ ↔

Q18. Doctors spending enough time with you 83 90.4% 85.2% 83.8% 83.5% ↔ ↔ ↔

Customer Service 29 63.8% 80.4% 79.8% 79.1% ↓ ↓ ↓

Q31. Getting information/help from customer service 29 51.7% 73.0% 72.5% 71.5% ↓ ↓ ↓

Q32. Treated with courtesy and respect by customer service 
staff 

29 75.9% 87.8% 87.1% 86.8% ─ ─ ─

Shared Decision Making 52 71.2% 61.1% 58.5% 58.5% ↔ ↔ ↔

Q10.
Health provider talked about pros and cons of choice of 
treatment

52 71.2% 63.4% 59.8% 59.8% ↔ ↔ ↔

Q11.
Doctor/provider asked which choice you thought was best 
for you

52 71.2% 58.7% 57.1% 57.1% ↔ ↑ ↑

93 58.1% 57.7% 56.3% 56.1% ↔ ↔ ↔

48 79.2% 77.4% 76.4% 76.2% ↔ ↔ ↔

Rating of Health Care  (Q12) 94 75.5% 70.2% 67.4% 67.1% ↔ ↔ ↔

Rating of Personal Doctor  (Q21) 107 77.6% 77.2% 76.2% 75.7% ↔ ↔ ↔

Rating of Specialist  (Q25) 45 80.0% 77.3% 75.7% 75.7% ↔ ↔ ↔

Rating of Health Plan  (Q35) 124 83.1% 75.4% 71.5% 70.6% ↑ ↑ ↑

Effectiveness of Care Measures

Advising Smokers to Quit (ASTQ) 47 74.5% 69.4% 69.5% 69.4% ↔ ↔ ↔

Smoking Cessation - Medication 48 50.0% 43.4% 39.4% 38.7% ↔ ↔ ↔

Smoking Cessation - Strategies 48 58.3% 42.2% 39.7% 39.3% ↑ ↑ ↑

Quality Compass® 

Benchmarks**
Significance Testing***

Health Promotion and Education (Q8) - Doctor 
discussed specific things to do to prevent illnesses. 

Coordination of Care (Q20) - Doctor seemed informed/up-
to-date about the care received from other doctors/providers. 

Public 
Report

All Plans
To TMG 

BoB

St. Francis 
Summary 

Rate*

TMG Book 
of 

Business**

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages. The Summary Rates shown for the 
Effectiveness of Care Measures represent 2009 data only.  

**  The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted to NCQA.  2008 Quality Compass® All Plans is 
the mean summary rate from the Medicaid adult plans who submitted to NCQA in 2008 (approximately 177 plan specific samples).  Public Report is the collection of those Medicaid adult 

plans (115 plan specific samples) who chose to report their score publicly, in addition to submitting their scores in Quality Compass® All Plans. 

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to benchmarks
↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is 
performed at the 95% significance level.

To Public 
Report

To All 
Plans

Composites and Key Questions
Valid 

n
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Benchmark Comparisons MDwise

2009 TMG Book of Business & 2008 Quality Compass® Medicaid Adult CAHPS® 

157  Total Respondents

Getting Needed Care 65 71.7% 77.8% 76.4% 75.3% ↔ ↔ ↔

Q23. Ease of getting appointment with a specialist 50 68.0% 75.7% 74.1% 73.2% ↔ ↔ ↔

Q27. Getting care, tests, or treatments necessary 65 75.4% 80.0% 78.8% 77.5% ↔ ↔ ↔

Getting Care Quickly 110 81.3% 81.7% 80.4% 80.2% ↔ ↔ ↔

Q4. Obtaining needed care right away 73 83.6% 82.9% 81.2% 81.1% ↔ ↔ ↔

Q6. Obtaining care when needed, not when needed right away 110 79.1% 80.6% 80.0% 79.4% ↔ ↔ ↔

How Well Doctors Communicate 103 89.5% 88.1% 86.8% 86.7% ↔ ↔ ↔

Q15. Doctors explaining things in an understandable way 103 93.2% 88.0% 86.9% 86.6% ↔ ↔ ↑

Q16. Doctors listening carefully to you 103 90.3% 88.6% 87.8% 87.6% ↔ ↔ ↔

Q17. Doctors showing respect for what you had to say 102 89.2% 90.7% 89.3% 89.2% ↔ ↔ ↔

Q18. Doctors spending enough time with you 103 85.4% 85.2% 83.8% 83.5% ↔ ↔ ↔

Customer Service 34 77.5% 80.4% 79.8% 79.1% ↔ ↔ ↔

Q31. Getting information/help from customer service 33 66.7% 73.0% 72.5% 71.5% ↔ ↔ ↔

Q32. Treated with courtesy and respect by customer service 
staff 

34 88.2% 87.8% 87.1% 86.8% ─ ─ ─

Shared Decision Making 72 60.9% 61.1% 58.5% 58.5% ↔ ↔ ↔

Q10.
Health provider talked about pros and cons of choice of 
treatment

72 56.9% 63.4% 59.8% 59.8% ↔ ↔ ↔

Q11.
Doctor/provider asked which choice you thought was best 
for you

71 64.8% 58.7% 57.1% 57.1% ↔ ↔ ↔

120 59.2% 57.7% 56.3% 56.1% ↔ ↔ ↔

48 70.8% 77.4% 76.4% 76.2% ↔ ↔ ↔

Rating of Health Care  (Q12) 116 67.2% 70.2% 67.4% 67.1% ↔ ↔ ↔

Rating of Personal Doctor  (Q21) 122 75.4% 77.2% 76.2% 75.7% ↔ ↔ ↔

Rating of Specialist  (Q25) 46 78.3% 77.3% 75.7% 75.7% ↔ ↔ ↔

Rating of Health Plan  (Q35) 141 69.5% 75.4% 71.5% 70.6% ↔ ↔ ↔

Effectiveness of Care Measures

Advising Smokers to Quit (ASTQ) 56 69.6% 69.4% 69.5% 69.4% ↔ ↔ ↔

Smoking Cessation - Medication 56 42.9% 43.4% 39.4% 38.7% ↔ ↔ ↔

Smoking Cessation - Strategies 54 42.6% 42.2% 39.7% 39.3% ↔ ↔ ↔

Quality Compass® 

Benchmarks**
Significance Testing***

Health Promotion and Education (Q8) - Doctor 
discussed specific things to do to prevent illnesses. 

Coordination of Care (Q20) - Doctor seemed informed/up-
to-date about the care received from other doctors/providers. 

Public 
Report

All Plans
To TMG 

BoB

ProHealth 
Summary 

Rate*

TMG Book 
of 

Business**

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages. The Summary Rates shown for the 
Effectiveness of Care Measures represent 2009 data only.  

**  The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted to NCQA.  2008 Quality Compass® All Plans is 
the mean summary rate from the Medicaid adult plans who submitted to NCQA in 2008 (approximately 177 plan specific samples).  Public Report is the collection of those Medicaid adult 

plans (115 plan specific samples) who chose to report their score publicly, in addition to submitting their scores in Quality Compass® All Plans. 

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to benchmarks
↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is 
performed at the 95% significance level.

To Public 
Report

To All 
Plans

Composites and Key Questions
Valid 

n
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Benchmark Comparisons MDwise

2009 TMG Book of Business & 2008 Quality Compass® Medicaid Adult CAHPS® 

105  Total Respondents

Getting Needed Care 43 77.2% 77.8% 76.4% 75.3% ↔ ↔ ↔

Q23. Ease of getting appointment with a specialist 37 73.0% 75.7% 74.1% 73.2% ↔ ↔ ↔

Q27. Getting care, tests, or treatments necessary 43 81.4% 80.0% 78.8% 77.5% ↔ ↔ ↔

Getting Care Quickly 78 77.2% 81.7% 80.4% 80.2% ↔ ↔ ↔

Q4. Obtaining needed care right away 50 80.0% 82.9% 81.2% 81.1% ↔ ↔ ↔

Q6. Obtaining care when needed, not when needed right away 78 74.4% 80.6% 80.0% 79.4% ↔ ↔ ↔

How Well Doctors Communicate 61 84.7% 88.1% 86.8% 86.7% ↔ ↔ ↔

Q15. Doctors explaining things in an understandable way 61 83.6% 88.0% 86.9% 86.6% ↔ ↔ ↔

Q16. Doctors listening carefully to you 61 85.2% 88.6% 87.8% 87.6% ↔ ↔ ↔

Q17. Doctors showing respect for what you had to say 59 88.1% 90.7% 89.3% 89.2% ↔ ↔ ↔

Q18. Doctors spending enough time with you 61 82.0% 85.2% 83.8% 83.5% ↔ ↔ ↔

Customer Service 29 68.6% 80.4% 79.8% 79.1% ↔ ↔ ↔

Q31. Getting information/help from customer service 29 58.6% 73.0% 72.5% 71.5% ↔ ↔ ↔

Q32. Treated with courtesy and respect by customer service 
staff 

28 78.6% 87.8% 87.1% 86.8% ─ ─ ─

Shared Decision Making 43 55.8% 61.1% 58.5% 58.5% ↔ ↔ ↔

Q10.
Health provider talked about pros and cons of choice of 
treatment

43 62.8% 63.4% 59.8% 59.8% ↔ ↔ ↔

Q11.
Doctor/provider asked which choice you thought was best 
for you

43 48.8% 58.7% 57.1% 57.1% ↔ ↔ ↔

83 61.4% 57.7% 56.3% 56.1% ↔ ↔ ↔

34 67.6% 77.4% 76.4% 76.2% ↔ ↔ ↔

Rating of Health Care  (Q12) 82 67.1% 70.2% 67.4% 67.1% ↔ ↔ ↔

Rating of Personal Doctor  (Q21) 70 72.9% 77.2% 76.2% 75.7% ↔ ↔ ↔

Rating of Specialist  (Q25) 36 69.4% 77.3% 75.7% 75.7% ↔ ↔ ↔

Rating of Health Plan  (Q35) 99 71.7% 75.4% 71.5% 70.6% ↔ ↔ ↔

Effectiveness of Care Measures

Advising Smokers to Quit (ASTQ) 30 66.7% 69.4% 69.5% 69.4% ↔ ↔ ↔

Smoking Cessation - Medication 29 27.6% 43.4% 39.4% 38.7% ↔ ↔ ↔

Smoking Cessation - Strategies 28 28.6% 42.2% 39.7% 39.3% ↔ ↔ ↔

Quality Compass® 

Benchmarks**
Significance Testing***

Health Promotion and Education (Q8) - Doctor 
discussed specific things to do to prevent illnesses. 

Coordination of Care (Q20) - Doctor seemed informed/up-
to-date about the care received from other doctors/providers. 

Public 
Report

All Plans
To TMG 

BoB

St. Vincent 
Summary 

Rate*

TMG Book 
of 

Business**

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages. The Summary Rates shown for the 
Effectiveness of Care Measures represent 2009 data only.  

**  The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted to NCQA.  2008 Quality Compass® All Plans is 
the mean summary rate from the Medicaid adult plans who submitted to NCQA in 2008 (approximately 177 plan specific samples).  Public Report is the collection of those Medicaid adult 

plans (115 plan specific samples) who chose to report their score publicly, in addition to submitting their scores in Quality Compass® All Plans. 

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to benchmarks
↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is 
performed at the 95% significance level.

To Public 
Report

To All 
Plans

Composites and Key Questions
Valid 

n

The Myers Group Medicaid Adult Survey—2009  4E.5



Benchmark Comparisons MDwise

2009 TMG Book of Business & 2008 Quality Compass® Medicaid Adult CAHPS® 

156  Total Respondents

Getting Needed Care 65 70.7% 77.8% 76.4% 75.3% ↔ ↔ ↔

Q23. Ease of getting appointment with a specialist 45 64.4% 75.7% 74.1% 73.2% ↔ ↔ ↔

Q27. Getting care, tests, or treatments necessary 65 76.9% 80.0% 78.8% 77.5% ↔ ↔ ↔

Getting Care Quickly 100 75.9% 81.7% 80.4% 80.2% ↔ ↔ ↔

Q4. Obtaining needed care right away 62 75.8% 82.9% 81.2% 81.1% ↔ ↔ ↔

Q6. Obtaining care when needed, not when needed right away 100 76.0% 80.6% 80.0% 79.4% ↔ ↔ ↔

How Well Doctors Communicate 90 88.6% 88.1% 86.8% 86.7% ↔ ↔ ↔

Q15. Doctors explaining things in an understandable way 90 90.0% 88.0% 86.9% 86.6% ↔ ↔ ↔

Q16. Doctors listening carefully to you 90 88.9% 88.6% 87.8% 87.6% ↔ ↔ ↔

Q17. Doctors showing respect for what you had to say 90 93.3% 90.7% 89.3% 89.2% ↔ ↔ ↔

Q18. Doctors spending enough time with you 89 82.0% 85.2% 83.8% 83.5% ↔ ↔ ↔

Customer Service 29 73.9% 80.4% 79.8% 79.1% ↔ ↔ ↔

Q31. Getting information/help from customer service 29 62.1% 73.0% 72.5% 71.5% ↔ ↔ ↔

Q32. Treated with courtesy and respect by customer service 
staff 

28 85.7% 87.8% 87.1% 86.8% ─ ─ ─

Shared Decision Making 63 66.9% 61.1% 58.5% 58.5% ↔ ↔ ↔

Q10.
Health provider talked about pros and cons of choice of 
treatment

61 65.6% 63.4% 59.8% 59.8% ↔ ↔ ↔

Q11.
Doctor/provider asked which choice you thought was best 
for you

63 68.3% 58.7% 57.1% 57.1% ↔ ↔ ↔

110 64.5% 57.7% 56.3% 56.1% ↔ ↔ ↔

50 68.0% 77.4% 76.4% 76.2% ↔ ↔ ↔

Rating of Health Care  (Q12) 110 64.5% 70.2% 67.4% 67.1% ↔ ↔ ↔

Rating of Personal Doctor  (Q21) 123 78.0% 77.2% 76.2% 75.7% ↔ ↔ ↔

Rating of Specialist  (Q25) 39 74.4% 77.3% 75.7% 75.7% ↔ ↔ ↔

Rating of Health Plan  (Q35) 149 71.1% 75.4% 71.5% 70.6% ↔ ↔ ↔

Effectiveness of Care Measures

Advising Smokers to Quit (ASTQ) 36 63.9% 69.4% 69.5% 69.4% ↔ ↔ ↔

Smoking Cessation - Medication 38 23.7% 43.4% 39.4% 38.7% ↓ ↓ ↔

Smoking Cessation - Strategies 39 41.0% 42.2% 39.7% 39.3% ↔ ↔ ↔

Quality Compass® 

Benchmarks**
Significance Testing***

Health Promotion and Education (Q8) - Doctor 
discussed specific things to do to prevent illnesses. 

Coordination of Care (Q20) - Doctor seemed informed/up-
to-date about the care received from other doctors/providers. 

Public 
Report

All Plans
To TMG 

BoB

St. 
Catherine 
Summary 

Rate*

TMG Book 
of 

Business**

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages. The Summary Rates shown for the 
Effectiveness of Care Measures represent 2009 data only.  

**  The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted to NCQA.  2008 Quality Compass® All Plans is 
the mean summary rate from the Medicaid adult plans who submitted to NCQA in 2008 (approximately 177 plan specific samples).  Public Report is the collection of those Medicaid adult 

plans (115 plan specific samples) who chose to report their score publicly, in addition to submitting their scores in Quality Compass® All Plans. 

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to benchmarks
↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is 
performed at the 95% significance level.

To Public 
Report

To All 
Plans

Composites and Key Questions
Valid 

n
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Benchmark Comparisons MDwise

2009 TMG Book of Business & 2008 Quality Compass® Medicaid Adult CAHPS® 

124  Total Respondents

Getting Needed Care 56 78.3% 77.8% 76.4% 75.3% ↔ ↔ ↔

Q23. Ease of getting appointment with a specialist 39 74.4% 75.7% 74.1% 73.2% ↔ ↔ ↔

Q27. Getting care, tests, or treatments necessary 56 82.1% 80.0% 78.8% 77.5% ↔ ↔ ↔

Getting Care Quickly 84 81.0% 81.7% 80.4% 80.2% ↔ ↔ ↔

Q4. Obtaining needed care right away 53 81.1% 82.9% 81.2% 81.1% ↔ ↔ ↔

Q6. Obtaining care when needed, not when needed right away 84 81.0% 80.6% 80.0% 79.4% ↔ ↔ ↔

How Well Doctors Communicate 75 91.6% 88.1% 86.8% 86.7% ↔ ↔ ↔

Q15. Doctors explaining things in an understandable way 75 94.7% 88.0% 86.9% 86.6% ↔ ↑ ↑

Q16. Doctors listening carefully to you 74 91.9% 88.6% 87.8% 87.6% ↔ ↔ ↔

Q17. Doctors showing respect for what you had to say 74 93.2% 90.7% 89.3% 89.2% ↔ ↔ ↔

Q18. Doctors spending enough time with you 74 86.5% 85.2% 83.8% 83.5% ↔ ↔ ↔

Customer Service 29 79.3% 80.4% 79.8% 79.1% ↔ ↔ ↔

Q31. Getting information/help from customer service 29 72.4% 73.0% 72.5% 71.5% ↔ ↔ ↔

Q32. Treated with courtesy and respect by customer service 
staff 

29 86.2% 87.8% 87.1% 86.8% ─ ─ ─

Shared Decision Making 60 62.2% 61.1% 58.5% 58.5% ↔ ↔ ↔

Q10.
Health provider talked about pros and cons of choice of 
treatment

60 63.3% 63.4% 59.8% 59.8% ↔ ↔ ↔

Q11.
Doctor/provider asked which choice you thought was best 
for you

59 61.0% 58.7% 57.1% 57.1% ↔ ↔ ↔

87 67.8% 57.7% 56.3% 56.1% ↔ ↑ ↑

31 87.1% 77.4% 76.4% 76.2% ↔ ↔ ↔

Rating of Health Care  (Q12) 88 79.5% 70.2% 67.4% 67.1% ↔ ↑ ↑

Rating of Personal Doctor  (Q21) 91 87.9% 77.2% 76.2% 75.7% ↑ ↑ ↑

Rating of Specialist  (Q25) 32 78.1% 77.3% 75.7% 75.7% ↔ ↔ ↔

Rating of Health Plan  (Q35) 115 77.4% 75.4% 71.5% 70.6% ↔ ↔ ↔

Effectiveness of Care Measures

Advising Smokers to Quit (ASTQ) 29 75.9% 69.4% 69.5% 69.4% ↔ ↔ ↔

Smoking Cessation - Medication 29 44.8% 43.4% 39.4% 38.7% ↔ ↔ ↔

Smoking Cessation - Strategies 30 46.7% 42.2% 39.7% 39.3% ↔ ↔ ↔

Quality Compass® 

Benchmarks**
Significance Testing***

Health Promotion and Education (Q8) - Doctor 
discussed specific things to do to prevent illnesses. 

Coordination of Care (Q20) - Doctor seemed informed/up-
to-date about the care received from other doctors/providers. 

Public 
Report

All Plans
To TMG 

BoB

St. 
Margaret 

Mercy 
Summary 

Rate*

TMG Book 
of 

Business**

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages. The Summary Rates shown for the 
Effectiveness of Care Measures represent 2009 data only.  

**  The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted to NCQA.  2008 Quality Compass® All Plans is 
the mean summary rate from the Medicaid adult plans who submitted to NCQA in 2008 (approximately 177 plan specific samples).  Public Report is the collection of those Medicaid adult 

plans (115 plan specific samples) who chose to report their score publicly, in addition to submitting their scores in Quality Compass® All Plans. 

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to benchmarks
↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is 
performed at the 95% significance level.

To Public 
Report

To All 
Plans

Composites and Key Questions
Valid 

n
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Benchmark Comparisons MDwise

2009 TMG Book of Business & 2008 Quality Compass® Medicaid Adult CAHPS® 

120  Total Respondents

Getting Needed Care 48 54.9% 77.8% 76.4% 75.3% ↓ ↓ ↓

Q23. Ease of getting appointment with a specialist 33 51.5% 75.7% 74.1% 73.2% ↓ ↓ ↓

Q27. Getting care, tests, or treatments necessary 48 58.3% 80.0% 78.8% 77.5% ↓ ↓ ↓

Getting Care Quickly 80 60.1% 81.7% 80.4% 80.2% ↓ ↓ ↓

Q4. Obtaining needed care right away 49 71.4% 82.9% 81.2% 81.1% ↓ ↔ ↔

Q6. Obtaining care when needed, not when needed right away 80 48.8% 80.6% 80.0% 79.4% ↓ ↓ ↓

How Well Doctors Communicate 53 76.4% 88.1% 86.8% 86.7% ↓ ↓ ↓

Q15. Doctors explaining things in an understandable way 53 79.2% 88.0% 86.9% 86.6% ↔ ↔ ↔

Q16. Doctors listening carefully to you 51 68.6% 88.6% 87.8% 87.6% ↓ ↓ ↓

Q17. Doctors showing respect for what you had to say 52 76.9% 90.7% 89.3% 89.2% ─ ↓ ↓

Q18. Doctors spending enough time with you 52 80.8% 85.2% 83.8% 83.5% ↔ ↔ ↔

Customer Service 34 70.6% 80.4% 79.8% 79.1% ↔ ↔ ↔

Q31. Getting information/help from customer service 34 58.8% 73.0% 72.5% 71.5% ↔ ↔ ↔

Q32. Treated with courtesy and respect by customer service 
staff 

34 82.4% 87.8% 87.1% 86.8% ─ ─ ─

Shared Decision Making 26 57.1% 61.1% 58.5% 58.5% ↔ ↔ ↔

Q10.
Health provider talked about pros and cons of choice of 
treatment

25 68.0% 63.4% 59.8% 59.8% ↔ ↔ ↔

Q11.
Doctor/provider asked which choice you thought was best 
for you

26 46.2% 58.7% 57.1% 57.1% ↔ ↔ ↔

82 41.5% 57.7% 56.3% 56.1% ↓ ↓ ↓

28 42.9% 77.4% 76.4% 76.2% ↓ ↓ ↓

Rating of Health Care  (Q12) 82 53.7% 70.2% 67.4% 67.1% ↓ ↓ ↓

Rating of Personal Doctor  (Q21) 71 53.5% 77.2% 76.2% 75.7% ↓ ↓ ↓

Rating of Specialist  (Q25) 22 72.7% 77.3% 75.7% 75.7% ─ ↔ ↔

Rating of Health Plan  (Q35) 110 60.0% 75.4% 71.5% 70.6% ↓ ↓ ↓

Effectiveness of Care Measures

Advising Smokers to Quit (ASTQ) 51 47.1% 69.4% 69.5% 69.4% ↓ ↓ ↓

Smoking Cessation - Medication 49 24.5% 43.4% 39.4% 38.7% ↓ ↓ ↓

Smoking Cessation - Strategies 50 24.0% 42.2% 39.7% 39.3% ↓ ↓ ↓

Quality Compass® 

Benchmarks**
Significance Testing***

Health Promotion and Education (Q8) - Doctor 
discussed specific things to do to prevent illnesses. 

Coordination of Care (Q20) - Doctor seemed informed/up-
to-date about the care received from other doctors/providers. 

Public 
Report

All Plans
To TMG 

BoB

St. 
Anthony 
Summary 

Rate*

TMG Book 
of 

Business**

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages. The Summary Rates shown for the 
Effectiveness of Care Measures represent 2009 data only.  

**  The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted to NCQA.  2008 Quality Compass® All Plans is 
the mean summary rate from the Medicaid adult plans who submitted to NCQA in 2008 (approximately 177 plan specific samples).  Public Report is the collection of those Medicaid adult 

plans (115 plan specific samples) who chose to report their score publicly, in addition to submitting their scores in Quality Compass® All Plans. 

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to benchmarks
↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is 
performed at the 95% significance level.

To Public 
Report

To All 
Plans

Composites and Key Questions
Valid 

n
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Benchmark Comparisons MDwise

2009 TMG Book of Business & 2008 Quality Compass® Medicaid Adult CAHPS® 

3  Total Respondents

Getting Needed Care 1 § 77.8% 76.4% 75.3% ─ ─ ─

Q23. Ease of getting appointment with a specialist 0 0.0% 75.7% 74.1% 73.2% ─ ─ ─

Q27. Getting care, tests, or treatments necessary 1 100.0% 80.0% 78.8% 77.5% ─ ─ ─

Getting Care Quickly 2 75.0% 81.7% 80.4% 80.2% ─ ─ ─

Q4. Obtaining needed care right away 1 100.0% 82.9% 81.2% 81.1% ─ ─ ─

Q6. Obtaining care when needed, not when needed right away 2 50.0% 80.6% 80.0% 79.4% ─ ─ ─

How Well Doctors Communicate 2 100.0% 88.1% 86.8% 86.7% ─ ─ ─

Q15. Doctors explaining things in an understandable way 2 100.0% 88.0% 86.9% 86.6% ─ ─ ─

Q16. Doctors listening carefully to you 2 100.0% 88.6% 87.8% 87.6% ─ ─ ─

Q17. Doctors showing respect for what you had to say 2 100.0% 90.7% 89.3% 89.2% ─ ─ ─

Q18. Doctors spending enough time with you 2 100.0% 85.2% 83.8% 83.5% ─ ─ ─

Customer Service 2 50.0% 80.4% 79.8% 79.1% ─ ─ ─

Q31. Getting information/help from customer service 2 0.0% 73.0% 72.5% 71.5% ─ ─ ─

Q32. Treated with courtesy and respect by customer service 
staff 

2 100.0% 87.8% 87.1% 86.8% ─ ─ ─

Shared Decision Making 1 100.0% 61.1% 58.5% 58.5% ─ ─ ─

Q10.
Health provider talked about pros and cons of choice of 
treatment

1 100.0% 63.4% 59.8% 59.8% ─ ─ ─

Q11.
Doctor/provider asked which choice you thought was best 
for you

1 100.0% 58.7% 57.1% 57.1% ─ ─ ─

3 66.7% 57.7% 56.3% 56.1% ─ ─ ─

0 0.0% 77.4% 76.4% 76.2% ─ ─ ─

Rating of Health Care  (Q12) 2 100.0% 70.2% 67.4% 67.1% ─ ─ ─

Rating of Personal Doctor  (Q21) 2 100.0% 77.2% 76.2% 75.7% ─ ─ ─

Rating of Specialist  (Q25) 0 0.0% 77.3% 75.7% 75.7% ─ ─ ─

Rating of Health Plan  (Q35) 2 100.0% 75.4% 71.5% 70.6% ─ ─ ─

Effectiveness of Care Measures

Advising Smokers to Quit (ASTQ) 3 33.3% 69.4% 69.5% 69.4% ─ ─ ─

Smoking Cessation - Medication 3 33.3% 43.4% 39.4% 38.7% ─ ─ ─

Smoking Cessation - Strategies 3 33.3% 42.2% 39.7% 39.3% ─ ─ ─

Quality Compass® 

Benchmarks**
Significance Testing***

Health Promotion and Education (Q8) - Doctor 
discussed specific things to do to prevent illnesses. 

Coordination of Care (Q20) - Doctor seemed informed/up-
to-date about the care received from other doctors/providers. 

Public 
Report

All Plans
To TMG 

BoB

Community 
Munster 

Summary 
Rate*

TMG Book 
of 

Business**

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages. The Summary Rates shown for the 
Effectiveness of Care Measures represent 2009 data only.  

**  The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted to NCQA.  2008 Quality Compass® All Plans is the 
mean summary rate from the Medicaid adult plans who submitted to NCQA in 2008 (approximately 177 plan specific samples).  Public Report is the collection of those Medicaid adult plans 

(115 plan specific samples) who chose to report their score publicly, in addition to submitting their scores in Quality Compass® All Plans. 

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to benchmarks;  ↔ 
denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is performed 
at the 95% significance level.

§ At least one attribute within this composite has a valid n of zero.  As such, a composite score was not calculated.

To Public 
Report

To All 
Plans

Composites and Key Questions
Valid 

n
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Benchmark Comparisons MDwise

2009 TMG Book of Business & 2008 Quality Compass® Medicaid Adult CAHPS® 

3  Total Respondents

Getting Needed Care 0 § 77.8% 76.4% 75.3% ─ ─ ─

Q23. Ease of getting appointment with a specialist 0 0.0% 75.7% 74.1% 73.2% ─ ─ ─

Q27. Getting care, tests, or treatments necessary 0 0.0% 80.0% 78.8% 77.5% ─ ─ ─

Getting Care Quickly 3 100.0% 81.7% 80.4% 80.2% ─ ─ ─

Q4. Obtaining needed care right away 1 100.0% 82.9% 81.2% 81.1% ─ ─ ─

Q6. Obtaining care when needed, not when needed right away 3 100.0% 80.6% 80.0% 79.4% ─ ─ ─

How Well Doctors Communicate 3 100.0% 88.1% 86.8% 86.7% ─ ─ ─

Q15. Doctors explaining things in an understandable way 3 100.0% 88.0% 86.9% 86.6% ─ ─ ─

Q16. Doctors listening carefully to you 3 100.0% 88.6% 87.8% 87.6% ─ ─ ─

Q17. Doctors showing respect for what you had to say 3 100.0% 90.7% 89.3% 89.2% ─ ─ ─

Q18. Doctors spending enough time with you 3 100.0% 85.2% 83.8% 83.5% ─ ─ ─

Customer Service 0 § 80.4% 79.8% 79.1% ─ ─ ─

Q31. Getting information/help from customer service 0 0.0% 73.0% 72.5% 71.5% ─ ─ ─

Q32. Treated with courtesy and respect by customer service 
staff 

0 0.0% 87.8% 87.1% 86.8% ─ ─ ─

Shared Decision Making 2 100.0% 61.1% 58.5% 58.5% ─ ─ ─

Q10.
Health provider talked about pros and cons of choice of 
treatment

2 100.0% 63.4% 59.8% 59.8% ─ ─ ─

Q11.
Doctor/provider asked which choice you thought was best 
for you

2 100.0% 58.7% 57.1% 57.1% ─ ─ ─

3 33.3% 57.7% 56.3% 56.1% ─ ─ ─

2 100.0% 77.4% 76.4% 76.2% ─ ─ ─

Rating of Health Care  (Q12) 3 66.7% 70.2% 67.4% 67.1% ─ ─ ─

Rating of Personal Doctor  (Q21) 3 100.0% 77.2% 76.2% 75.7% ─ ─ ─

Rating of Specialist  (Q25) 0 0.0% 77.3% 75.7% 75.7% ─ ─ ─

Rating of Health Plan  (Q35) 3 100.0% 75.4% 71.5% 70.6% ─ ─ ─

Effectiveness of Care Measures

Advising Smokers to Quit (ASTQ) 3 66.7% 69.4% 69.5% 69.4% ─ ─ ─

Smoking Cessation - Medication 3 33.3% 43.4% 39.4% 38.7% ─ ─ ─

Smoking Cessation - Strategies 3 33.3% 42.2% 39.7% 39.3% ─ ─ ─

Quality Compass® 

Benchmarks**
Significance Testing***

Health Promotion and Education (Q8) - Doctor 
discussed specific things to do to prevent illnesses. 

Coordination of Care (Q20) - Doctor seemed informed/up-
to-date about the care received from other doctors/providers. 

Public 
Report

All Plans
To TMG 

BoB

St. Mary 
Medical 
Center 

Summary 
Rate*

TMG Book 
of 

Business**

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages. The Summary Rates shown for the 
Effectiveness of Care Measures represent 2009 data only.  

**  The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted to NCQA.  2008 Quality Compass® All Plans is 
the mean summary rate from the Medicaid adult plans who submitted to NCQA in 2008 (approximately 177 plan specific samples).  Public Report is the collection of those Medicaid adult 

plans (115 plan specific samples) who chose to report their score publicly, in addition to submitting their scores in Quality Compass® All Plans. 

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to benchmarks
↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is 
performed at the 95% significance level.

§ At least one attribute within this composite has a valid n of zero.  As such, a composite score was not calculated.

To Public 
Report

To All 
Plans

Composites and Key Questions
Valid 

n
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Benchmark Comparisons MDwise

2009 TMG Book of Business & 2008 Quality Compass® Medicaid Adult CAHPS® 

174  Total Respondents

Getting Needed Care 87 80.5% 77.8% 76.4% 75.3% ↔ ↔ ↔

Q23. Ease of getting appointment with a specialist 54 75.9% 75.7% 74.1% 73.2% ↔ ↔ ↔

Q27. Getting care, tests, or treatments necessary 87 85.1% 80.0% 78.8% 77.5% ↔ ↔ ↔

Getting Care Quickly 142 90.1% 81.7% 80.4% 80.2% ↑ ↑ ↑

Q4. Obtaining needed care right away 85 92.9% 82.9% 81.2% 81.1% ↑ ↑ ↑

Q6. Obtaining care when needed, not when needed right 
away

142 87.3% 80.6% 80.0% 79.4% ↑ ↑ ↑

How Well Doctors Communicate 119 85.2% 88.1% 86.8% 86.7% ↔ ↔ ↔

Q15. Doctors explaining things in an understandable way 118 85.6% 88.0% 86.9% 86.6% ↔ ↔ ↔

Q16. Doctors listening carefully to you 117 87.2% 88.6% 87.8% 87.6% ↔ ↔ ↔

Q17. Doctors showing respect for what you had to say 118 89.0% 90.7% 89.3% 89.2% ↔ ↔ ↔

Q18. Doctors spending enough time with you 119 79.0% 85.2% 83.8% 83.5% ↔ ↔ ↔

Customer Service 40 76.3% 80.4% 79.8% 79.1% ↔ ↔ ↔

Q31. Getting information/help from customer service 40 72.5% 73.0% 72.5% 71.5% ↔ ↔ ↔

Q32. Treated with courtesy and respect by customer service 
staff 

40 80.0% 87.8% 87.1% 86.8% ─ ↔ ↔

Shared Decision Making 71 67.4% 61.1% 58.5% 58.5% ↔ ↔ ↔

Q10.
Health provider talked about pros and cons of choice of 
treatment

71 70.4% 63.4% 59.8% 59.8% ↔ ↔ ↔

Q11.
Doctor/provider asked which choice you thought was 
best for you

70 64.3% 58.7% 57.1% 57.1% ↔ ↔ ↔

136 58.1% 57.7% 56.3% 56.1% ↔ ↔ ↔

60 83.3% 77.4% 76.4% 76.2% ↔ ↔ ↔

Rating of Health Care  (Q12) 136 69.9% 70.2% 67.4% 67.1% ↔ ↔ ↔

Rating of Personal Doctor  (Q21) 140 75.7% 77.2% 76.2% 75.7% ↔ ↔ ↔

Rating of Specialist  (Q25) 49 83.7% 77.3% 75.7% 75.7% ↔ ↔ ↔

Rating of Health Plan  (Q35) 161 70.8% 75.4% 71.5% 70.6% ↔ ↔ ↔

Effectiveness of Care Measures

Advising Smokers to Quit (ASTQ) 69 75.4% 69.4% 69.5% 69.4% ↔ ↔ ↔

Smoking Cessation - Medication 69 39.1% 43.4% 39.4% 38.7% ↔ ↔ ↔

Smoking Cessation - Strategies 68 50.0% 42.2% 39.7% 39.3% ↔ ↔ ↔

Quality Compass® 

Benchmarks**
Significance Testing***

Health Promotion and Education (Q8) - Doctor 
discussed specific things to do to prevent illnesses. 

Coordination of Care (Q20) - Doctor seemed 
informed/up-to-date about the care received from other 
doctors/providers

Public 
Report

All Plans
To TMG 

BoB

SelectHealth 
Summary 

Rate*

TMG Book 
of 

Business**

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages. The Summary Rates shown for the 
Effectiveness of Care Measures represent 2009 data only.  

**  The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted to NCQA.  2008 Quality Compass® All Plans is 
the mean summary rate from the Medicaid adult plans who submitted to NCQA in 2008 (approximately 177 plan specific samples).  Public Report is the collection of those Medicaid adult 

plans (115 plan specific samples) who chose to report their score publicly, in addition to submitting their scores in Quality Compass® All Plans. 

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to benchmarks;  
↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is 
performed at the 95% significance level.

To Public 
Report

To All 
Plans

Composites and Key Questions
Valid 

n
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Benchmark Comparisons MDwise

2009 TMG Book of Business & 2008 Quality Compass® Medicaid Adult CAHPS® 

301  Total Respondents

Getting Needed Care 138 79.3% 77.8% 76.4% 75.3% ↔ ↔ ↔

Q23. Ease of getting appointment with a specialist 100 81.0% 75.7% 74.1% 73.2% ↔ ↔ ↔

Q27. Getting care, tests, or treatments necessary 138 77.5% 80.0% 78.8% 77.5% ↔ ↔ ↔

Getting Care Quickly 219 84.4% 81.7% 80.4% 80.2% ↔ ↔ ↔

Q4. Obtaining needed care right away 147 85.7% 82.9% 81.2% 81.1% ↔ ↔ ↔

Q6. Obtaining care when needed, not when needed right away 219 83.1% 80.6% 80.0% 79.4% ↔ ↔ ↔

How Well Doctors Communicate 204 89.1% 88.1% 86.8% 86.7% ↔ ↔ ↔

Q15. Doctors explaining things in an understandable way 202 91.1% 88.0% 86.9% 86.6% ↔ ↔ ↔

Q16. Doctors listening carefully to you 201 90.5% 88.6% 87.8% 87.6% ↔ ↔ ↔

Q17. Doctors showing respect for what you had to say 204 89.2% 90.7% 89.3% 89.2% ↔ ↔ ↔

Q18. Doctors spending enough time with you 200 85.5% 85.2% 83.8% 83.5% ↔ ↔ ↔

Customer Service 59 77.5% 80.4% 79.8% 79.1% ↔ ↔ ↔

Q31. Getting information/help from customer service 57 70.2% 73.0% 72.5% 71.5% ↔ ↔ ↔

Q32. Treated with courtesy and respect by customer service 
staff 

59 84.7% 87.8% 87.1% 86.8% ↔ ↔ ↔

Shared Decision Making 124 64.4% 61.1% 58.5% 58.5% ↔ ↔ ↔

Q10.
Health provider talked about pros and cons of choice of 
treatment

124 66.1% 63.4% 59.8% 59.8% ↔ ↔ ↔

Q11.
Doctor/provider asked which choice you thought was best 
for you

123 62.6% 58.7% 57.1% 57.1% ↔ ↔ ↔

233 59.2% 57.7% 56.3% 56.1% ↔ ↔ ↔

105 77.1% 77.4% 76.4% 76.2% ↔ ↔ ↔

Rating of Health Care  (Q12) 233 66.1% 70.2% 67.4% 67.1% ↔ ↔ ↔

Rating of Personal Doctor  (Q21) 260 72.3% 77.2% 76.2% 75.7% ↔ ↔ ↔

Rating of Specialist  (Q25) 92 77.2% 77.3% 75.7% 75.7% ↔ ↔ ↔

Rating of Health Plan  (Q35) 279 77.4% 75.4% 71.5% 70.6% ↔ ↑ ↑

Effectiveness of Care Measures

Advising Smokers to Quit (ASTQ) 127 66.1% 69.4% 69.5% 69.4% ↔ ↔ ↔

Smoking Cessation - Medication 124 42.7% 43.4% 39.4% 38.7% ↔ ↔ ↔

Smoking Cessation - Strategies 125 34.4% 42.2% 39.7% 39.3% ↔ ↔ ↔

Quality Compass® 

Benchmarks**
Significance Testing***

Health Promotion and Education (Q8) - Doctor 
discussed specific things to do to prevent illnesses. 

Coordination of Care (Q20) - Doctor seemed informed/up-
to-date about the care received from other doctors/providers. 

Public 
Report

All Plans
To TMG 

BoB

Hoosier 
Alliance 

Summary 
Rate*

TMG Book 
of 

Business**

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages. The Summary Rates shown for the 
Effectiveness of Care Measures represent 2009 data only.  

**  The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted to NCQA.  2008 Quality Compass® All Plans is 
the mean summary rate from the Medicaid adult plans who submitted to NCQA in 2008 (approximately 177 plan specific samples).  Public Report is the collection of those Medicaid adult 

plans (115 plan specific samples) who chose to report their score publicly, in addition to submitting their scores in Quality Compass® All Plans. 

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to benchmarks
↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is 
performed at the 95% significance level.

To Public 
Report

To All 
Plans

Composites and Key Questions
Valid 

n
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5. Global Proportions and Accreditation 
Pages 5A-C show a graphical presentation of the percentage of members who answered 
each response choice, organized by composite category, attributes contained within each 
composite, and each of the four global rating questions.  Beside each chart is the equivalent 
Three-Point Score calculation.  Global proportions are a useful tool for understanding how 
dissatisfied, or even neutral, respondents are when they rate a particular question or 
composite area.  Summary Rates alone are not as complete of an indication of performance 
since they only address the most favorable responses. 
 
Example: 
 
Summary Rate – 75% (Always and Usually) 
 
By focusing on all the response categories of a question, a high Summary Rate becomes 
less telling as: (1) a relatively large percentage of members are found to be very satisfied 
(“Always”) or (2) a large proportion of the Summary Rate responses are “Usually” 
responses, rather than the more favorable response of “Always.”  As an example, the first 
case would show a higher average rating than the second, even though the Summary Rates 
are equal. 
 

 Summary Rate  
 Always Usually Sometimes/Never 
Case 1. 65% 10% 25% 
Case 2.    15% 60% 25% 

 

 
Global Proportions are the basis of Three-Point Scores. In Three-Point scoring a value of 1, 
2, or 3 is assigned to each question response category and then a numerical average is 
computed based upon the valid responses for each question.  The Three-Point values are 
assigned to response option categories as follows: 
 

Scale 1 Score 
Value 

 Scale 2 Score 
Value 

 Scale 3 Score 
Value 

Never 1  Definitely no 1  0-6 1 

Sometimes 1  Somewhat no 1  7 & 8 2 

Usually 2 
 Somewhat 

yes 
2 

 
9 & 10 3 

Always 3  Definitely yes 3    

 
Pages 5A and 5B display measures used in CAHPS accreditation.  The graphical 
presentation, Three-Point Score calculation, the adjusted Three-Point Score for composites 
and rating questions are shown on these pages. In addition, the measure’s percentile 
threshold when compared to the accreditation benchmark, and the 90th percentile 
benchmark are shown. The 90th percentile is the standard for achieving the maximum points 
possible for a particular CAHPS accreditation measure. 
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How to interpret the following charts: 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
Page 5C displays Global Proportions and Three-Point Score calculations for CAHPS 
measures that are not included in accreditation calculations.  Three-Point score 
benchmarks are not available for these measures. 

 
 
Charts 5A – 5C  
 
 

Graphical 
presentation of 
response 
distribution 

Three-Point 
Score 
calculation at a 
composite and 
question level 

Three-Point 
Score after 
NQCA 
adjustment, 
applied at 
composite level – 
if less than 100 
completes this 
will show ‘NA’ 

Plan Threshold 
relative to 
accreditation 
benchmark – if 
less than 100 
completes this 
will show ‘NA’ 

Minimum Score 
necessary to receive 
full accreditation 
points for that 
CAHPS measure 



Global Proportions/Three-Point Scores MDwise
Composite/Attribute Response Distributions of Accreditation Measures Medicaid Adult CAHPS® 

516  Total Respondents

 3 PT Score*
Adjusted 3PT 
Score (+ 0.05)

Percentile 
Threshold

Benchmark 90th 
Percentile**

 3 PT Score*
Adjusted 3PT 
Score (+ 0.05)

Percentile 
Threshold

Benchmark 90th 
Percentile**

4 Obtaining needed care right away

172

237Getting care, tests, or treatments 
necessary

Ease of getting appointment with a 
specialist 23

27

245

Valid n

Valid nQ#

Q# Getting Needed Care

Getting Care Quickly

2.318 2.368 75th 2.40

2.337
Adjustments and benchmarks apply to the composite score 

only.                                            
2.300

2.393 2.443 75th 2.46

2.376

22%

21%

24%

24%

24%

23%

54%

55%

54%

Never/ Sometimes Usually Always

19%

18%

23%

27%

58%

55%

Never/ Sometimes Usually Always

 3 PT Score*
Adjusted 3PT 
Score (+ 0.05)

Percentile 
Threshold

Benchmark 90th 
Percentile**

**90th percentile represents the minimum score needed to obtain full accreditation points for this measure.
Note: If a plan receives an NA (indicating the denominator was less than 100) the points for that measure are redistributed among the remaining required measures. An organization that has more than 
four CAHPS NAs or exceeds the total of six NA results between HEDIS and CAHPS for each product line is scored based on the Standards score only, and the accreditation status is capped at 
Commendable.

339Doctors showing respect for what you 
had to say

Doctors spending enough time with you

Doctors listening carefully to you

334

17

18

*Three-Point Score is the sum of three scores: percent in red has a score of 1, percent in light blue has a score of 2, and percent in dark blue has a score of 3.   The composite Three-Point Score is the 
average of its attributes' Three-Point Score.   

Q#

335

336Doctors explaining things in an 
understandable way

How Well Doctors Communicate

16

Valid n

15

384Obtaining care when needed, not when 
needed right away

4

6

Obtaining needed care right away  245 2.376
Adjustments and benchmarks apply to the composite score 

only.                                            
2.411

2.600 2.650 90th 2.64

2.658

Adjustments and benchmarks apply to the composite score 
only.                                            

2.612

2.640

2.491

20% 19% 61%

12%

10%

12%

11%

16%

16%

15%

14%

14%

20%

72%

75%

73%

75%

65%

Never/ Sometimes Usually Always
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Global Proportions/Three-Point Scores MDwise
Composite/Attribute/Rating Response Distributions of Accreditation Measures Medicaid Adult CAHPS® 

516  Total Respondents

 3 PT Score*
Adjusted 3PT 
Score (+ 0.07)

Percentile 
Threshold

Benchmark 90th 
Percentile**

2.52

2.057
Adjustments and benchmarks apply to the composite score 

only.                                            
2.327

3 PT Score*
Adjusted 3PT 
Score (+ 0.07)

Percentile 
Threshold

Benchmark 90th 
Percentile**

31 Getting information/help from customer 
service 106

2.192 2.262  <25th 

Q# Rating Questions Valid n

Q# Customer Service Valid n

32 Treated with courtesy and respect by 
customer service staff 107

28%

35%

21%

25%

25%

26%

47%

41%

53%

Never/ Sometimes Usually Always

0-6 7-8 9-10

**90th percentile represents the minimum score needed to obtain full accreditation points for this measure.

35 Rating of Health Plan 472

2.493 2.563 90th 2.53

Note: If a plan receives an NA (indicating the denominator was less than 100) the points for that measure are redistributed among the remaining required measures. An organization that has more than 
four CAHPS NAs or exceeds the total of six NA results between HEDIS and CAHPS for each product line is scored based on the Standards score only, and the accreditation status is capped at 
Commendable.

2.426 2.496 90th 2.49

*Three-Point Score is the sum of three scores: percent in red has a score of 1, percent in light blue has a score of 2, and percent in dark blue has a score of 3.   The composite Three-Point Score is the 
average of its attributes' Three-Point Score.   

25 Rating of Specialist 152

2.269 2.339 75th 2.36

2.461 2.531 75th 2.54

3 Sco e Sco e ( 0 0 ) es o d e ce t e

Rating of Personal Doctor 42521

12 Rating of Health Care 402 19%

16%

13%

16%

34%

21%

24%

26%

46%

63%

63%

58%
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Global Proportions/Three-Point Scores MDwise
Composite/Attribute/Additional Measure Response Distributions of Non-Accreditation Measures Medicaid Adult CAHPS® 

516  Total Respondents

 3 PT Score*

2.53111 Doctor/provider asked which choice you thought was 
best for you 213

Q# Additional Measures Valid n

2.559

2.588

Q# Shared Decision Making Valid n

10 Health provider talked about pros and cons of choice 
of treatment 216

9%

8%

11%

25%

25%

25%

65%

67%

64%

Def/Somewhat No Somewhat yes Def. yes

Never/ Sometimes Usually Always

 3 PT Score*

1.956

2.341

*Three-Point Score is the sum of three scores: percent in red has a score of 1, percent in light blue has a score of 2, and percent in dark blue has a score of 3.   The composite Three-
Point Score is the average of its attributes' Three-Point Score.   

8 Health Promotion and Education - Doctor discussed 
specific things to do to prevent illnesses. 406

20 Coordination of Care - Doctor seemed informed/up-to-
date about the care received from other doctors/providers. 176

42%

24%

21%

17%

37%

59%
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Accreditation Assessment 
CAHPS Measures   
In addition to conducting an on-site survey to determine the plan’s compliance with the 
Accreditation Standards, NCQA determines how well the plan performs on selected audited 
measures from the HEDIS/CAHPS® Percentiles.  To do this, NCQA will: 1) evaluate the 
plan’s results by product line for each required HEDIS clinical measure; and 2) will compare 
CAHPS 4.0H survey results to national thresholds.  The table below shows the points 
possible for the current three-year Accreditation cycle. 
 

Category Points Possible 
2009 2008 2007 

Standards (On-site survey) 57.0 61.3 64.3 
HEDIS Clinical Measures 30.0 25.7 23.0 
CAHPS Measures (4.0H Survey) 13.0 13.0 12.7 

Total Points 100.0 100.0 100.0 
 

 
NCQA converts certain CAHPS 4.0H results into Three-Point Scores as described in the 
previous section.  The four rating questions and the following composites are evaluated: 
Getting Needed Care, Getting Care Quickly, How Well Doctors Communicate, and 
Customer Service. Results are then compared against NCQA Three-Point percentile 
thresholds.  Thresholds are based on HEDIS/CAHPS® benchmark data from other Medicaid 
adult survey results.   
 
NCQA will compare the plan’s CAHPS® 4.0H survey results by product line to national 
percentiles, which are published each year.  These will be the 25th, 50th, 75th, and 90th 
percentiles.  Points will be distributed if the plan meets or exceeds the percentile scores.  
The Rating of Health Plan receives twice as many points as the other measures.  The table 
below lists the CAHPS points possible for the current three-year Accreditation cycle.  Notice 
there were no changes to the maximum number of points possible from 2008 to 2009. 
 

Category Total Points Possible 
2009 2008 2007 

Rating of Health Plan 2.888 2.888 2.822 
Each Other CAHPS Measure (7) 1.444 1.444 1.411 

Total Points 13.00 13.00 12.70 
Percentile Thresholds Points Distribution by Threshold Achieved* 
90th 1.444 1.444 1.411 
75th 1.271 1.271 1.242 
50th 0.982 0.982 0.960 
25th 0.578 0.578 0.564 
Below 25th 0.289 0.289 0.282 
*Points are multiplied by 2 for Rating of Health Plan  

Plans must undergo the Accreditation process every three years.  While plans are required to submit CAHPS 
data every year, they are measured according to the Standards and Guidelines that were in place at the time 
of their last full Accreditation.      



 
2009 Final Report for MDwise 
Consumer Assessment of Healthcare Providers and Systems (CAHPS®) Survey 
 

 
The Myers Group Medicaid Adult Survey – 2009 5-4 

Your plan’s accreditation assessment analysis is displayed on Page 5D. “Plan Three-Point 
Scores” are results before any variation adjustments are made, while “Adjusted Three-Point 
Scores” take into account inherent sampling variations that NCQA adds.  Each of the four 
rating questions (Q12, Q21, Q25, and Q35), and Customer Service receive an additional 
0.07 points.  Getting Needed Care, Getting Care Quickly, and How Well Doctors 
Communicate composite means each receive 0.05 additional points.  The section labeled 
2009 HEDIS/CAHPS Percentiles6 represents the approximate threshold your plan achieved 
when compared to the benchmark.  The last two columns show the point distribution for 
each year in the past three-year Accreditation cycle.  Plans should look under the year that 
is appropriate for their last full Accreditation to determine their approximate points earned. 
 

 
To receive points toward accreditation scoring, measures submitted by the MCO must 
receive a reportable rate from an NCQA-Certified HEDIS Compliance auditor.  If the audited 
rate for a measure is NA (indicating the denominator was less than 100) or NB (indicating 
the MCO did not offer the benefit required by the measure), the points for that measure are 
redistributed among the remaining required measures.  If the measure receives an NR 
(indicating the measure was materially biased or the MCO chose not to report the measure), 
no points are received.   
 
An organization cannot have more than four NA/NBs on CAHPS® results or four NA/NBs on 
HEDIS results, and may not exceed six NA/NBs on all HEDIS clinical measures and 
CAHPS® results combined.  Organizations with either more than four HEDIS measure 
NA/NBs, four CAHPS® NA/NBs or more than a total of six NA/NBs are scored based on the 
Standards score only, and the accreditation status is capped at Commendable. 
 
Chart 5D   
 
 
 

                                                      
6 Each year NCQA publishes the Accreditation Benchmarks and Thresholds.  Benchmarks and thresholds displayed in this 
report are found in the 2009 Accreditation Benchmarks and Thresholds, which includes all Medicaid adult plan data to calculate 
a single set of benchmarks and thresholds. 

Because benchmark data are provided to the public only to the hundredth of a percentage point and NCQA 
assigns points calculated to the thousandths, results are approximate.  When calculating accreditation points, the 
point system used must be the same point system that was in place at the time of the organization’s last full 
accreditation survey.  For example, if a plan underwent full accreditation in 2007, then the point system that would 
be used to rescore their HEDIS/CAHPS® 4.0H results would be the point system for 2007 Accreditation  scoring.   



Accreditation Assessment MDwise
HEDIS/CAHPS Three-Point Score Thresholds Medicaid Adult CAHPS® 

516  Total Respondents

25th 50th 75th 90th 2009 or 2008 2007

2.318 2.368 75th 2.10 2.24 2.32 2.40 1.271 1.242

2.393 2.443 75th 2.26 2.35 2.41 2.46 1.271 1.242

2.600 2.650 90th 2.48 2.54 2.58 2.64 1.444 1.411

2.192 2.262  <25th 2.28 2.37 2.44 2.52 0.289 0.282

2.269 2.339 75th 2.17 2.23 2.30 2.36 1.271 1.242

2.461 2.531 75th 2.38 2.42 2.48 2.54 1.271 1.242

2.493 2.563 90th 2.39 2.44 2.49 2.53 1.444 1.411

2.426 2.496 90th 2.24 2.32 2.41 2.49 2.888 2.822

Approximate Points Earned (13.00 available in 2009 and 2008; 12.70 available in 2007) 11.149 10.894

Plan Three-
Point Score

How Well Doctors Communicate

Getting Care Quickly

Approximate Points 
Awarded Based on 
Accreditation Year

Adjusted 
Three-Point 

Score

Rating of Personal Doctor  (Q21)

Rating of Specialist  (Q25)

2009 HEDIS/CAHPS Percentiles*
Composite/Rating Item

*Benchmark thresholds are accurate as of the date of this report production.  The source for the HEDIS/CAHPS® Percentile benchmarks and thresholds is: 
NCQA>Programs>Accreditation>Policy Updates & Supporting Documents>Trending and Benchmarks>Benchmarks and Thresholds: 2009 Accreditation.

Rating of Health Plan  (Q35)

Rating of Health Care  (Q12)

Approximate 
Plan Percentile 

Threshold

Customer Service

Getting Needed Care
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HEDIS/Clinical Measures  
In addition to the points possible for CAHPS® results, plans may also meet the ASTQ 
HEDIS/Clinical measure requirement through administration of the CAHPS 4.0H survey.  
The table below displays the maximum points possible for Medicaid (HMO/POS) ASTQ, 
broken out by year of plan accreditation. 
 

Category Points Possible 
2009 2008 2007 

Advising Smokers to Quit 
(ASTQ) 

1.579 1.427 1.437 

Total HEDIS/Clinical  30.000 25.700 23.000 
 
NCQA determines the HEDIS measures portion of the score by comparing the plans’ results 
to a national benchmark (the 90th percentile of national results) and to regional and national 
thresholds (the 75th, 50th, and 25th percentiles). To take into account sampling variation, 
NCQA adds five percentage points to each HEDIS measure result prior to scoring.  Adjusted 
HEDIS measures are then compared to national benchmarks (the 90th percentile of national 
results), and thresholds (the 75th, 50th, and 25th percentiles).  
 
 

ASTQ Scoring 

 
 

National Benchmark and Threshold 
Percentiles 

 90th 75th 50th 25th  
National 76.0% 72.0% 68.0% 65.0% 
Your Plan’s 2009 ASTQ Score 71.1% 
Your Plan’s Adjusted* 2009 ASTQ Score (+5%) 76.1% 

 
*In addition to the five points added for sampling variations, prior to scoring NCQA will 
also add two percentage points to the ASTQ rate of Medicaid plans that operate in the 
following HHS regions: Atlanta, Dallas, Kansas City, and Denver. 
 

ASTQ Points Awarded 
If a plan receives a reportable score for a HEDIS Clinical measure (i.e. they did not receive 
an NA) NCQA awards points by considering the following factors:  1) The year the plan went 
through Accreditation, 2) the number of reportable scores the plan received for all HEDIS 
Clinical measures, and 3) the HHS region in that the plan services.     
 
If the plan did not receive reportable scores for all HEDIS measures, the points for that 
measure are redistributed among the remaining required measures.  If the measure 
receives an NR (indicating the measure was materially biased or the MCO chose not to 
report the measure), no points are received.  An organization cannot have more than four 
NA/ NBs on CAHPS® results or four NA/ NBs on HEDIS results, and may not exceed six 
NA/NBs on all HEDIS clinical measures and CAHPS® results combined.  Organizations with 
either more than four HEDIS measure NA/NBs, four CAHPS® NA/NBs or more than a total 
of six NA/NBs are scored based on the Standards score only, and the accreditation status is 
capped at Commendable. 
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Note: Please refer to the 2009 Standards and Guidelines for the Accreditation of Health Plans for 
further details about required HEDIS results and scoring. 
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6. Question Summaries  
The proportion of respondents that fall into each response category for all questions is shown 
beginning on Page 6A.  Benchmark data and trend information are also presented where 
available.  
 
Not all questions are included in composite calculations.  Therefore, the code found in the 
following table is used to indicate which attributes are included in the corresponding 
composite calculations.  Their code can be found under the question number in the following 
charts beginning on Page 6A. 
  

Code Composites/Measures 
GNC Getting Needed Care 
GCQ Getting Care Quickly 

HWDC How Well Doctors Communicate 
CS Customer Service 

SDM Shared Decision Making 
HPE Health Promotion and Education 
CC Coordination of Care 

 
 
Custom Questions  
Your plan’s custom questions are shown beginning on Page 6M.  All custom questions are 
shown in this section, regardless of their placement in the survey tool.  Your plan’s Summary 
Rate for the current year is shown alongside the Summary Rate for the identical question from 
the previous year (if asked the previous year).  The Summary Rates shown represent the 
percentage of respondents who answered in a positive way.  Not all questions are designed 
for the assignment of Summary Rates, such as “Mark all that apply” questions.  In that case, 
an “NA” is shown under the Summary Rate column. 
 
To the right of the Summary Rate column is a column for The Myers Group Book of Business 
Custom Question Benchmark (2008) and a column for the corresponding correlation 
coefficient.7  A correlation analysis was run using The Myers Group Custom Question Book of 
Business (2008) against Q35 (Rating of Health Plan).   
 
Please note that the benchmark for custom questions and Loyalty is the 2008 TMG Medicaid 
Adult Book of Business.  The 2009 TMG Medicaid Adult Book of Business is used throughout 
the remaining sections of this report. 
 
Please note that not every custom question has a benchmark for comparison. 
 
 

Charts 6A – 6P 
 
 

                                                      
7 Refer to the Correlation Coefficient in the Glossary of Terms at the conclusion of this report. 



Question Summaries MDwise
Urgent and Routine Care Medicaid Adult CAHPS® 

516  Total Respondents
TMG Book 

of 
Business*

Quality 
Compass 

(PR)*

2009 2008 2009 2008 2009 to 
2008

2009 to 
TMG

2009 to
QC

Yes No

48.1% 51.9%

4
Never Sometimes Usually Always

Q# Survey Item Valid 
n

Plan's
Summary RateCategory Responses 

(Summary Rate responses in gray)

3
In the last 6 months, did you have an illness, injury, or 
condition that needed care right away in a clinic, 
emergency room or doctor's office?

511

In the last 6 months, when you needed care right away, 
how often did you get care as soon as you thought you 
needed? 245 81.2%

Significance Testing**

Not sig.

47.9% Not sig. Not sig.

82.4% 82.9%

51.1%48.1%

Not sig.86.0%

Not Sig.

Not Sig.

45.7%

GCQ 1.6% 15.9% 27.3% 55.1%

Yes No

76.1% 23.9%

6
Never Sometimes Usually Always

GCQ 2.1% 18.0% 18.8% 61.2%

None 1 2 3 4 5 to 9 10 or more

18.8% 16.0% 17.0% 14.8% 8.6% 15.8% 9.0%

7

5

needed?                                                                                
(If "Yes" in Q3)

In the last 6 months, not counting the times you needed 
health care right away, how often did you get an 
appointment for your health care at a doctor's office or 
clinic as soon as you thought you needed?                       
(If "Yes" in Q5)

384

In the last 6 months, not counting the times you needed 
health care right away, did you make any appointments 
for your health care at a doctor's office or clinic?

511

In the last 6 months, not counting times you went to an 
emergency room, how many times did you go to a 
doctor's office or clinic to get health care for yourself?

79.3%500

79.9%

Not sig.

Not sig.

Not Sig.

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were selected by TMG to facilitate
comparisons.  Refer to the Technical Notes for more information.

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results that were
found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance testing is performed at
the 95% significance level.  

* The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted data to NCQA. NCQA 2008 Quality Compass® (Public-Report) is the mean of 115
plan-specific samples that submitted to NCQA in 2008 and publicly reported.  Refer to the Technical Notes for more information.

81.2% 77.3% Not sig.Not sig.

76.7%76.1%

Not sig. Not Sig.

Not Sig.

78.7%

Not sig.75.1%

80.6%

78.6%

80.0%

75.3%
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Question Summaries MDwise
Discussion of Options Medicaid Adult CAHPS® 

516  Total Respondents
TMG Book 

of 
Business*

Quality 
Compass 

(PR)*

2009 2008 2009 2008 2009 to 
2008

2009 to 
TMG

2009 to
QC

8
Never Sometimes Usually Always

HPE 15.5% 26.1% 21.2% 37.2%

Yes No

Not Sig.

Not Sig.49.8%403

Sig. 
increase57.7%

51.0%

Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

In the last 6 months, did a doctor or other health 
provider tell you there was more than one choice for 
your treatment or health care?                                           

In the last 6 months, how often did you and a doctor or 
other health provider talk about specific things you 
could do to prevent illness?                                               
(If "1 or more" in Q7)

406

Q#

53.2%9

Plan's
Summary Rate Significance Testing**

53.6%

56.3%51.0%

Not sig.

Not sig.58.4%

Not sig.
53.6% 46.4%

10
Definitely yes Somewhat yes Somewhat no Definitely no

SDM 66.7% 25.5% 3.2% 4.6%

11
Definitely yes Somewhat yes Somewhat no Definitely no

SDM 63.8% 25.4% 5.2% 5.6%

0 - 3 4 - 7 8 - 10

3.7% 28.4% 67.9%

58.7%

70.2%

Not Sig.

Not Sig.

Not Sig.

59.8%63.4%

(If "1 or more" in Q7)

66.7%

67.9%12

Using any number from 0 to 10, where 0 is the worst 
health care possible and 10 is the best health care 
possible, what number would you use to rate all your 
health care in the last 6 months?                                       
(If "1 or more" in Q7)

In the last 6 months, when there was more than one 
choice for your treatment or health care, did a doctor 
or other health provider ask which choice you thought 
was best for you?                                                                
(If "1 or more" in Q7 and "Yes" in Q9)

In the last 6 months, did a doctor or other health 
provider talk with you about the pros and cons of each 
choice for your treatment or health care?                         
(If "1 or more" in Q7 and "Yes" in Q9)

67.4%402

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were selected by TMG to
facilitate comparisons.  Refer to the Technical Notes for more information.

* The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted data to NCQA. NCQA 2008 Quality Compass® (Public-Report) is the mean
of 115 plan-specific samples that submitted to NCQA in 2008 and publicly reported.  Refer to the Technical Notes for more information.

Above63.8% 56.3% 57.1% Not sig.

64.9% Not sig. Not sig.

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results that
were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance testing is
performed at the 95% significance level.  

57.2% Not sig. Above216

213
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Question Summaries MDwise
Your Personal Doctor Medicaid Adult CAHPS® 

516  Total Respondents
TMG Book 

of 
Business*

Quality 
Compass 

(PR)*

2009 2008 2009 2008 2009 to 
2008

2009 to 
TMG

2009 to
QC

Yes No

87.3% 12.7%

None 1 2 3 4 5 to 9 10 or more

21.2% 16.4% 19.8% 13.8% 10.1% 14.7% 3.9%

Not Sig.

Q# Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

13

Not sig.

A personal doctor is the one you would see if you need 
a check-up, want advice about a health problem, or get 
sick or hurt.  Do you have a personal doctor?

87.3% 83.4%504

14

86.4%

81.3%
In the last 6 months, how many times did you visit your 
personal doctor to get care for yourself?                          
(If "Yes" in Q13)

Below434 78.8% 78.5% 83.1%

Plan's
Summary Rate

83.8%

Significance Testing**

AboveNot sig. Not Sig.

15
Never Sometimes Usually Always

HWDC 1.2% 8.3% 15.2% 75.3%

16
Never Sometimes Usually Always

HWDC 2.4% 9.9% 14.3% 73.4%

17
Never Sometimes Usually Always

HWDC 1.8% 9.1% 14.2% 74.9%

18
Never Sometimes Usually Always

HWDC 4.5% 11.1% 19.8% 64.7%

86.9%

87.8%

Not Sig.88.0%

Not Sig. Not sig.

Not sig.Not sig.90.5% 87.1%

84.6%87.8% 88.6%

90.7%
In the last 6 months, how often did your personal 
doctor show respect for what you had to say?                 
(If "Yes" in Q13 and If "1" or higher in Q14)

339

336

In the last 6 months, how often did your personal 
doctor explain things in a way that was easy to 
understand?                                                                         
(If "Yes" in Q13 and If "1" or higher in Q14)

In the last 6 months, how often did your personal 
doctor listen carefully to you?                                            
(If "Yes" in Q13 and If "1" or higher in Q14)

335

Not sig.89.1% 86.9% 89.3% Not sig. Not Sig.

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were selected by TMG to
facilitate comparisons.  Refer to the Technical Notes for more information.

* The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted data to NCQA. NCQA 2008 Quality Compass® (Public-Report) is the mean of
115 plan-specific samples that submitted to NCQA in 2008 and publicly reported.  Refer to the Technical Notes for more information.
** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results that were
found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance testing is performed
at the 95% significance level.  

Not sig.

Not sig.Not sig.
In the last 6 months, how often did your personal 
doctor spend enough time with you?                                 
(If "Yes" in Q13 and If "1" or higher in Q14)

83.8% Not Sig.78.8%84.4%334 85.2%
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Question Summaries MDwise
Care Coordination Medicaid Adult CAHPS® 

516  Total Respondents
TMG Book 

of 
Business*

Quality 
Compass 

(PR)*

2009 2008 2009 2008 2009 to 
2008

2009 to 
TMG

2009 to
QC

Yes No

53.5% 46.5%

20

Not Sig.333

Significance Testing**
Valid n Category Responses 

(Summary Rate responses in gray)

Not sig.Not sig.57.6% 57.7%

Q#

19

Plan's
Summary Rate

In the last 6 months, how often did your personal 
doctor seem informed and up-to-date about the care

In the last 6 months, did you get care from a doctor or 
other health provider besides your personal doctor?
(If "Yes" in Q13 and If "1" or higher in Q14)

Survey Item

53.5% 57.0%

Never Sometimes Usually Always

CC 11.4% 13.1% 17.0% 58.5%

0 - 3 4 - 7 8 - 10

4.7% 20.7% 74.6%

Not Sig.

Not Sig.425 Not sig.

Not sig.

76.2% Not sig.77.2%

76.4% Not sig.

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were selected by TMG to facilitate
comparisons.  Refer to the Technical Notes for more information.

* The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted data to NCQA. NCQA 2008 Quality Compass® (Public-Report) is the mean of 115
plan-specific samples that submitted to NCQA in 2008 and publicly reported.  Refer to the Technical Notes for more information.

75.6% 71.5%

Using any number from 0 to 10, where 0 is the worst 
personal doctor possible and 10 is the best personal 
doctor possible, what number would you use to rate 
your personal doctor? 
(If "Yes" in Q13)

74.6%

176 77.4%

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results that were
found when hypothesis tests were conducted to determine if the percentage is higher.  "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is performed at the 
95% significance level.  

21 72.6%

doctor seem informed and up-to-date about the care 
you got from these doctors or other health providers?
(If "Yes" in Q13, "1" or higher in Q14, and "Yes" in Q19)
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Question Summaries MDwise
Access to Specialist Medicaid Adult CAHPS® 

516  Total Respondents
TMG Book 

of 
Business*

Quality 
Compass 

(PR)*

2009 2008 2009 2008 2009 to 
2008

2009 to 
TMG

2009 to
QC

Yes No

34.7% 65.3%

23
Never Sometimes Usually Always

41.1%

75 7%

Significance Testing**

Not sig.40.9%

Not sig

Below

Not Sig Not sig74 6%

22

Q# Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

Plan's
Summary Rate

Below38.1%

79 1%

502

172

34.7%

Specialists are doctors like surgeons, heart doctors, 
allergy doctors, skin doctors, and other doctors who 
specialize in one area of health care.  In the last 6 
months, did you try to make any appointments to see 
a specialist?

In the last 6 months, how often was it easy to get 
appointments with specialists? 74 1%

GNC 8.1% 12.8% 24.4% 54.7%

None 1 specialist 2 3 4
5 or more 
specialists

9.4% 51.8% 24.7% 7.6% 3.5% 2.9%

0 - 3 4 - 7 8 - 10

3.3% 18.4% 78.3%

75.7%

91.2%

Not sig.

25

24

Not Sig. Not sig.

Not sig.170

152

74.6%

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were selected by TMG to
facilitate comparisons.  Refer to the Technical Notes for more information.

* The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted data to NCQA. NCQA 2008 Quality Compass® (Public-Report) is the
mean of 115 plan-specific samples that submitted to NCQA in 2008 and publicly reported.  Refer to the Technical Notes for more information.
** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results that
were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance testing is
performed at the 95% significance level.  

75.7% Not sig.

Not sig.90.6%

79.1%

88.2%

172

Using any number from 0 to 10, where 0 is the worst 
specialist possible and 10 is the best specialist 
possible, what number would you use to rate that 
specialist?                                                                         
(If "Yes" in Q22 and "1 or more" in Q24)

How many specialists have you seen in the last 6 
months?                                                                            
(If "Yes"  in Q22)

77.3%

appointments with specialists?                                       
(If "Yes" in Q22)

Not sig.

74.1%

78.3% 71.9%

90.8% Not Sig.

Not Sig.
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Question Summaries MDwise
Care and Treatment/Written Materials Medicaid Adult CAHPS® 

516  Total Respondents

TMG Book 
of Business*

Quality 
Compass 

(PR)*

2009 2008 2009 2008 2009 to 
2008

2009 to 
TMG

2009 to
QC

Yes No

48.3% 51.7%

27
Never Sometimes Usually Always

Below

Not Sig.

Below

Significance Testing**

Not sig. Not sig.

53.4%

80.0%

48.3% 53.2%

76.4%

Plan's
Summary Rate

In the last 6 months, how often was it easy to get the 
care, test or treatment you thought you needed through 

h l h l ? 237

26

Q# Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

53.8% Not sig.In the last 6 months, did you get any kind of care, tests 
or treatment through your health plan? 495

79.0% 78.8%

GNC 7.6% 16.0% 22.8% 53.6%

Yes No

15.9% 84.1%

Never Sometimes Usually Always

8.9% 24.1% 24.1% 43.0%

Not Sig.

Not Sig.

Not sig. Not sig.80.0%

17.5%

76.4%your health plan?                                                                 
(If "Yes" in Q26)

237

In the last 6 months, did you look for any information in 
written materials or on the Internet about how your 
health plan works?

498 15.9% 13.7% 16.0% Not sig. Not sig.

79.0% 78.8%

* The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted data to NCQA. NCQA 2008 Quality Compass® (Public-Report) is the
mean of 115 plan-specific samples that submitted to NCQA in 2008 and publicly reported.  Refer to the Technical Notes for more information.

66.1% Not Sig.

28

29

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results
that were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance
testing is performed at the 95% significance level.  
Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were selected by
TMG to facilitate comparisons.  Refer to the Technical Notes for more information.

In the last 6 months, how often did the written 
materials or the Internet provide the information you 
needed about how your health plan works?                      
(If "Yes" in Q28)

79 67.1% 54.1% 64.6% Not sig. Not sig.
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Question Summaries MDwise
Customer Service Medicaid Adult CAHPS® 

516  Total Respondents

TMG Book 
of Business*

Quality 
Compass 

(PR)*

2009 2008 2009 2008 2009 to 
2008

2009 to 
TMG

2009 to
QC

Yes No

21.8% 78.2%

31
Never Sometimes Usually Always

CS 13 2% 21 7% 24 5% 40 6%

65.1% 72.5%

Not sig.26.5%

Significance Testing**

BelowBelow

Not Sig.73.0%

21.8%

Not sig.

26.8%

Q# Survey Item Valid n

30 496In the last 6 months, did you try to get information or 
help from your health plan's customer service?

Plan's
Summary RateCategory Responses 

(Summary Rate responses in gray)

In the last 6 months, how often did your health plan's 
customer service give you the information or help you 
needed?                                                                               
(If "Y " i Q30)

106 60.0%

25.3%

Not sig.
CS 13.2% 21.7% 24.5% 40.6%

32
Never Sometimes Usually Always

CS 5.6% 15.0% 26.2% 53.3%

Yes No

20.6% 79.4%

Never Sometimes Usually Always***

0.6% 3.7% 3.3% 92.4%

94.7% Not sig.34 94.2%In the last 6 months, how often were the forms from 
your health plan easy to fill out? 490 94.7%

496

95.7%

Not sig.27.6%

Not sig.

Below

(If "Yes" in Q30)

107 81.7%

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results
that were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance
testing is performed at the 95% significance level.  

In the last 6 months, did your health plan give you any 
forms to fill out?

79.4% 87.8%

33

In the last 6 months, how often did your health plan's 
customer service staff treat you with courtesy and 
respect?                                                                               
(If "Yes" in Q30)

Not sig.

87.1%

Not Sig.

Below

BelowBelow

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were selected by
TMG to facilitate comparisons.  Refer to the Technical Notes for more information.

* The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted data to NCQA. NCQA 2008 Quality Compass® (Public-Report) is the
mean of 115 plan-specific samples that submitted to NCQA in 2008 and publicly reported.  Refer to the Technical Notes for more information.

20.6% 24.5% 25.5%

*** Members who respond "No" to Q33 are included in "Always" of Q34, per NCQA in Volume 3, HEDIS 2009 guidelines.
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Question Summaries MDwise
Health Status Medicaid Adult CAHPS® 

516  Total Respondents

TMG Book 
of Business*

Quality 
Compass 

(PR)*

2009 2008 2009 2008 2009 to 2008 2009 to TMG 2009 to
QC

0 - 3 4 - 7 8 - 10

3.2% 19.7% 77.1%

Not Sig. Above

Significance Testing**

71.5% Sig. 
increase75.4%35 472

Using any number from 0 to 10, where 0 is the worst 
health plan possible and 10 is the best health plan 
possible, what number would you use to rate your 
health plan?

Q# Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

77.1% 69.1%

Plan's
Summary Rate

Excellent Very good Good Fair Poor

13.6% 22.0% 37.1% 19.0% 8.2%

Not Sig. Not sig.37.3%36 33.7%

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response percentages.  Other Summary Rates were selected by TMG to facilitate 
comparisons.  Refer to the Technical Notes for more information.

* The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted data to NCQA. NCQA 2008 Quality Compass® (Public-Report) is the mean of 115
plan-specific samples that submitted to NCQA in 2008 and publicly reported.  Refer to the Technical Notes for more information.
** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results that were
found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance testing is performed at
the 95% significance level.  

Not sig.In general, how would you rate your overall health? 499 36.8%35.7%
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Effectiveness of Care Measures MDwise
Medical Assistance with Smoking Cessation Medicaid Adult CAHPS® 

516  Total Respondents

TMG Book 
of 

Business*

2009 2008 2009 2008 2009 to 
2008

2009 to 
TMG

2009 to
QC

Every day Some days Not at all Don't know

29.7% 14.3% 54.2% 1.8%

NOT  Rolling Averages

33.8%

Plan's
Summary Rate

Significance Testing**

AboveAbove

Category Responses 
(Summary Rate responses in gray)

502
Do you now smoke cigarettes every day, some 
days, or not at all?                                                         
(% of Current Smokers)

Q#

36.9% Not sig.44.0% 46.7%

Quality 
Compass 

(PR)*Survey Item Valid n

37

None 1 visit 2-4 visits 5-9 visits
10 or more 

visits

31.1% 21.8% 32.5% 10.7% 3.9%

None 1 visit 2-4 visits 5-9 visits
10 or more 

visits

60.2% 21.4% 13.4% 4.0% 1.0%

None 1 visit 2-4 visits 5-9 visits
10 or more 

visits

64.4% 17.8% 12.4% 3.5% 2.0%

Not Sig.

69.4%

43.4%

68.9% 69.5%

35.6% 37.0%

* The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted data to NCQA. NCQA 2008 Quality Compass® (Public-Report) is the mean of
115 plan-specific samples that submitted to NCQA in 2008 and publicly reported.  Refer to the Technical Notes for more information.
** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results that were
found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance testing is performed at
the 95% significance level.  
Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were selected by TMG to
facilitate comparisons.  Refer to the Technical Notes for more information.

On how many visits did your doctor or health 
provider recommend or discuss methods and 
strategies (other than medication) to assist you with 
quitting smoking?  (If "Every day" or "Some days" in 
Q37)

39.7% Not sig.40 42.2%202 Not sig.

Not Sig.

Not Sig.

Not sig.

Not sig.

Not sig.

Not sig.

In the last 6 months, on how many visits were you 
advised to quit smoking by a doctor or other health 
provider in your plan?                                                   
(If "Every day" or "Some days" in Q37)

206

39.4%39

On how many visits was medication recommended 
or discussed to assist you with quitting smoking 
(for example: nicotine gum, patch, nasal spray, 
inhaler, prescription medication)?                                
(If "Every day" or "Some days" in Q37)

73.5%

39.5%39.8%201

38
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Effectiveness of Care Measures MDwise
Rolling Average Methodology* Medicaid Adult CAHPS® 

516  Total Respondents

2009 2008 2009 2008 2009 to 
2008

2009 to 
TMG

2009 to
QC

2009 Valid n
2009 - 1 or 
more visits 2008 Valid n

2008 - 1 or 
more visits

206 68.9% 185 73.5%

Quality 
Compass 

(PR)**

TMG Book 
of 

Business**

391Advising Smokers to Quit (ASTQ)                                         
(2 year rolling average of Q38)

HEDIS Measure Valid n Category Responses 
(Summary Rate responses in gray)

Plan's
Summary Rate

All Summary Rates Are 
Rolling Averages

Not sig.69.5%71.1% Not sig.69.6% Not Sig.69.4%

Significance Testing***

2009 Valid n
2009 - 1 or 
more visits 2008 Valid n

2008 - 1 or 
more visits

201 39.8% 185 39.5%

2009 Valid n
2009 - 1 or 
more visits 2008 Valid n

2008 - 1 or 
more visits

202 35.6% 184 37.0%

43.4%

42.2%386

** The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted data to NCQA. NCQA 2008 Quality Compass® (Public-Report) is the mean of 115
plan-specific samples that submitted to NCQA in 2008 and publicly reported.  Refer to the Technical Notes for more information.

*** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results that were
found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance testing is performed at
the 95% significance level.  

Discussing Smoking Cessation Strategies                           
(2 year rolling average of Q40)

* For rolling average methodology, a score can be obtained one of two ways: (1) If at least 100 responses were achieved by combining 2008 scores and 2009 scores the rolling average score is the average of the 2008
and 2009 scores. (2) If there were no scores for 2008, but there were at least 100 responses for 2009, the rolling average is the 2009 score. If the combined responses for 2009 and 2008 do not achieve at least 100
responses then the measure will receive an "NA" by NCQA.

39.7% Not sig. Not sig.36.3% Below

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were selected by TMG to facilitate
comparisons.  Refer to the Technical Notes for more information.

Not sig.39.4%39.6%Discussing Smoking Cessation Medications                        
(2 year rolling average of Q39) 36.9% Not sig. Not Sig.386

36.7%

The Myers Group Medicaid Adult Survey—2009  6J



Question Summaries MDwise
Chronic Conditions Medicaid Adult CAHPS® 

516  Total Respondents

TMG Book 
of Business*

Quality 
Compass 

(PR)*

2009 2008 2009 2008 2009 to 
2008

2009 to 
TMG

2009 to
QC

Yes No

37.1% 62.9%

Yes No 82 7%

Not Sig.

Not Sig

38.1% Not sig.40.5% Not sig.

Q# Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

Not sig82 4% Not sig

Significance Testing**

Is this a condition or problem that has lasted for 
at least 3 months?  Do not include pregnancy or 181

Plan's
Summary Rate

78 0%80 1%

37.1% 42.7%41 496
In the last 6 months, have you seen a doctor or 
other health provider 3 or more times for the 
same condition or problem?

42

80.1% 19.9%

Yes No

58.9% 41.1%

Yes No

88.8% 11.2%

82.7%

61.7%

89.9%

Not Sig.

Not Sig.

Not Sig.Not sig.

Below64.1%

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results that were
found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance testing is performed at
the 95% significance level.  
Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were selected by TMG to
facilitate comparisons.  Refer to the Technical Notes for more information.

* The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted data to NCQA. NCQA 2008 Quality Compass® (Public-Report) is the mean of
115 plan-specific samples that submitted to NCQA in 2008 and publicly reported.  Refer to the Technical Notes for more information.

496Do you now need or take medicine prescribed by 
a doctor?  Do not include birth control. Not sig.

Not sig.

Not sig.82.4% Not sig.

43

menopause.                                                               
(If "Yes" to Q41)

181 78.0%

57.7%

80.1%

58.9%

88.8% 90.0% 90.2%44

Is this to treat a condition that has lasted for at 
least 3 months?  Do not include pregnancy or 
menopause.                                                               
(If "Yes" to Q43)

285

42
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Question Summaries MDwise
Demographics/ Completing this Survey Medicaid Adult CAHPS® 

516  Total Respondents

Q# Survey Item Valid n

18-24 25-34 35-44 45-54 55-64 65-74 75 or older

32.5% 36.9% 19.6% 9.4% 1.6% 0.0% 0.0%

Male Female

7.2% 92.8%

8th grade or less Some high school
High school 

graduate/GED
Some college or 2-

year degree 4-year college
More than 4-year 
college degree

499

46 Are you male or female? 499

494

Category Responses

45 What is your age?

47 What is the highest grade or level of school that you 8th grade or less Some high school graduate/GED year degree 4 year college college degree

2.0% 25.1% 43.3% 27.5% 1.0% 1.0%

Yes No

5.3% 94.7%

White
Black/African-

American Asian

Native Hawaiian or 
other Pacific 

Islander
American Indian or 

Alaska Native Other

74.0% 24.5% 0.8% 0.4% 3.7% 3.5%

Yes No

5.1% 94.9%

Read questions to 
me

Wrote down my 
answers Answered for me

Translated 
questions

Helped in some 
other way

40.0% 40.0% 26.7% 6.7% 13.3%

* The base for the Race question is the total number of respondents. Members were allowed to choose more than one option, therefore figures may equal more than 100%.

51 How did that person help you? (Check all that apply.)       
(If "Yes" in Q50) 15

Did someone help you complete this survey?50 273

49 What is your race?                                                                
(Please mark one or more) 485 *

48 Are you of Hispanic or Latino origin or descent? 488

49447 have completed?
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Question Summaries MDwise
Custom Questions Medicaid Adult CAHPS® 

516  Total Respondents

2009 2008 Summary 
Rate

Correlation 
with Q35

2009 to 
2008

2009 to 
TMG BoB

None 1 2 3 4 5 to 9 10 or more

36.2% 29.8% 18.1% 7.4% 2.7% 3.7% 2.1%

0-3 4-7 8-10

5.2% 28.1% 66.7%

TMG Book of Business -
2008*

NA

66.7% 66.9% 0.566

Significance Testing**

Q# Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

4a

Plan's 
Summary Rate

34.5%
In the last 6 months, how many times did 
you go to an emergency room to get care for 
yourself?

36.2%188 NA

Not sig.12a 306
What number would you use to rate the ease 
of getting access to the medical care you 
needed in the last 6 months?

NA

66.2%

Not sig.

Not sig.

Never Sometimes Usually Always

78.6% 16.2% 2.9% 2.3%

Yes No

1.3% 98.7%

Never Sometimes Usually Always

75.0% 0.0% 0.0% 25.0%

Note: Caution is advised when comparing Q12d to trending as a result of the small valid n associated with this question.

Not sig.Not sig.0.13794.8%

Below

12b 308

NA

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results that were
found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance testing is performed at the
95% significance level.  

Unable to 
Test

303

25.0%

In the last 6 months, when you needed an 
interpreter to help you speak with doctors or 
other health providers, how often did you get 
one?

Unable to 
Test

Unable to 
Test

12c
In the last 6 months, did you need an 
interpreter to help you speak with doctors or 
other health providers?

2.4%

*  The 2008 Myers Group Book of Business consists of the results of 38 Medicaid adult samples surveyed by The Myers Group in 2008 that submitted data to NCQA.

94.1%

12d 4

In the last 6 months, how often did you have 
a hard time speaking with or understanding 
a doctor or other health care provider 
because you or the health care provider 
spoke different languages?

95.6%

61.0%50.0%

1.3% 6.7%

0.193
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Question Summaries MDwise
Custom Questions Medicaid Adult CAHPS® 

516  Total Respondents

2009 2008 Summary 
Rate

Correlation 
with Q35

2009 to 
2008

2009 to 
TMG BoB

Never Sometimes Usually Always
I did not call 
after hours

19.0% 20.9% 17.1% 43.0% n = 148

I did t ll 

Q# Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

TMG Book of Business -
2008*

0.29312e 158
In the last 6 months, when you called your doctor's 
office after hours, how often did you get a return 
call as soon as you wanted?

In the last 6 months when you needed care after

Plan's 
Summary Rate

68.1% 53.5%60.1% Not sig.

Significance Testing**

Not sig.

Never Sometimes Usually Always
I did not call 
after hours

15.3% 19.1% 21.0% 44.6% n = 147

A big problem
A small 
problem Not a problem

6.6% 16.4% 77.0%

0-3 4-7 8-10

11.0% 30.5% 58.5%

Definitely yes Probably yes Probably not Definitely not

58.9% 34.9% 4.8% 1.3%

0.125

0.642

0.290

0.308

*  The 2008 Myers Group Book of Business consists of the results of 38 Medicaid adult samples surveyed by The Myers Group in 2008 that submitted data to NCQA.

How much of a problem was it to understand the 
information provided?

Would you recommend your health plan to your 
family or friends? 93.8% 89.8% Not sig.

Not sig.

Sig. 
increase

32a
What number would you use to rate the overall 
customer service at your health plan in the last 6 
months?

In the last 6 months, when you needed care after 
regular office hours, how often did you get care as 
soon as you wanted?

12f

29a

51.1%

77.0% 63.5%

Below

56.7%

72.9%

72.4%58.5%

35a 372

82

70.5%65.6%

91.5%

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results
that were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance
testing is performed at the 95% significance level.  

Not sig.Not sig.

Above

61

157 Not sig.
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Question Summaries MDwise
Custom Questions Medicaid Adult CAHPS® 

516  Total Respondents

2009 2008 Summary 
Rate

Correlation 
with Q35

2009 to 
2008

2009 to 
TMG BoB

Definitely not Probably not Probably yes Definitely yes

41.6% 40.1% 12.7% 5.6%

Q# Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

TMG Book of Business -
2008*

0.425

Plan's 
Summary Rate

87.2%81.7% 79.1% Below35b 377Do you intend to switch to a different health plan 
when you next have an opportunity?

Significance Testing**

Not sig.

English Spanish Other

98.4% 1.0% 0.5%

Very satisfied
Somewhat 
satisfied Satisfied

Somewhat 
dissatisfied Very dissatisfied

54.7% 16.4% 18.3% 6.1% 4.4%

1 time 2 times
3 times or 

more

I did not need to go 
to the emergency 

room

15.2% 8.9% 5.4% 70.5%

Very easy
Somewhat 

easy Difficult

I did not try to look 
up information in 

the Member 
Handbook

I do not have a 
copy of my health 

plan's Member 
Handbook

58.9% 35.9% 5.2% n = 77 n = 113

NA

NA

NA

NA

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results that
were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance testing is
performed at the 95% significance level.  

90.0%

NA

NA360

381

*  The 2008 Myers Group Book of Business consists of the results of 38 Medicaid adult samples surveyed by The Myers Group in 2008 that submitted data to NCQA.

How easy was it to find and understand information 
using the Member Handbook?

70.5% 69.6%

89.4%

NANA

53

In the last 6 months, how many times did you go to 
the emergency room to get care for yourself 
because your doctor was not able to see you during 
regular office hours?

What language do you mainly speak at home?49a

52 How satisfied are you with the ease of getting 
through to your doctor's office by telephone?

58.9% 56.1% NA

Not sig.

Not sig.NA

0.048

NA

67.1%

54 192

369

NA

Not sig.

Not sig.
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Question Summaries MDwise
Custom Questions Medicaid Adult CAHPS® 

516  Total Respondents

2009 2008 Summary 
Rate

Correlation 
with Q35

2009 to 
2008

2009 to 
TMG BoB

I did not have 
a problem 

getting help 
from 

Customer 
Service

It was difficult 
to get through 
to Customer 
Service on 

the telephone

The Customer 
Service 

Representative 
did not have the 

information I 
needed

The Customer 
Service 

Representative 
did not give me 

the correct 
information

The Customer 
Service 

Representative 
did not follow-up 

with me

The Customer 
Service 

Representative 
did not follow-up 

with me in a 
timely manner Other

73 5% 8 4% 5 1% 4 5% 4 2% 1 8% 13 9%

Significance Testing**

NA55 332

In the last 6 months, if you had a 
problem getting the help you 
needed from Customer Service, 
what kind of problem did you 
have? (Mark all that apply)

NANA

Plan's 
Summary Rate

NA NA

Q# Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

TMG Book of Business -
2008*

NA

73.5% 8.4% 5.1% 4.5% 4.2% 1.8% 13.9%

Yes No

57.8% 42.2%

Not sig.56 57.1%

Are you familiar with your health 
plan's NURSE on-call, a service 
that allows you to ask health 
information questions to a nurse?

NA57.8%

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results that
were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance testing is
performed at the 95% significance level.  

374

*  The 2008 Myers Group Book of Business consists of the results of 38 Medicaid adult samples surveyed by The Myers Group in 2008 that submitted data to NCQA.

NANA
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7. Segmentation Analysis 
The CAHPS® 4.0H survey asks demographic questions about the respondent.  This 
information allows for a market segmentation of your members.  Reviewing the set of 
measures across the assortment of demographic categories may indicate a health plan’s 
overall ability to meet the needs of a varied population. 

Page 7A shows a segmentation of the Rating of Health Plan (Q35) results by demographic 
categories.  Across the top of the table are scores “0-3,” “4-7,” and “8-10.”  Down the far left 
column are the different demographic categories.  The numbers in the table represent the 
percentage of respondents from each demographic category that rated the health plan either 
0 to 3, 4 to 7, or 8 to 10. 

For example, in the table below, the percentages represent the respondents with a high 
school education or less. The interpretation would be “Of the respondents with a high school 
education or less, 10% rated their plan 0 to 3; 30% rated their plan 4 to 7; and 60% rated their 
plan 8 to 10.” 
 

Segment Rated Plan “0-3” Rated Plan “4-7” Rated Plan “8-10”
High School or less 10% 30% 60% 

Pages 7B-I present Summary Rates8 for attributes, ratings, and composite scores organized 
across the following: 

 Age (Q45) 

 Education (Q47) 

 Ethnicity (Q48) 

 Race (Q49) 

 Health Status (Q36) 

 Number of Doctor or Clinic Visits (Q7) 

 Data collection mode (Mail or Telephone) 

 Delivery System 

As reflected above, a segmentation page for the augmented members is also provided.   

The percentages represent the Summary Rate for each segment of a particular category.  For 
example, in the table below, the Summary Rate for the Rating of Health Plan is the 
percentage of respondents who rated their health plan an 8, 9, or 10. The interpretation of this 
example would be, “Of the respondents with a high school education or less, 63% gave their 
health plan a rating of 8, 9, or 10.  And, of the respondents with some college education or 
more, 58% gave their health plan a rating of 8, 9, or 10.” 

  High School or 
Less Some College or More 

Q35. Rating of Health Plan 63% 58% 

Charts 7A – 7I 
 

                                                      
8 Refer to Summary Rate in the Technical Notes for the Summary Rate definition for each composite.  

 



Segmentation Analysis MDwise
Medicaid Adult CAHPS® 

516  Total Respondents

Valid n* % Valid n* % Valid n* %

18 to 34 11 3.4% 67 20.8% 244 75.8%

35 to 44 2 2.2% 14 15.1% 77 82.8%

45 to 54 2 4.5% 7 15.9% 35 79.5%

55 plus 0 0.0% 2 25.0% 6 75.0%

High School or less 9 2.8% 53 16.3% 263 80.9%

Some College or more 6 4.4% 36 26.5% 94 69.1%

Hispanic/Latino 0 0.0% 4 18.2% 18 81.8%

Non Hispanic/ Latino 14 3.2% 85 19.6% 334 77.1%

White 11 3.3% 62 18.6% 260 78.1%

Black/African American 5 4.4% 23 20.4% 85 75.2%

Other 1 2.9% 13 38.2% 20 58.8%

Excellent/Very good 2 1.2% 26 15.6% 139 83.2%

ETHNICITY (Q48)

RACE (Q49)

Rating of Health Plan (Q35) by Demographics

Survey Item
0-3 4-7 8-10

AGE (Q45)

EDUCATION (Q47)

Good 3 1.7% 38 22.0% 132 76.3%

Fair/Poor 9 7.1% 28 22.0% 90 70.9%

Less than 3 10 4.1% 46 19.0% 186 76.9%

Three or more 4 1.8% 44 20.0% 172 78.2%

Mail 10 4.0% 58 23.3% 181 72.7%

Phone 5 2.2% 35 15.7% 183 82.1%
DATA COLLECTION MODE

NUMBER OF DOCTOR/CLINIC 
VISITS (Q7)

*  Valid n refers to total number of respondents answering the response item within the subgroup under the column heading.

HEALTH STATUS (Q36)
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Segmentation Analysis MDwise
Plan Summary Rates by Respondent Age (Q45) Medicaid Adult CAHPS® 

516  Total Respondents

Valid n** % Valid n** % Valid n** % Valid n** %

4 Obtaining needed care right away 163 82.2% 47 83.0% 22 86.4% 5 80.0% 4.2%

6 Obtaining care when needed, not when 
needed right away 260 78.1% 73 82.2% 36 91.7% 7 71.4% 13.6%

10 Health provider talked about pros and cons of 
choice of treatment 143 67.8% 40 57.5% 24 79.2% 4 50.0% 21.7%

11 Doctor/provider asked which choice you 
thought was best for you 142 64.1% 39 61.5% 24 62.5% 4 100.0% 2.5%

15 Doctors explaining things in an 
understandable way 227 90.3% 66 89.4% 33 93.9% 6 100.0% 4.5%

16 Doctors listening carefully to you 226 88.1% 66 89.4% 33 84.8% 6 83.3% 4.5%

17 Doctors showing respect for what you had to 
say 229 90.0% 66 89.4% 34 85.3% 6 83.3% 4.7%

18 Doctors spending enough time with you 227 84.1% 66 86.4% 31 87.1% 6 83.3% 3.0%

23 Ease of getting appointment with a specialist 114 74.6% 32 87.5% 21 85.7% 3 100.0% 12.9%

27 Getting care, tests, or treatments necessary 154 74.7% 51 80.4% 27 81.5% 3 33.3% 6.8%

31 Getting help/information when calling 
customer service 73 60.3% 24 79.2% 4 75.0% 4 50.0% 18.9%

32 Treated with courtesy and respect by 
customer service staff 73 76.7% 24 87.5% 5 100.0% 4 50.0% 23.3%

Q# Composites, Measures, & Ratings

Getting Needed Care 74 6% 83 9% 83 6% 66 7% 9 3%

55 or older18 - 34 35 - 44
Q# Attributes

45 - 54
Range*
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Getting Needed Care 74.6% 83.9% 83.6% 66.7% 9.3%

Getting Care Quickly 80.1% 82.6% 89.0% 75.7% 8.9%

How Well Doctors Communicate 88.1% 88.6% 87.8% 87.5% 0.8%

Customer Service 68.5% 83.3% 87.5% 50.0% 19.0%

Shared Decision Making 66.0% 59.5% 70.8% 75.0% 11.3%

8 Health Promotion and Education 277 55.2% 74 67.6% 38 60.5% 6 66.7% 12.3%

20 Coordination of Care 112 69.6% 38 89.5% 22 81.8% 3 100.0% 19.8%

12 Rating of Health Care 275 68.4% 74 64.9% 37 78.4% 6 66.7% 13.5%

21 Rating of Personal Doctor 287 72.5% 84 77.4% 41 87.8% 7 57.1% 15.3%

25 Rating of Specialist 99 73.7% 32 87.5% 17 94.1% 3 66.7% 20.4%

35 Rating of Health Plan 322 75.8% 93 82.8% 44 79.5% 8 75.0% 7.0%

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response 
percentages.   See Technical Notes for more information.

* Range is the difference between Summary Rates shown. Due to the small sample size of respondents ages 55 or older, this segment is not included in 
range calculations.
**  Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
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Segmentation Analysis MDwise
Plan Summary Rates by Respondent Education (Q47) Medicaid Adult CAHPS® 

516  Total Respondents

Valid n** % Valid n** %

4 Obtaining needed care right away 161 80.7% 76 86.8% 6.1%

6 Obtaining care when needed, not when needed right away 258 79.1% 113 82.3% 3.2%

10 Health provider talked about pros and cons of choice of treatment 144 68.1% 67 64.2% 3.9%

11 Doctor/provider asked which choice you thought was best for you 142 64.8% 67 62.7% 2.1%

15 Doctors explaining things in an understandable way 229 91.7% 99 87.9% 3.8%

16 Doctors listening carefully to you 229 88.2% 98 86.7% 1.5%

17 Doctors showing respect for what you had to say 232 89.7% 99 87.9% 1.8%

18 Doctors spending enough time with you 228 86.8% 98 79.6% 7.3%

23 Ease of getting appointment with a specialist 109 78.9% 58 77.6% 1.3%

27 Getting care, tests, or treatments necessary 151 78.1% 79 72.2% 6.0%

31 Getting help/information when calling customer service 61 67.2% 43 62.8% 4.4%

32 Treated with courtesy and respect by customer service staff 62 79.0% 43 79.1% 0.0%

Q# Composites, Measures, & Ratings

Getting Needed Care 78.5% 74.9% 3.7%

Q# Attributes
High School Graduate or 

less Some College or more
Range*
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g

Getting Care Quickly 79.9% 84.6% 4.7%

How Well Doctors Communicate 89.1% 85.5% 3.6%

Customer Service 73.1% 70.9% 2.2%

Shared Decision Making 66.4% 63.4% 3.0%

8 Health Promotion and Education 272 58.8% 121 57.9% 1.0%

20 Coordination of Care 115 78.3% 58 70.7% 7.6%

12 Rating of Health Care 269 68.8% 121 67.8% 1.0%

21 Rating of Personal Doctor 296 77.0% 116 69.8% 7.2%

25 Rating of Specialist 94 75.5% 54 83.3% 7.8%

35 Rating of Health Plan 325 80.9% 136 69.1% 11.8%

**  Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response 
percentages.  See Technical Notes for more information.

* Range is the difference between the Summary Rates shown.  The larger the number, the greater the difference in Summary Rates between segment 
groups for any given question/composite.
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Segmentation Analysis MDwise
Medicaid Adult CAHPS® 

516  Total Respondents

Valid n** % Valid n** %

4 Obtaining needed care right away 11 100.0% 221 81.4% NA

6 Obtaining care when needed, not when needed right away 20 80.0% 346 79.5% NA

10 Health provider talked about pros and cons of choice of 
treatment 10 70.0% 194 65.5% NA

11 Doctor/provider asked which choice you thought was best for 
you 10 60.0% 193 63.2% NA

15 Doctors explaining things in an understandable way 16 87.5% 308 90.3% NA

16 Doctors listening carefully to you 16 93.8% 307 87.0% NA

17 Doctors showing respect for what you had to say 16 93.8% 311 89.1% NA

18 Doctors spending enough time with you 16 68.8% 306 85.3% NA

23 Ease of getting appointment with a specialist 10 100.0% 154 77.3% NA

27 Getting care, tests, or treatments necessary 9 77.8% 221 77.4% NA

31 Getting help/information when calling customer service 6 50.0% 96 66.7% NA

32 Treated with courtesy and respect by customer service staff 6 83.3% 96 79.2% NA

Q# Composites, Measures, & Ratings

Getting Needed Care 88.9% 77.3% NA

Range*

Plan Summary Rates by Respondent Ethnicity (Q48)

Hispanic/Latino Non-Hispanic/Latino
Q# Attributes
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g

Getting Care Quickly 90.0% 80.5% NA

How Well Doctors Communicate 85.9% 87.9% NA

Customer Service 66.7% 72.9% NA

Shared Decision Making 65.0% 64.3% NA

8 Health Promotion and Education 19 68.4% 368 57.6% NA

20 Coordination of Care 8 100.0% 162 74.1% NA

12 Rating of Health Care 19 63.2% 365 68.2% NA

21 Rating of Personal Doctor 20 80.0% 390 74.4% NA

25 Rating of Specialist 9 77.8% 136 77.9% NA

35 Rating of Health Plan 22 81.8% 433 77.1% NA

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response 
percentages. See Technical Notes for more information.

*Range is the difference between Summary Rates shown. Due to the small sample size of Hispanic respondents, range calculations are not included.
**  Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
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Segmentation Analysis MDwise
Plan Summary Rates by Respondent Race (Q49) Medicaid Adult CAHPS® 

516  Total Respondents

Valid n*** % Valid n*** % Valid n*** %

4 Obtaining needed care right away 176 84.1% 50 78.0% 19 84.2% 6.1%

6 Obtaining care when needed, not when needed right away 269 81.0% 83 77.1% 31 71.0% 3.9%

10 Health provider talked about pros and cons of choice of 
treatment 152 69.7% 52 57.7% 18 50.0% 12.0%

11 Doctor/provider asked which choice you thought was best for 
you 151 65.6% 51 51.0% 18 61.1% 14.6%

15 Doctors explaining things in an understandable way 240 91.7% 76 89.5% 22 81.8% 2.2%

16 Doctors listening carefully to you 237 87.8% 78 88.5% 23 73.9% 0.7%

17 Doctors showing respect for what you had to say 241 88.8% 78 92.3% 23 73.9% 3.5%

18 Doctors spending enough time with you 237 87.3% 77 80.5% 23 69.6% 6.8%

23 Ease of getting appointment with a specialist 128 76.6% 31 83.9% 18 77.8% 7.3%

27 Getting care, tests, or treatments necessary 169 77.5% 60 73.3% 21 66.7% 4.2%

31 Getting help/information when calling customer service 76 63.2% 21 71.4% 11 72.7% 8.3%

32 Treated with courtesy and respect by customer service staff 78 79.5% 20 75.0% 11 81.8% 4.5%

Q# Composites, Measures, & Ratings

Getting Needed Care 77.0% 78.6% 72.2% 1.6%

Getting Care Quickly 82.6% 77.6% 77.6% 5.0%

Range**
Other*White Black or African-

AmericanQ# Attributes
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g Q y % % % %

How Well Doctors Communicate 88.9% 87.7% 74.8% 1.2%

Customer Service 71.3% 73.2% 77.3% 1.9%

Shared Decision Making 67.6% 54.3% 55.6% 13.3%

8 Health Promotion and Education 282 56.4% 93 59.1% 31 71.0% 2.8%

20 Coordination of Care 132 76.5% 34 70.6% 12 83.3% 5.9%

12 Rating of Health Care 280 66.8% 92 75.0% 31 54.8% 8.2%

21 Rating of Personal Doctor 311 74.0% 89 78.7% 30 60.0% 4.7%

25 Rating of Specialist 117 76.9% 22 81.8% 15 86.7% 4.9%

35 Rating of Health Plan 333 78.1% 113 75.2% 34 58.8% 2.9%

* "Other" includes Asian,  Native Hawaiian or Other Pacific Islander, American Indian or Alaska Native, and respondents who answered "Other."

** Range is the difference between Summary Rates shown. Due to small segmentation sample size, "Other" is not included in range calculations.

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response 
percentages.  See Technical Notes for more information.

*** Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
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Segmentation Analysis MDwise
Plan Summary Rates by Health Status (Q36) Medicaid Adult CAHPS® 

516  Total Respondents

Valid n** % Valid n** % Valid n** %

4 Obtaining needed care right away 63 79.4% 92 85.9% 82 81.7% 6.5%

6 Obtaining care when needed, not when needed right away 118 77.1% 150 83.3% 107 77.6% 6.2%

10 Health provider talked about pros and cons of choice of 
treatment 69 68.1% 74 64.9% 67 65.7% 3.3%

11 Doctor/provider asked which choice you thought was best for 
you 69 71.0% 73 63.0% 66 59.1% 11.9%

15 Doctors explaining things in an understandable way 102 92.2% 128 96.1% 102 81.4% 14.7%

16 Doctors listening carefully to you 100 92.0% 128 90.6% 103 79.6% 12.4%

17 Doctors showing respect for what you had to say 102 94.1% 128 91.4% 104 81.7% 12.4%

18 Doctors spending enough time with you 101 90.1% 127 85.8% 102 77.5% 12.6%

23 Ease of getting appointment with a specialist 35 94.3% 60 78.3% 75 72.0% 22.3%

27 Getting care, tests, or treatments necessary 71 87.3% 80 77.5% 83 66.3% 21.1%

31 Getting help/information when calling customer service 41 63.4% 32 71.9% 33 60.6% 11.3%

32 Treated with courtesy and respect by customer service staff 41 85.4% 32 81.3% 34 70.6% 14.8%

Q# Composites, Measures, & Ratings

Range*Q# Attributes
Excellent/ Very 

good Good Fair/Poor
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Getting Needed Care 90.8% 77.9% 69.1% 21.7%

Getting Care Quickly 78.2% 84.6% 79.6% 6.4%

How Well Doctors Communicate 92.1% 91.0% 80.0% 12.1%

Customer Service 74.4% 76.6% 65.6% 11.0%

Shared Decision Making 69.6% 63.9% 62.4% 7.2%

8 Health Promotion and Education 133 52.6% 150 54.7% 112 69.6% 17.0%

20 Coordination of Care 39 71.8% 67 82.1% 69 71.0% 11.1%

12 Rating of Health Care 133 80.5% 149 66.4% 111 55.0% 25.5%

21 Rating of Personal Doctor 138 79.7% 164 75.0% 118 66.9% 12.8%

25 Rating of Specialist 32 93.8% 56 69.6% 63 77.8% 24.1%

35 Rating of Health Plan 167 83.2% 173 76.3% 127 70.9% 12.4%

*  Range is the difference between Summary Rates shown.  The larger the number, the greater the difference in Summary Rates between segment groups for 
any given question/composite.
**  Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response 
percentages.   See Technical Notes for more information.
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Segmentation Analysis MDwise
Plan Summary Rates by Number of Doctor/Clinic Visits (Q7) Medicaid Adult CAHPS® 

516  Total Respondents

Valid n** % Valid n** %

4 Obtaining needed care right away 88 76.1% 153 86.3% 10.1%

6 Obtaining care when needed, not when needed right away 155 72.3% 222 84.7% 12.4%

10 Health provider talked about pros and cons of choice of treatment 67 59.7% 149 69.8% 10.1%

11 Doctor/provider asked which choice you thought was best for you 66 62.1% 147 64.6% 2.5%

15 Doctors explaining things in an understandable way 135 88.9% 195 91.3% 2.4%

16 Doctors listening carefully to you 132 87.9% 197 87.3% 0.6%

17 Doctors showing respect for what you had to say 135 89.6% 198 88.9% 0.7%

18 Doctors spending enough time with you 133 85.0% 195 84.1% 0.9%

23 Ease of getting appointment with a specialist 50 76.0% 117 80.3% 4.3%

27 Getting care, tests, or treatments necessary 92 72.8% 142 78.9% 6.0%

31 Getting help/information when calling customer service 42 66.7% 63 65.1% 1.6%

32 Treated with courtesy and respect by customer service staff 42 83.3% 64 78.1% 5.2%

Q# Composites, Measures, & Ratings
Getting Needed Care 74.4% 79.6% 5.2%

Getting Care Quickly 74 2% 85 5% 11 3%

Q# Attributes
Less than 3 visits Three or more visits

Range*
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Getting Care Quickly 74.2% 85.5% 11.3%

How Well Doctors Communicate 87.8% 87.9% 0.1%

Customer Service 75.0% 71.6% 3.4%

Shared Decision Making 60.9% 67.2% 6.3%

8 Health Promotion and Education 165 49.7% 241 64.3% 14.6%

20 Coordination of Care 53 69.8% 121 78.5% 8.7%

12 Rating of Health Care 164 67.1% 238 68.5% 1.4%

21 Rating of Personal Doctor 201 72.6% 214 76.6% 4.0%

25 Rating of Specialist 43 76.7% 106 78.3% 1.6%

35 Rating of Health Plan 242 76.9% 220 78.2% 1.3%

* Range is the difference between Summary Rates shown.  The larger the number, the greater the difference in Summary Rates between segment groups 
for any given question/composite.
** Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response 
percentages.  See Technical Notes for more information.
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Segmentation Analysis MDwise
Plan Summary Rates by Data Collection Mode Medicaid Adult CAHPS® 

516  Total Respondents

Valid n** % Valid n** %

4 Obtaining needed care right away 149 82.6% 96 82.3% 0.3%

6 Obtaining care when needed, not when needed right away 221 78.7% 163 81.6% 2.9%

10 Health provider talked about pros and cons of choice of treatment 119 63.9% 97 70.1% 6.2%

11 Doctor/provider asked which choice you thought was best for you 119 57.1% 94 72.3% 15.2%

15 Doctors explaining things in an understandable way 196 87.8% 140 94.3% 6.5%

16 Doctors listening carefully to you 197 86.3% 138 89.9% 3.6%

17 Doctors showing respect for what you had to say 198 89.9% 141 87.9% 2.0%

18 Doctors spending enough time with you 195 85.1% 139 83.5% 1.7%

23 Ease of getting appointment with a specialist 99 78.8% 73 79.5% 0.7%

27 Getting care, tests, or treatments necessary 157 78.3% 80 72.5% 5.8%

31 Getting help/information when calling customer service 62 64.5% 44 65.9% 1.4%

32 Treated with courtesy and respect by customer service staff 63 77.8% 44 81.8% 4.0%

Q# Composites, Measures, & Ratings
Getting Needed Care 78.6% 76.0% 2.6%

Getting Care Quickly 80 6% 81 9% 1 3%

AttributesQ#
Mail Phone

Range*
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Getting Care Quickly 80.6% 81.9% 1.3%

How Well Doctors Communicate 87.3% 88.9% 1.6%

Customer Service 71.1% 73.9% 2.7%

Shared Decision Making 60.5% 71.2% 10.7%

8 Health Promotion and Education 229 57.6% 177 59.3% 1.7%

20 Coordination of Care 106 75.5% 70 75.7% 0.2%

12 Rating of Health Care 229 62.9% 173 74.6% 11.7%

21 Rating of Personal Doctor 242 74.8% 183 74.3% 0.5%

25 Rating of Specialist 88 73.9% 64 84.4% 10.5%

35 Rating of Health Plan 249 72.7% 223 82.1% 9.4%

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response 
percentages.  See Technical Notes for more information.

* Range is the difference between Summary Rates shown.  The larger the number, the greater the difference in Summary Rates between segment groups 
for any given question/composite.
** Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
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Segmentation Analysis MDwise
Plan Summary Rates by Delivery System Medicaid Adult CAHPS® 

1592  Total Respondents

Valid 
n* %

Public 
Report

All 
Plans

Valid 
n* % Valid 

n* % Valid 
n* % Valid 

n* % Valid 
n* % Valid 

n* % Valid 
n* % Valid 

n* % Valid 
n* % Valid 

n* % Valid 
n* % Valid 

n* %

4 Obtaining needed care right away 245 82.4% 82.9% 81.2% 81.1% 56 82.1% 71 80.3% 64 76.6% 73 83.6% 50 80.0% 62 75.8% 53 81.1% 49 71.4% 1 100.0% 1 100.0% 85 92.9% 147 85.7%

6 Obtaining care when needed, not 
when needed right away 384 79.9% 80.6% 80.0% 79.4% 98 72.4% 114 86.0% 91 85.7% 110 79.1% 78 74.4% 100 76.0% 84 81.0% 80 48.8% 2 50.0% 3 100.0% 142 87.3% 219 83.1%

10 Health provider talked about pros and 
cons of choice of treatment 216 66.7% 63.4% 59.8% 59.8% 53 62.3% 65 67.7% 52 71.2% 72 56.9% 43 62.8% 61 65.6% 60 63.3% 25 68.0% 1 100.0% 2 100.0% 71 70.4% 124 66.1%

11 Doctor/provider asked which choice 
you thought was best for you 213 63.8% 58.7% 57.1% 57.1% 52 55.8% 65 56.9% 52 71.2% 71 64.8% 43 48.8% 63 68.3% 59 61.0% 26 46.2% 1 100.0% 2 100.0% 70 64.3% 123 62.6%

15 Doctors explaining things in an 
understandable way 336 90.5% 88.0% 86.9% 86.6% 85 85.9% 97 89.7% 83 91.6% 103 93.2% 61 83.6% 90 90.0% 75 94.7% 53 79.2% 2 100.0% 3 100.0% 118 85.6% 202 91.1%

16 Doctors listening carefully to you 335 87.8% 88.6% 87.8% 87.6% 85 85.9% 97 87.6% 84 88.1% 103 90.3% 61 85.2% 90 88.9% 74 91.9% 51 68.6% 2 100.0% 3 100.0% 117 87.2% 201 90.5%

17 Doctors showing respect for what 
you had to say 339 89.1% 90.7% 89.3% 89.2% 85 88.2% 98 89.8% 83 89.2% 102 89.2% 59 88.1% 90 93.3% 74 93.2% 52 76.9% 2 100.0% 3 100.0% 118 89.0% 204 89.2%

18 Doctors spending enough time with 
you 334 84.4% 85.2% 83.8% 83.5% 84 82.1% 96 84.4% 83 90.4% 103 85.4% 61 82.0% 89 82.0% 74 86.5% 52 80.8% 2 100.0% 3 100.0% 119 79.0% 200 85.5%

23 Ease of getting appointment with a 
specialist 172 79.1% 75.7% 74.1% 73.2% 38 52.6% 49 77.6% 51 88.2% 50 68.0% 37 73.0% 45 64.4% 39 74.4% 33 51.5% 0 0.0% 0 0.0% 54 75.9% 100 81.0%

27 Getting care, tests, or treatments 
necessary 237 76.4% 80.0% 78.8% 77.5% 62 74.2% 74 82.4% 58 84.5% 65 75.4% 43 81.4% 65 76.9% 56 82.1% 48 58.3% 1 100.0% 0 0.0% 87 85.1% 138 77.5%

31 Getting help/information when calling 106 65 1% 73 0% 72 5% 71 5% 23 69 6% 33 60 6% 29 51 7% 33 66 7% 29 58 6% 29 62 1% 29 72 4% 34 58 8% 2 0 0% 0 0 0% 40 72 5% 57 70 2%

Community 
Munster

St. Mary 
Medical 
Center

Select 
Health

Q# Attributes

MDwise Wishard Methodist St. Francis
Quality 

Compass® 

Benchmarks**TMG Book 
of 

Business**

ProHealth St. Vincent St. 
Catherine

St. 
Margaret 

Mercy
St. Anthony Hoosier 

Alliance

The Myers Group Medicaid Adult Survey—2009  7I

31 g p g
customer service 106 65.1% 73.0% 72.5% 71.5% 23 69.6% 33 60.6% 29 51.7% 33 66.7% 29 58.6% 29 62.1% 29 72.4% 34 58.8% 2 0.0% 0 0.0% 40 72.5% 57 70.2%

32 Treated with courtesy and respect by 
customer service staff 107 79.4% 87.8% 87.1% 86.8% 22 81.8% 33 81.8% 29 75.9% 34 88.2% 28 78.6% 28 85.7% 29 86.2% 34 82.4% 2 100.0% 0 0.0% 40 80.0% 59 84.7%

Q# Composites, Measures, & Ratings

Getting Needed Care 77.7% 77.8% 76.4% 75.3% 63.4% 80.0% 86.4% 71.7% 77.2% 70.7% 78.3% 54.9% § § 80.5% 79.3%

Getting Care Quickly 81.2% 81.7% 80.4% 80.2% 77.3% 83.1% 81.1% 81.3% 77.2% 75.9% 81.0% 60.1% 75.0% 100.0% 90.1% 84.4%

How Well Doctors Communicate 87.9% 88.1% 86.8% 86.7% 85.5% 87.9% 89.8% 89.5% 84.7% 88.6% 91.6% 76.4% 100.0% 100.0% 85.2% 89.1%

Customer Service 72.3% 80.4% 79.8% 79.1% 75.7% 71.2% 63.8% 77.5% 68.6% 73.9% 79.3% 70.6% 50.0% § 76.3% 77.5%

Shared Decision Making 65.3% 61.1% 58.5% 58.5% 59.0% 62.3% 71.2% 60.9% 55.8% 66.9% 62.2% 57.1% 100.0% 100.0% 67.4% 64.4%

8 Health Promotion and Education 406 58.4% 57.7% 56.3% 56.1% 106 53.8% 123 54.5% 93 58.1% 120 59.2% 83 61.4% 110 64.5% 87 67.8% 82 41.5% 3 66.7% 3 33.3% 136 58.1% 233 59.2%

20 Coordination of Care 176 75.6% 77.4% 76.4% 76.2% 42 64.3% 57 84.2% 48 79.2% 48 70.8% 34 67.6% 50 68.0% 31 87.1% 28 42.9% 0 0.0% 2 100.0% 60 83.3% 105 77.1%

12 Rating of Health Care 402 67.9% 70.2% 67.4% 67.1% 105 68.6% 123 67.5% 94 75.5% 116 67.2% 82 67.1% 110 64.5% 88 79.5% 82 53.7% 2 100.0% 3 66.7% 136 69.9% 233 66.1%

21 Rating of Personal Doctor 425 74.6% 77.2% 76.2% 75.7% 103 79.6% 124 79.8% 107 77.6% 122 75.4% 70 72.9% 123 78.0% 91 87.9% 71 53.5% 2 100.0% 3 100.0% 140 75.7% 260 72.3%

25 Rating of Specialist 152 78.3% 77.3% 75.7% 75.7% 29 51.7% 40 90.0% 45 80.0% 46 78.3% 36 69.4% 39 74.4% 32 78.1% 22 72.7% 0 0.0% 0 0.0% 49 83.7% 92 77.2%

35 Rating of Health Plan 472 77.1% 75.4% 71.5% 70.6% 127 71.7% 155 74.8% 124 83.1% 141 69.5% 99 71.7% 149 71.1% 115 77.4% 110 60.0% 2 100.0% 3 100.0% 161 70.8% 279 77.4%

§ At least one attribute within this composite has a valid n of zero.  As such, a composite score was not calculated.

*  Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
**  The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted to NCQA.  2008 Quality Compass® All Plans is the mean summary rate from the Medicaid adult plans who submitted to NCQA in 2008 (approxim

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response percentages.   See Technical Notes for more information.
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8. Key Driver and Opportunity Analyses  
Members set standards for performance whether consciously or subconsciously.  Standards are 
usually set higher for those plan services that are deemed important to each member.  These 
important services are the Key Drivers of Satisfaction.   
 
Multiple linear regression analyses were run on the 2009 TMG Medicaid Adult Book of 
Business, to discover which composites were Key Drivers of Rating of Health Plan (Q35), 
Rating of Health Care (Q12), and Rating of Personal Doctor (Q21).   
 
The Summary Rates of these Key Drivers are compared to the Summary Rates of all other 
plans in 2008 Quality Compass Medicaid Public Report.  Depending on how these composite 
scores rank they are placed into one of the three following action categories: 
 
Plan Strength (Market & Maintain): A Key Driver of Satisfaction and Summary Rates are 

at or above the 75th percentile when compared to 
2008 Quality Compass Medicaid Public Report. 

 
Plan Opportunity (Investigate & Improve):  A Key Driver of Satisfaction but Summary Rates are 

below the 50th percentile when compared to 2008 
Quality Compass Medicaid Public Report. 

 
Area to Monitor: A Key Driver of Satisfaction, but Summary Rates are 

between the 50th and 75th percentile when compared 
to 2008 Quality Compass Medicaid Public Report. 
These Key Drivers could become a strength or an 
opportunity depending on the plan’s success in that 
area. 

 
 

Rating of Health Plan Opportunity Analysis  
Respondents were asked to provide an overall rating of health plan satisfaction (Q35), with “0” 
representing worst and “10” representing best.  The NCQA defined Summary Rate for this 
measure is the percentage of respondents who rated their health plan an 8, 9, or 10.  Members’ 
ratings of their health plans are an important gauge of plan quality and is also the most heavily 
weighted CAHPS® measure in the accreditation process. 
 
Two composites have been identified as Key Drivers of health plan rating based on the 
regression analysis: Customer Service (β=0.9139) and Getting Needed Care (β=0.614). 
 
Key Drivers of  
Health Plan Rating   Percentile Ranking Opportunity Analysis 

Customer Service 10th Opportunity 

Getting Needed Care 49th Opportunity 
 
Chart 8A 
 

                                                      
9 Numbers shown are beta coefficients. See Regression Analysis in Technical Notes.   

 



Opportunity Analysis MDwise

Medicaid Adult CAHPS® Key Drivers of the Rating of Health Plan (Q35)
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Key Drivers are those composite areas found to have the most positive impact on the Rating of Health Plan as determined by the regression analysis. (See Technical 
Notes for more details on the Regression Analysis.)  The chart above shows each Key Driver  and the Rating of Health Plan (Q35).  Your plan's Summary Rate (in 
bold) is compared to the 2008 Quality Compass percentiles. The Quality Compass 25th and 90th percentile are indicated, and your plan's percentile ranking is also 
shown. The number shown below each Key Driver  name is the beta coefficient (found with respondent-level composites scaled 0-3).  Within the context of the 
statistical model, the larger the coefficient, the stronger its influence on the Rating of Health Plan (Q35), with all other composites held constant.
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Rating of Health Care Opportunity Analysis  
Rating of Health Care (Q12) gives members an opportunity to rate all of the health care they 
have received in the last six months.  This rating provides feedback to health plans to help 
improve their members’ quality of care.   
 
Three composites have been identified as the Key Drivers of health care satisfaction based on 
regression analysis: How Well Doctors Communicate (β=0.791), Shared Decision Making 
(β=0.592) and Getting Needed Care (β=0.447).  Additionally, Rating of Health Care is highly 
correlated with the Rating of Personal Doctor. 
 
Key Drivers of  
Health Care Rating   Percentile Ranking Opportunity Analysis 

How Well Doctors Communicate 57th Monitor 

Shared Decision Making 92nd Strength 

Getting Needed Care 49th Opportunity 
 
 
 
 
Chart 8B 
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Medicaid Adult CAHPS® Key Drivers of the Rating of Health Care (Q12)
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Key Drivers of Rating of Health Care Rating of Health Care Q12
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Key Drivers are those composite areas found to have the most impact on members' Rating of Health Care as determined by the regression analysis. (See Technical 
Notes for more details of the Regression Analysis.)  The chart above shows each Key Driver  and the Rating of Health Care (Q12).  Your plan's Summary Rate (in bold) 
is compared to the 2008 Quality Compass Percentiles. The Quality Compass 25th and 90th percentile are indicated, and your plan's percentile ranking is also shown. 
The number shown below each Key Driver  name is the beta coefficient (found with respondent-level composites scaled 0-3).  Within the context of the statistical model, 
the larger the coefficient, the stronger its influence on the Rating of Health Care (Q12), with all other composites held constant.
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Rating of Personal Doctor Opportunity Analysis  
Question 21 gives members an opportunity to rate their personal doctor.  A high rating indicates 
members rate their personal doctors positively.  A positive relationship between doctor and 
patient is an important part of health care.   
 
Two composites have been identified as the Key Drivers of satisfaction with personal doctor, 
based on regression analysis: How Well Doctors Communicate (β=2.027) and Coordination of 
Care (β=0.328).  Additionally, Rating of Personal Doctor is highly correlated with the Rating of 
Health Care. 
 
  
Key Drivers of  
Personal Doctor Rating   Percentile Ranking Opportunity Analysis 

How Well Doctors Communicate 57th Monitor 

Coordination of Care 40th Opportunity 
 
 
Rankings below the 50th percentile indicate that this is an area that should be investigated by 
the health plan.  The Myers Group offers Patient Satisfaction with Physician studies to help 
further drill down areas that may need attention to provide better care to plan members. 
 
Chart 8C 
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Medicaid Adult CAHPS® Key Drivers of the Rating of Doctor (Q21)

80.6%

90.7%

82.7%
84.6%

74 6%

87.9%

75.6%

80%

90%

100%

110%

R
at

es
 %

 

Key Drivers of Rating of Doctor Rating of Doctor Q21
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Monitor

Key Drivers are those composite areas found to have the most impact on members' Rating of Doctor as determined by the regression analysis. (See Technical 
Notes for more details of the Regression Analysis.)  The chart above shows each Key Driver  and the Rating of Doctor (Q21).  Your plan's Summary Rate (in 
bold) is compared to the 2008 Quality Compass Percentiles. The Quality Compass 25th and 90th percentile are indicated, and your plan's percentile ranking 
is also shown. The number shown below each Key Driver  name is the beta coefficient (found with respondent-level composites scaled 0-3).  Within the context 
of the statistical model, the larger the coefficient, the stronger its influence on the Rating of Doctor (Q21), with all other composites held constant.
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Correlation Analysis for MDwise 
Page 8D provides attribute correlations with Rating of Health Plan (Q35), Rating of Health Care 
(Q12), and Rating of Personal Doctor (Q21).  The correlations show the strength of the linear 
relationship between the individual attribute and the rating question.  The correlation value can 
range from –1 to +1 with values close to +1 indicating a strong positive correlation.  A question 
that is highly correlated with, for example, Rating of Health Plan, indicates that a low Summary 
Rate of that question is tied to a low Summary Rate of Rating of Health Plan, and a high 
Summary Rate for that question is tied to a high Summary Rate for Rating of Health Plan.  
Comparisons to 2008 Quality Compass Medicaid Public Report are also shown with significance 
testing. 
 
 Chart 8D 
 
 



Correlation Analysis MDwise
Attribute Correlations with Key Rating Questions Medicaid Adult CAHPS® 

Attributes
with Q35 - 

Health Plan
with Q12 - 

Health Care
with Q21 - 

Doctor

Plan 
Summary 

Rate 

2008 QC 
Public 

Report*

Significance 
Testing**

Q23. Ease of getting appointment with a specialist 0.323 0.393 0.198 79.1% 74.1% ↔

Q27. Getting care, tests, or treatments necessary 0.427 0.323 0.276 76.4% 78.8% ↔

Q4. Obtaining needed care right away 0.373 0.440 0.212 82.4% 81.2% ↔

Q6. Obtaining care when needed, not when needed right 
away 0.229 0.422 0.313 79.9% 80.0% ↔

Q15. Doctors explaining things in an understandable way 0.218 0.418 0.584 90.5% 86.9% ↔

Q16. Doctors listening carefully to you 0.266 0.488 0.701 87.8% 87.8% ↔

Q17. Doctors showing respect for what you had to say 0.179 0.461 0.669 89.1% 89.3% ↔

Q18. Doctors spending enough time with you 0.331 0.411 0.695 84.4% 83.8% ↔

Q31. Getting information/help from customer service 0.584 0.223 0.120 65.1% 72.5% ↔

Q32. Treated with courtesy and respect by customer service 
staff 0.588 0.209 0.217 79.4% 87.1% ↓C
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staff 

Q10. Health provider talked about pros and cons of choice 
of treatment 0.230 0.248 0.297 66.7% 59.8% ↑

Q11. Doctor/provider asked which choice was best for you 0.290 0.294 0.230 63.8% 57.1% ↑

Q8. Health Promotion and Education 0.176 0.279 0.299 58.4% 56.3% ↔

Q20. Coordination of Care 0.271 0.429 0.566 75.6% 76.4% ↔

Q12.  Rating of Health Care 0.392 1.000 0.507 67.9% 67.4% ↔

Q21.  Rating of Personal Doctor 0.297 0.507 1.000 74.6% 76.2% ↔

Q25.  Rating of Specialist 0.387 0.332 0.265 78.3% 75.7% ↔

Q35.  Rating of Health Plan 1.000 0.392 0.297 77.1% 71.5% ↑

** Significance Testing - " " denotes plan percentage is significantly lower when compared to benchmarks. " " denotes plan percentage is significantly
higher when compared to benchmarks. "  " denotes that there was no significant difference between the percentages. "  " denotes that there was
insufficient sample size to conduct the statistical test.  All significance testing is performed at the 95% significance level.

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response
percentages.  Refer to the Technical Notes for more information.
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*  The NCQA 2008 Quality Compass® (Public Report) consists of the mean score of 115 Medicaid samples.  Refer to the Technical Notes for more 
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9. Loyalty Analysis 
Member loyalty develops when the health plan consistently meets or exceeds the 
expectations of its members.  Loyal members remain with the health plan, allowing the health 
plan to recoup its up-front investment in enrolling, orienting and transitioning members into 
care. 
 
As defined in this analysis, loyal members of the health plan are: (1) satisfied with the plan, (2) 
not planning to switch to other plans, and (3) willing to recommend the plan to other 
consumers.  Furthermore, loyal members are more likely to stay with the plan for a prolonged 
period of time. 
 
Page 9A presents an assessment of member loyalty with MDwise.  Member loyalty is based 
upon responses to the following questions: “What number would you use to rate your health 
plan?”, “Willingness to recommend to family or friends,” and “Planning to switch health plans 
in the future.” 
 
Loyalty Zone:  Members are very satisfied, are likely to recommend the plan to others, and are 
not likely to switch plans in the future. 
 
Defection Zone:  Members are not satisfied, are not likely to recommend the plan to others, 
and are likely to switch plans in the future. 
 
Indifference Zone:  Members are mixed in their responses to a combination of the following: 
whether they are satisfied, likely to recommend the plan to others, and/or whether they will 
switch in the future. 
 
Loyalty Segmentation 
Page 9B presents a loyalty analysis segmentation by select member demographics, which 
allows the health plan to identify which members are more likely to be loyal or to defect than 
other members. 
 
 
Charts 9A – 9B 
 
 

 



TMG Loyalty Analysis MDwise
Medicaid Adult CAHPS® 

346  Total Eligible Respondents*

Zone Definitions

Do you intend to switchRecommend the health plan to

51.4%

49.6%

58.6%

47.4%

49.0%

40.3%

1.2%

1.4%

1.1%

Plan 2009

Plan 2008

TMG BoB

Loyalty Indifference   Defection   

5

Loyalty

Loyalty Scores & Comparison

Health Plan Rating

All other responses

Do you intend to switch 
health plans?

Recommend the health plan to 
others?

Indifference

178

164

51.4%

47.4%

Defection

Indifference

Percent

***  Significance Testing -"Sig. decrease"/"Below" denotes the result that would be found if a hypothesis test were conducted to 
determine if the percentage is lower . "Sig. increase"/"Above" denotes the result that would be found if a hypothesis test were 
conducted to determine if the percentage is higher.  "Unable to Test" denotes that there was insufficient sample size to conduct the 
statistical test. All significance testing is performed at the 95% significance level.  

4

Not sig.

Unable to TestDefection 1.4%

Not sig.

1.2%

**  The 2008 Myers Group Book of Business consists of the results of 38 Medicaid adult samples surveyed by The Myers Group in 
2008, that submitted data to NCQA.

*  Eligible Respondents are those answering all three questions.

Significance Testing*** 

Loyalty

Valid n Percent

58.6%

2008 TMG Book of 
Business**

Zone
2009 Loyalty

173

2008 Loyalty

Unable to Test

Below

Above

Percent

49.6%

1.1%

2009 to TMG 
2008

40.3%

2009 to 2008

49.0%

"Probably Not" "Definitely Yes" 
0, 1, 2, 3

"Definitely Yes"
"Definitely Not"
"Definitely Not"

Valid n

175

"Probably Yes"

8, 9, 10
"Probably Yes" "Definitely Not" 

"Probably Not"
"Definitely Yes"
"Definitely Yes"

"Definitely Not" AND AND
AND
AND

AND
AND

AND
AND
AND

AND
AND
AND
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Segmentation Analysis MDwise
Medicaid Adult CAHPS® 

346  Total Loyalty Respondents

Valid n* % Valid n* % Valid n* %

18 to 34 116 47.9% 123 50.8% 3 1.2%

35 to 44 37 57.8% 26 40.6% 1 1.6%

45 to 54 20 62.5% 12 37.5% 0 0.0%

55 plus 3 75.0% 1 25.0% 0 0.0%

High School or less 133 56.1% 102 43.0% 2 0.8%

Some College or more 40 40.0% 58 58.0% 2 2.0%

Hispanic/Latino 8 44.4% 10 55.6% 0 0.0%

Non Hispanic/ Latino 165 51.9% 149 46.9% 4 1.3%

White 124 51.9% 111 46.4% 4 1.7%

Black/African 
American 44 50.6% 43 49.4% 0 0.0%

Other 10 40.0% 15 60.0% 0 0.0%

Excellent/Very good 69 53.5% 59 45.7% 1 0.8%

EDUCATION (Q47)

ETHNICITY (Q48)

RACE (Q49)

TMG Loyalty Zones by Plan Member Demographics

Survey Item
Loyal Indifferent Defection

AGE (Q45)

Good 60 47.6% 65 51.6% 1 0.8%

Fair/Poor 49 55.1% 38 42.7% 2 2.2%

Less than 3 85 46.7% 95 52.2% 2 1.1%

Three or more 90 57.3% 65 41.4% 2 1.3%

Mail 112 46.9% 124 51.9% 3 1.3%

Phone 66 61.7% 40 37.4% 1 0.9%

NUMBER OF DOCTOR/CLINIC 
VISITS (Q7)

*  Valid n refers to total number of respondents answering the response item within the subgroup under the column heading.

HEALTH STATUS (Q36)

DATA COLLECTION MODE
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10. CAHPS Improvement Strategies – Medicaid Plans 
In this section, The Myers Group offers some improvement strategies by each composite in 
the CAHPS study.  Each health plan operates in a unique environment with different 
opportunities and challenges.  Each health plan’s performance results point to different 
strengths and areas for improvement.  Nevertheless, over the course of the last 11 years as 
an NCQA CAHPS-certified vendor, The Myers Group has seen several overarching themes 
among top performers on CAHPS measures.  Many of these strategies are noted in AHRQ’s 
CAHPS Improvement Guide, an online resource located on the Agency for Healthcare 
Research and Quality website at 
https://www.cahps.ahrq.gov/QIguide/contents/interventions/default.aspx. 

HEALTH PLAN DOMAIN 
Composites/ 
Rating Measures Improvement Strategies 
Getting Needed Care 
 Ease of getting appointment 

with Specialist 

 

 Getting care, tests, or 
treatments as necessary 

 Improve provider directory to include frequent 
updates to web directories. 

 Improve referral process improvement (enhanced 
referral agreements between PCP and specialists, 
involve patient in referral process, develop referral 
“expert” within each practice).  
 

Action:  Perform continuous monitoring with mystery 
shopping of both urgent and routine care options.  
Gauge after-hours access to providers. 

Customer Service 
 Getting information/help from 

customer service 

 

 Treated with courtesy/respect 
by customer service 

 Set quality standards for customer service.  Monitor 
for compliance with internal metrics, i.e., quickness 
of CSR answering call, length of hold time (if any), 
number of hang-ups, and percent of first call 
resolution. 

 Review and track complaints. 
 Step up orientation/training of new hires. 
 Encourage in-service staff development. 

 
Action:  Conduct drill down into problem areas with 
routine Call Center Satisfaction survey. 

Rating of Health Plan 
 Members’ rating of health plan  Examine the summary rates for the key drivers of health 

plan rating. 
 Build positive relationships with new members. 
 Develop a five-year marketing plan. 
 

Action:  Evaluate overall rating of plan every six months or 
quarterly when warranted.  Focus quality initiatives on key 
drivers (as indicated in annual CAHPS reports).  Set 
S.M.A.R.T. goals  Specific, Measurable, Attainable, 
Realistic, and Timely. 
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HEALTH CARE DOMAIN 

Composites/ 
Rating Measures Improvement Strategies 
Getting Care Quickly 
 Obtaining needed care right 

away 

 

 Obtaining care when needed, 
not when needed right away 

 Provide guidance to providers on streamlining 
patient flow and open access scheduling. 

 Offer access to email for clinical advice and 
administrative assistance. 

 Offer Internet access for health information and 
advice. 

 
Action:  Research top performing providers and 
broadcast their scheduling and patient flow practices.  
Also, review the best practices of office managers.  
Communicate the successes. As with Getting Needed 
Care, perform continuous monitoring with mystery 
shopping of both urgent and routine care options.  
Gauge after-hours access to providers. 

How Well Doctors Communicate 
 Providers explained things in 

an understandable way 
 

 Providers listening carefully 
 
 Providers showing respect 
 
 Providers spending enough 

time with you 

 Provide communication tips/coaching for providers, 
especially for chronic care situations. 

 Recommend ways to help patients communicate 
their needs, e.g., suggest to patients that they list out 
their questions before visit to doctor as well as 
convey needed information to doctor. 

 Advocate support groups and self-care. 
 Schedule planned visits for chronic care patients. 
 
Action:  Consider a drill down survey to understand the 
level of communication at the clinic or group levels.  
Coach providers during site visits and via webinars. 

Shared Decision Making 
 Provider discused pros and 

cons of treatment choices 
 
 Provider asked patient which 

choice was best 
 

 Stress self-education so that patient is better 
prepared to voice opinions and evaluate treatment 
options. 

 Ensure that new member materials are updated. 
 Incorporate the critical aspects of Shared Decision 

Making into Disease Management (chronic 
conditions). 

 
Action:  Add custom questions to CAHPS survey in 
order to gain more insights.  Educate members via new 
member materials at outset of relationship. 
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HEALTH CARE DOMAIN 

Composites/ 
Rating Measures Improvement Strategies 
Health Promotion and Education 
 Provider discussed specific 

things to prevent illness 
 Ensure member brochures are easy to read and 

understand. 
 Advertise and encourage use of nurse hotline. 
 Initiate member advisory council. 
 
Action:  Sponsor in-depth interviews with subgroups of 
members to learn specific needs – families with infants, 
non-metro dwelling members, etc.  Measure awareness 
and usage of resources, especially among those with 
health risks. 

Coordination of Care 
 Provider seemed 

informed/up-to-date about 
care received from other 
providers 

 Support electronic patient records. 
 Offer quick referral programs. 
 
Action:  Have state-of-the-art technology to allow 
records to be coordinated throughout a network rapidly.  
Also, facilitate the communication of patients’ needs with 
question lists. 

Rating of Health Care 
 Members’ overall rating of 

health care 
 Examine the summary rates for the key drivers of 

health care rating. 
 Foster the relationship with providers by regular 

walk-throughs/ conferences. 
 Establish an action plan related to key drivers with 

accountability.  
 
Action:  Focus Quality Initiatives on key drivers of the 
health care rating (as indicated in annual CAHPS 
reports).  Set S.M.A.R.T. goals  Specific, Measurable, 
Attainable, Realistic, and Timely. 
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11. Technical Notes 
Presented alphabetically by subject area 
 
Composite Categories 
The NCQA core survey includes seven composite categories.  Each composite category represents 
an overall aspect of plan quality and is comprised of similar questions.  For each composite, an 
overall score is computed.  NCQA defines the composite score as the average of the Summary Rate 
or Three-Point scores of the questions comprising a composite.  For example, the Getting Needed 
Care composite is the average of the Summary Rates or Three-Point Scores of Q23, and Q27. 
 
Correlation Analysis 
Correlation Analysis is run between attributes and the overall satisfaction variable as 
measured by Question 35 (“What number would you use to rate your health plan?”), as well 
as between attributes and Questions 12 and 21, rating of health care and rating of personal 
doctor.  The Pearson’s product moment correlation coefficient, r, is used to measure the 
strength of the linear association between each attribute and the overall satisfaction variables. 
The correlation value can range from –1 to +1 with values close to +1 indicating a strong 
positive correlation.  This is shown on Page 8D. 
 
Demographic Categories 
The Myers Group collapses the age, race, and education group categories into fewer 
segments than those defined by the CAHPS® 4.0H survey.  The consolidation of the 
demographic categories with small samples allows for more valid between-group statistical 
comparisons. 

Age  Education 
CAHPS® TMG  CAHPS® TMG 

18 – 24 
18 – 34 

 8th grade or less 
High school 

graduate/GED 
or less 

25 – 34  Some high school 

35 – 44 35 – 44  High school graduate/GED 

45 – 54 45 – 54  Some college/2-year degree 
Some college/2-

year degree 

55 – 64 

55 or older 

 4-year college degree 
College 

graduate or 
more 

65 – 74  More than 4-year college 
degree 75 or older  

 
Race/Ethnicity 

CAHPS® TMG 

White White 

Black/African-American 
Black/African-

American 

Asian Asian 

Native Hawaiian/Pacific 
Islander 

Other American Indian/Alaska 
Native 

Other 

Hispanic/Latino Hispanic/Latino 
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Opportunity Analysis (see Regression Analysis) 
 
Quality Compass 2008 (Medicaid – All Plans) data benchmark is a collection of CAHPS® 
4.0H mean summary ratings (177 samples) for those Medicaid adult plans (samples with at 
least 100 valid responses per question item) allowing NCQA to use their data to be compiled 
into an aggregate, or national summary, without releasing their plan-level scores. 
 
Quality Compass 2008 (Medicaid – Public Report) data benchmark is a collection of 
CAHPS® 4.0H mean summary ratings for those Medicaid adult plans (115 plan-specific 
samples with at least 100 valid responses per question item) choosing to report their scores 
publicly, in addition to submitting their scores to be compiled anonymously into a Quality 
Compass aggregate, or national summary.   The scores shown in this report reflect the mean 
Summary Rates from these plan means.   
 
Regression Analysis 
Regression estimates are measures of association between independent variables 
(composites) and a dependent variable (overall satisfaction rating), while controlling for the 
effect of other variables through the use of a statistical model.  A backward elimination, 
respondent-level, multiple linear regression model was fitted to the 2009 TMG Medicaid Adult 
Book of Business.  The Myers Group Book of Business consists of the 2009 Medicaid adult 
data from each of the 36 health plans that submitted to NCQA.  The dependent variable in the 
model is measured by Question 35 (“What number would you use to rate your health plan?”) 
scaled from 0 to 10 (“Worst health plan possible” to “Best health plan possible”), Question 12 
(“What number would you use to rate your health care?”) as well as Question 21 (What 
number would you use to rate your personal doctor?”).   
 
All composite questions are evaluated as potential independent variables in the analysis.  
These questions are scaled from 0 to 3 (0, 1, 2, and 3) for four-point scales in the direction of 
least favorable response to most favorable response.  Those composite variables found to 
have a significant positive influence (as found by testing individual beta coefficients with a 
0.05 level of significance) on Overall Satisfaction are reported as Key Drivers of overall 
satisfaction.  The numbers reported alongside each composite, shown on pages 8A – 8C, are 
beta coefficients.  These coefficients indicate the amount of change that takes place in the 
dependent variable for a one-unit change in the respondent level composite independent 
variable in the rescaled 0-3 units (with all other independent variables unchanged).   
 
Within the context of the model, the higher the beta score, the larger the effect the composite 
has on overall satisfaction, with all other composites held constant. 
 
Using the results of the regression analysis, TMG has developed the following Opportunity 
Analysis.  If the composite Summary Rate is equal to or greater than the 75th percentile of 
2008 Quality Compass Medicaid Public Report Summary Rates, and the composite is 
determined to be a Key Driver by the multiple linear regression analysis, the composite is 
considered a plan Strength.  If the composite is a Key Driver and the Summary Rate is less 
than the 50th percentile when compared to 2008 Quality Compass Medicaid Public Report 
Summary Rates, the composite is considered a plan Opportunity.  If a Key Driver has a 
Summary Rate that falls between the 50th and 75th percentile when compared to 2008 Quality 
Compass Medicaid Public Report Summary Rates it is suggested that the composite be 
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monitored as it could become a Strength or Opportunity in the future, depending on the plan’s 
success in that area.   
 
Question Scoring 
NCQA Summary Rate & Three-Point Categories for Composite Questions 
 

Composites/ 
Response choices 

Summary 
Rate 

Three-
Point Questions/Attributes 

Getting Needed Care 
Never/Sometimes  1 Q23 – In the last 6 months, how often was it easy to get 

appointments with specialists? 
Q27 – In the last 6 months, how often was it easy to get the 
care, tests or treatment you thought you needed through your 
health plan? 

Usually 
Summary 

Rate 
2 

Always 
Summary 

Rate 
3 

Getting Care Quickly 
Never/Sometimes  1 Q4 – In the last 6 months, when you needed care right away, 

how often did you get care as soon as you thought you needed? 
Q6 – In the last 6 months, not counting the times you needed 
care right away, how often did you get an appointment for your 
health care at a doctor’s office or clinic as soon as you thought 
you needed? 

Usually 
Summary 

Rate 
2 

Always 
Summary 

Rate 
3 

How Well Doctors Communicate 
Never/Sometimes  1 Q15 – In the last 6 months, how often did your personal doctor 

explain things in a way that was easy to understand? 
Q16 – In the last 6 months, how often did your personal doctor 
listen carefully to you? 
Q17 – In the last 6 months, how often did your personal doctor 
show respect for what you had to say? 
Q18 - In the last 6 months, how often did your personal doctor 
spend enough time with you? 

Usually 
Summary 

Rate 
2 

Always 
Summary 

Rate 
3 

Customer Service 
Never/Sometimes  1 

Q31 – In the last 6 months, how often did your health plan's 
customer service give you the information or help you needed? 
Q32 – In the last 6 months, how often did your health plan's 
customer service staff treat you with courtesy and respect?  
 

Usually 
Summary 

Rate 
2 

Always 
Summary 

Rate 
3 

Shared Decision Making* 
Definitely/Somewhat no  1 Q10 – In the last 6 months, did a doctor or other health provider 

talk with you about the pros and cons of each choice for your 
treatment or health care? 
Q11 – In the last 6 months, when there was more than one 
choice for your treatment or health care, did a doctor or other 
health provider ask which choice you thought was best for you? 

Somewhat yes  2 

Definitely yes 
Summary 

Rate 
3 

 
 
Rating Questions 
There are four rating questions that ask respondents to rate: (1) all their health care, (2) their 
personal doctor, (3) the specialist seen most often, and (4) the health plan.  For each 
question, respondents were asked to provide ratings using an 11-point scale with “0” 
representing the worst possible and “10” representing the best possible. 
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Response Rate 
The sample size for adult Medicaid health plans is 1,350 in accordance with NCQA protocol, 
although plans may choose to over-sample their population if necessary. Please refer to the 
Glossary of Terms for more information on over-samples.  The overall NCQA target number of 
complete responses is 411. 
 
Ineligible members include those who are deceased, members who do not meet the eligible 
population criteria, members with a language barrier, and members who are mentally or 
physically incapacitated.  Non-responses include those members who have refused to 
participate in the survey, could not be reached due to a bad address or telephone number, or 
members that reached a maximum attempt threshold and were unable to be contacted during 
the survey time period.   
 
The formula for determining the response rate is the following: 
 

Completed mail and telephone surveys 
=  Response rate 

Final sample size – Ineligible surveys 
 
 
Sampling Error 
Sampling error can be thought of as the extent to which survey results may differ from what 
would be obtained if every eligible member in the sample had been surveyed.  The size of 
such error depends largely on the percentage distributions (i.e., the number of respondents 
selecting each answer category) and the number of members surveyed.  The more 
disproportionate the percentage distributions or the larger the sample size is, the smaller the 
error. 
 
The following tables may be used in estimating approximate sampling error.  The first table 
shows the range (plus or minus the figure shown) within which the population percentage 
could be expected to lay 95* out of 100 times a sample of that size and percentage 
distribution would be selected.  The second table shows the range (plus or minus the figure 
shown) within which the population percentage could be expected to lay 90** out of 100 times 
a sample of that size and percentage distribution would be selected. 
 

Valid 
Responses 

Percentage Distribution 
50/50 60/40 70/30 80/20 90/10 

50 13.9 13.6 12.7 11.1 8.3 

100 9.8 9.6 9.0 7.8 5.9 

200 6.9 6.8 6.4 5.5 4.2 

300 5.7 5.5 5.2 4.5 3.4 

400 4.9 4.8 4.5 3.9 2.9 

500 4.4 4.3 4.0 3.5 2.6 

750 3.6 3.5 3.3 2.9 2.1 

850 3.4 3.3 3.1 2.7 2.0 

*95% confidence interval 
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Valid 
Responses 

Percentage Distribution 
50/50 60/40 70/30 80/20 90/10 

50 11.6 11.4 10.7 9.3 7.0 

100 8.2 8.1 7.5 6.6 4.9 

200 5.8 5.7 5.3 4.7 3.5 

300 4.7 4.7 4.4 3.8 2.8 

400 4.1 4.0 3.8 3.3 2.5 

500 3.7 3.6 3.4 2.9 2.2 

750 3.0 2.9 2.8 2.4 1.8 

850 2.8 2.8 2.6 2.3 1.7 

                                                                                                   **90% confidence interval 
 
The sampling error table is used in the following manner.  Assume that “overall rating of health 
plan” received a Summary Rate of seventy percent (70.0%) from a sample of 500 valid 
responses.  For a 95% confidence interval, look at the table where the sample size of 500 
intersects the percentage distribution of 70/30.  The margin of error for this sample size is four 
percentage points (4.0%).  Therefore, on average, in 95 out of 100 similar samples, the 95% 
confidence interval (e.g., 66.0% to 74.0%) will span the true unknown population percentage. 
 
Statistical Significance 
A statistically significant hypothesis testing result means that, based on the sample(s), 
conditions/assumptions, and level of significance, there is sufficient evidence to conclude the 
alternate hypothesis.  For example, when testing for a difference between a population 
Summary Rate and a set constant score (e.g., Quality Compass), statistical significance would 
mean that there is sufficient support for the statement that there is a difference between the 
population Summary Rate and the set constant score.  As another example, when testing to 
see if there is a difference between last year’s population Summary Rate and this year’s 
population Summary Rate, statistical significance would mean that there is sufficient evidence 
for the statement that the population Summary Rates are different.   
 
Summary Rate  
Summary Rates are single statistics generated for a survey question as specified by NCQA.  
In general, Summary Rates represent the percentage of respondents who chose the most 
favorable response option(s) (“Always” and “Usually”; “Definitely Yes”; or “8” to “10”).  Not all 
questions are assigned a Summary Rate by NCQA. 
 
Summary Rate categories for the rating questions represent respondents who answered “8,” 
“9,” or “10.”  In addition to the traditional NCQA defined Summary Rate calculation for rating 
questions (responses “8”, “9”, and “10”), Summary Rates are also calculated using “9” and 
“10.” 
 
Members who respond “No” to Q33 are recoded as “Always” in Q34 and are, therefore, 
included in the Summary Rate of Q34. 
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The Summary Rate for each composite category and additional measure is as follows: 
 
Getting Needed Care; Getting Care Quickly; How Well Doctors Communicate; Customer 
Service; Health Promotion and Education; and Coordination of Care:  Summary Rate 
represents the percentage of members who responded “Always” or “Usually.”  
 
Shared Decision Making: Summary Rate represents the percentage of members who 
responded “Definitely Yes.”  This is a change from 2007, when the Summary Rate also 
included the “Somewhat Yes” response option. 
 
Survey Administration Protocol 
The CAHPS® 4.0H protocol allows plans to select one of two options for survey administration: 
a 5-wave mail-only methodology or a mixed methodology (mail and telephone), which 
includes 4-wave mail (two questionnaire mailings and two reminder post cards) with a 
telephone follow-up of at least 3 attempts.  The sample size for Medicaid adult plans seeking 
accreditation from NCQA is 1,350 members. 
 

Mixed Methodology Tasks Time Frame 
First questionnaire and cover letter sent to the member. 0 days 

A postcard reminder is sent to non-respondents 4 to 10 days after the first 
questionnaire. 

4-10 days 

A second questionnaire with replacement cover letter is sent to non-respondents 
approximately 35 days after the mailing of the first questionnaire. 

35 days 

A second postcard reminder is sent to non-respondents 4 to 10 days after mailing 
the second questionnaire. 

39-45 days 

Telephone calls by CATI (computer-assisted telephone interviews) are conducted 
for non-respondents approximately 21 days after the mailing of the second 
questionnaire. 

56 days 

Telephone contact is made to all non-respondents such that at least 3 calls are 
attempted at different times of day, on different days and in different weeks.  

56-70 days 

Telephone follow-up is completed approximately 14 days after initiation. 70 days 

 
Mail-Only Methodology Tasks Time Frame 

First questionnaire and cover letter sent to the member. 0 days 

A postcard reminder is sent to non-respondents 4 to 10 days after the first 
questionnaire. 

4-10 days 

A second questionnaire with replacement cover letter is sent to non-respondents 
approximately 35 days after the mailing of the first questionnaire. 

35 days 

A second postcard reminder is sent to non-respondents 4 to 10 days after mailing 
the second questionnaire. 

39-45 days 

A third questionnaire and cover letter is sent to non-respondents approximately 25 
days after mailing the second questionnaire. 

60 days 

Allow 21 days for the third questionnaire to be returned by the member. 81 days 
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The Myers Group Book of Business 
The Myers Group Book of Business (calculated on a plan-level) consists of all Medicaid adult 
samples that were conducted by TMG and submitted to NCQA.  In 2009 there were 36 
samples included in the Book of Business.  This benchmark is shown throughout the report 
and is used in the Opportunity Analysis.  The 2008 Book of Business consists of 38 samples 
that were submitted to NCQA in 2008, and is used for Custom Question benchmarks and 
correlation coefficient, and Loyalty benchmarks. 
 
Three-Point Scores 
Three-Point scoring assigns a value of 1, 2, or 3 to each question response category and then 
computes a numerical average based upon the valid responses for each question.  The 
Three-Point values are assigned to response option categories as follows: 
 

Response 
Choice 1 

Score 
Value 

 Response 
Choice 2 

Score 
Value 

 Response 
Choice 3 

Score 
Value 

Definitely no 1  Never 1  0-6 1 

Somewhat no 1  Sometimes 1  7 & 8 2 

Somewhat yes 2  Usually 2  9 & 10 3 

Definitely yes 3  Always 3    

 
The “mean of means” method is used in computing the Three-Point composite score.  Each 
question is weighted equally within a composite regardless of the number of valid responses.  
These composite scores may be in slight variance to the scores shown elsewhere in the 
report (comparisons by member age, gender, etc.) where scores are calculated as weighted 
means based on the actual number of respondents answering each question. 
 
Unanswered Questions 
CAHPS® 4.0H prescribes that if a respondent answered a question by marking more than one 
response (not including Q49 & Q51), that response is considered a “multiple mark.”  A 
missing/multiple mark response is NOT assigned any value or used to calculate satisfaction 
scores. 
 
Z-Test 
To test for true differences in population score(s), statistical inference methods are applied.  In 
particular, hypothesis testing is done to draw conclusions about differences in scores between 
a population and a set constant (e.g., a Summary Rate versus the NCQA Quality Compass) or 
between different populations (e.g., a Summary Rate for this year versus a Summary Rate for 
last year).  The hypothesis of no difference is rejected if the absolute value of the test statistic 
exceeds a critical value corresponding to a level of significance.  The test statistic used 
depends on which of these types of hypothesis tests are performed. 
 
When checking for a statistically significant difference between a Summary Rate for a 
population and a set constant score (e.g., NCQA Quality Compass)—with various 
conditions/assumptions—The Myers Group uses the statistical test that follows: 
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  where  

  p̂  = Summary Rate from the sample 

 0p  = Set constant score for comparison 

 0q  = 1 –  (Set constant score) = )1( 0p  

 n  = Sample size 
 
For hypothesis testing of composites, n equals the maximum denominator of the composite 
questions. With a large sample size ( 5ˆ11 pn , 5)ˆ1( 11  pn , 5ˆ 22 pn , and 5)ˆ1( 22  pn ), 
the z-statistic has a distribution that can be treated as the standard normal distribution.  Thus, 
the hypothesis that the population “Summary Rate” equals the set constant score is rejected 
at a 0.05 level of significance when the absolute value of the z-statistic exceeds 1.96 
(obtained from cumulative standard normal distribution table). 
 
The second hypothesis-testing situation involves testing for statistically significant differences 
between two population percents (or proportions), e.g., two population Summary Rates.  
When comparing the population percentages (or proportions)—with various conditions/ 
assumptions—the appropriate test statistic is the z-statistic as follows: 
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  where  

  1p̂  = Summary Rate from the 1st sample 

 2p̂  = Summary Rate from the 2nd sample 

 1n  = Size of the sample from the 1st population 

 2n  = Size of the sample from the 2nd population 

 p̂  = Pooled Summary Rate,  
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 q̂  = 1 –  (Pooled Summary Rate) 
 
 For hypothesis testing of composites, n equals the maximum denominator of the composite 
questions.  With large sample sizes ( 5ˆ11 pn , 5)ˆ1( 11  pn , 5ˆ 22 pn , and 5)ˆ1( 22  pn ), 
the z-statistic has a distribution that can be treated as the standard normal distribution.  Thus, 
the hypothesis that the populations under comparison have equal population Summary Rates 
is rejected at a 0.05 level of significance when the absolute value of the z-statistic exceeds 
1.96 (obtained from the cumulative standard normal distribution table). 
Sample Survey Tool 
 



1. Our records show that you are now in
MDwise.
Is that right?

1 Yes . . . . . . . . . . . . . . . . . . . .Go to Question 3
2 No . . . . . . . . . . . . . . . . . . . . .Go to Question 2

2. What is the name of your health plan?
(Please print)

Your Health Care In The Last 6 Months
These questions ask about your own health care. Do not
include care you got when you stayed overnight in a hospital.
Do not include the times you went for dental care visits.

3. In the last 6 months, did you have an illness, injury, or
condition that needed care right away in a clinic,
emergency room, or doctor’s office?

1 Yes . . . . . . . . . . . . . . . . . . . .Go to Question 4
2 No . . . . . . . . . . . . . . . . . . . . .Go to Question 5

4. In the last 6 months, when you needed care right
away, how often did you get care as soon as you
thought you needed?

1 Never
2 Sometimes
3 Usually
4 Always

4a. In the last 6 months, how many times did you go to an
emergency room to get care for yourself?

0 None
1 1
2 2
3 3
4 4
5 5 to 9
6 10 or more

5. In the last 6 months, not counting the times you
needed care right away, did you make any
appointments for your health care at a doctor’s office or
clinic?

1 Yes . . . . . . . . . . . . . . . . . . . .Go to Question 6
2 No . . . . . . . . . . . . . . . . . . . . .Go to Question 7

6. In the last 6 months, not counting the times you
needed care right away, how often did you get an
appointment for your health care at a doctor’s office or
clinic as soon as you thought you needed?

1 Never
2 Sometimes
3 Usually
4 Always

7. In the last 6 months, not counting the times you went to
an emergency room, how many times did you go to a
doctor’s office or clinic to get health care for yourself?

0 None . . . . . . . . . . . . . . . . . . .Go to Question 13
1 1 . . . . . . . . . . . . . . . . . . . . . .Go to Question 8
2 2 . . . . . . . . . . . . . . . . . . . . . .Go to Question 8
3 3 . . . . . . . . . . . . . . . . . . . . . .Go to Question 8
4 4 . . . . . . . . . . . . . . . . . . . . . .Go to Question 8
5 5 to 9 . . . . . . . . . . . . . . . . . . .Go to Question 8
6 10 or more . . . . . . . . . . . . . .Go to Question 8

8. In the last 6 months, how often did you and a doctor or
other health provider talk about specific things you
could do to prevent illness?

1 Never
2 Sometimes
3 Usually
4 Always

9. Choices for your treatment or health care can include
choices about medicine, surgery, or other treatment.
In the last 6 months, did a doctor or other health
provider tell you there was more than one choice for
your treatment or health care?

1 Yes . . . . . . . . . . . . . . . . . . . .Go to Question 10
2 No . . . . . . . . . . . . . . . . . . . . .Go to Question 12

10. In the last 6 months, did a doctor or other health
provider talk with you about the pros and cons of each
choice for your treatment or health care?

1 Definitely yes
2 Somewhat yes
3 Somewhat no
4 Definitely no

11. In the last 6 months, when there was more than one
choice for your treatment or health care, did a doctor or
other health provider ask which choice you thought was
best for you?

1 Definitely yes
2 Somewhat yes
3 Somewhat no
4 Definitely no

12. Using any number from 0 to 10, where 0 is the worst
health care possible and 10 is the best health care
possible, what number would you use to rate all your
health care in the last 6 months?
Worst health care Best health care
possible possible
0 1 2 3 4 5 6 7 8 9 10

12a. What number would you use to rate the ease of getting
access to the medical care you needed in the last 6
months?
Worst Best
possible possible
0 1 2 3 4 5 6 7 8 9 10

41. In the last 6 months, have you seen a doctor or other
health provider 3 or more times for the same condition
or problem?

1 Yes . . . . . . . . . . . . . . . . . . . .Go to Question 42
2 No . . . . . . . . . . . . . . . . . . . . .Go to Question 43

42. Is this a condition or problem that has lasted for at
least 3 months? Do not include pregnancy or
menopause.

1 Yes
2 No

43. Do you now need or take medicine prescribed by a
doctor? Do not include birth control.

1 Yes . . . . . . . . . . . . . . . . . . . .Go to Question 44
2 No . . . . . . . . . . . . . . . . . . . . .Go to Question 45

44. Is this to treat a condition that has lasted for at least 3
months? Do not include pregnancy or menopause.

1 Yes
2 No

45. What is your age?
1 18 to 24
2 25 to 34
3 35 to 44
4 45 to 54
5 55 to 64
6 65 to 74
7 75 or older

46. Are you male or female?
1 Male
2 Female

47. What is the highest grade or level of school that you
have completed?

1 8th grade or less
2 Some high school, but did not graduate
3 High school graduate or GED
4 Some college or 2-year degree
5 4-year college graduate
6 More than 4-year college degree

48. Are you of Hispanic or Latino origin or descent?
1 Yes, Hispanic or Latino
2 No, not Hispanic or Latino

49. What is your race? (Please mark one or more.)
A White
B Black or African-American
C Asian
D Native Hawaiian or other Pacific Islander
E American Indian or Alaska Native
F Other

49a. What language do you mainly speak at home?
1 English
2 Spanish
3 Other

50. Did someone help you complete this survey?
1 Yes . . . . . . . . . . . . . . . . . . . .Go to Question 51
2 No . . . . . . . . . . . . . . . . . . . . .Go to Question 52

51. How did that person help you? (Mark all that apply.)
A Read the questions to me
B Wrote down the answers I gave
C Answered the questions for me
D Translated the questions into my language
E Helped in some other way

52. We'd like to ask about the most recent visit to your
personal doctor. How satisfied are you with the ease of
getting through to your doctor's office by telephone?

1 Very satisfied
2 Somewhat satisfied
3 Satisfied
4 Somewhat dissatisfied
5 Very dissatisfied

53. In the last 6 months, how many times did you go to the
emergency room to get care for yourself because your
doctor was not able to see you during regular office
hours?

1 1 time
2 2 times
3 3 times or more
4 I did not need to go to the emergency room

54. How easy was it to find and understand information
using the Member Handbook?

1 Very easy
2 Somewhat easy
3 Difficult
4 I did not try to look up information in the
Member Handbook

5 I do not have a copy of my health plan's
Member Handbook

55. In the last 6 months, if you had a problem getting the
help you needed from Customer Service, what kind of
problem did you have? (Mark all that apply.)

A I did not have a problem getting help from
Customer Service

B It was difficult to get through to Customer Service
on the telephone

C The Customer Service Representative did not have
the information I needed

D The Customer Service Representative did not give
me the correct information

E The Customer Service Representative did not
follow-up with me

F The Customer Service Representative did not
follow-up with me in a timely manner

G Other

56. Are you familiar with your health plan's NURSE on-call,
a service that allows you to ask health information
questions to a nurse?

1 Yes
2 No

Please continue inside1

� Answer all the questions by marking the box with blue or black ink. Like this
� You are sometimes told to skip over some questions in this survey. When this happens you will see a note that tells you
what question to answer next, like this: Yes ........Go to Question 3

All information that would let someone identify you or your family will be kept private. The Myers Group will not share your
personal information with anyone without your OK. You may choose to answer this survey or not. If you choose not to, this
will not affect the benefits you get. You may notice a number on the cover of this survey. This number is ONLY used to let
us know if you have returned your survey so we don’t have to send you reminders. If you want to know more about this
study, please call The Myers Group at 1-800-692-0041.

Thank You
Please return the completed survey in the postage-paid envelope to:

Attn: Survey Processing Department
The Myers Group
2351 Henry Clower Boulevard, Suite C
Snellville, GA 30078-3107
Toll-Free: 1-800-692-0041

For Internal Purposes Only: 46504, 46507, 46508, 46509, 46510, 46511, 46512, 46513, 46515

MMAASS



12b. In the last 6 months, how often did you have a hard
time speaking with or understanding a doctor or other
health care provider because you or the health care
provider spoke different languages?

1 Never
2 Sometimes
3 Usually
4 Always

12c. An interpreter is someone who repeats or signs what
one person says in a language used by another person.
In the last 6 months, did you need an interpreter to help
you speak with doctors or other health providers?

1 Yes  . . . . . . . . . . . . . . . . . . . .Go to Question 12d
2 No  . . . . . . . . . . . . . . . . . . . . .Go to Question 12e

12d. In the last 6 months, when you needed an interpreter to
help you speak with doctors or other health providers,
how often did you get one?

1 Never
2 Sometimes
3 Usually
4 Always

12e. In the last 6 months, when you called your doctor's
office after hours, how often did you get a return call as
soon as you wanted?

1 Never
2 Sometimes
3 Usually
4 Always
5 I did not call after hours

12f. In the last 6 months, when you needed care after
regular office hours, how often did you get care as soon
as you wanted?

1 Never
2 Sometimes
3 Usually
4 Always
5 I did not call after hours

Your Personal Doctor
13. A personal doctor is the one you would see if you need 

a check-up, want advice about a health problem, or get 
sick or hurt.
Do you have a personal doctor?

1 Yes  . . . . . . . . . . . . . . . . . . . .Go to Question 14
2 No  . . . . . . . . . . . . . . . . . . . . .Go to Question 22

14. In the last 6 months, how many times did you visit your 
personal doctor to get care for yourself?

0 None  . . . . . . . . . . . . . . . . . . .Go to Question 21
1 1  . . . . . . . . . . . . . . . . . . . . . .Go to Question 15
2 2  . . . . . . . . . . . . . . . . . . . . . .Go to Question 15
3 3  . . . . . . . . . . . . . . . . . . . . . .Go to Question 15
4 4  . . . . . . . . . . . . . . . . . . . . . .Go to Question 15
5 5 to 9 . . . . . . . . . . . . . . . . . . .Go to Question 15
6 10 or more  . . . . . . . . . . . . . .Go to Question 15

15. In the last 6 months, how often did your personal doctor 
explain things in a way that was easy to understand?

1 Never
2 Sometimes
3 Usually
4 Always

16. In the last 6 months, how often did your personal doctor 
listen carefully to you?

1 Never
2 Sometimes
3 Usually
4 Always

17. In the last 6 months, how often did your personal doctor 
show respect for what you had to say?

1 Never
2 Sometimes
3 Usually
4 Always

18. In the last 6 months, how often did your personal doctor 
spend enough time with you?

1 Never
2 Sometimes
3 Usually
4 Always

19. In the last 6 months, did you get care from a doctor or 
other health provider besides your personal doctor?

1 Yes  . . . . . . . . . . . . . . . . . . . .Go to Question 20
2 No  . . . . . . . . . . . . . . . . . . . . .Go to Question 21

20. In the last 6 months, how often did your personal doctor 
seem informed and up-to-date about the care you got 
from these doctors or other health providers?

1 Never
2 Sometimes
3 Usually
4 Always

21. Using any number from 0 to 10, where 0 is the worst 
personal doctor possible and 10 is the best personal 
doctor possible, what number would you use to rate 
your personal doctor?
Worst personal doctor Best personal doctor
possible possible
0 1 2 3 4 5 6 7 8 9 10

Getting Health Care From Specialists
When you answer the next questions, do not include dental 
visits or care you got when you stayed overnight in a hospital.

22. Specialists are doctors like surgeons, heart doctors, 
allergy doctors, skin doctors, and other doctors who 
specialize in one area of health care.
In the last 6 months, did you try to make any 
appointments to see a specialist?

1 Yes  . . . . . . . . . . . . . . . . . . . .Go to Question 23
2 No  . . . . . . . . . . . . . . . . . . . . .Go to Question 26

23. In the last 6 months, how often was it easy to get 
appointments with specialists?

1 Never
2 Sometimes
3 Usually
4 Always

24. How many specialists have you seen in the last 6 
months?

0 None  . . . . . . . . . . . . . . . . . . .Go to Question 26
1 1 specialist  . . . . . . . . . . . . . .Go to Question 25
2 2  . . . . . . . . . . . . . . . . . . . . . .Go to Question 25
3 3  . . . . . . . . . . . . . . . . . . . . . .Go to Question 25
4 4  . . . . . . . . . . . . . . . . . . . . . .Go to Question 25
5 5 or more specialists  . . . . . .Go to Question 25

25. We want to know your rating of the specialist you saw 
most often in the last 6 months.  Using any number 
from 0 to 10, where 0 is the worst specialist possible 
and 10 is the best specialist possible, what number 
would you use to rate that specialist?
Worst specialist Best specialist
possible possible
0 1 2 3 4 5 6 7 8 9 10

Your Health Plan
The next questions ask about your experience with your
health plan.

26. In the last 6 months, did you try to get any kind of care, 
tests, or treatment through your health plan?

1 Yes  . . . . . . . . . . . . . . . . . . . .Go to Question 27
2 No  . . . . . . . . . . . . . . . . . . . . .Go to Question 28

27. In the last 6 months, how often was it easy to get the 
care, tests, or treatment you thought you needed 
through your health plan?

1 Never
2 Sometimes
3 Usually
4 Always

28. In the last 6 months, did you look for any information in 
written materials or on the Internet about how your 
health plan works?

1 Yes  . . . . . . . . . . . . . . . . . . . .Go to Question 29
2 No  . . . . . . . . . . . . . . . . . . . . .Go to Question 30

29. In the last 6 months, how often did the written
materials or the Internet provide the information you 
needed about how your health plan works?

1 Never
2 Sometimes
3 Usually
4 Always

29a. How much of a problem was it to understand the 
information provided?

1 A big problem
2 A small problem
3 Not a problem

30. In the last 6 months, did you try to get information 
or help from your health plan’s customer service?

1 Yes  . . . . . . . . . . . . . . . . . . . .Go to Question 31
2 No  . . . . . . . . . . . . . . . . . . . . .Go to Question 33

31. In the last 6 months, how often did your health plan’s 
customer service give you the information or help you 
needed?

1 Never
2 Sometimes
3 Usually
4 Always

32. In the last 6 months, how often did your health plan’s 
customer service staff treat you with courtesy and 
respect?

1 Never
2 Sometimes
3 Usually
4 Always

32a. Using any number from 0 to 10, where 0 is the worst 
health plan possible and 10 is the best health plan 
possible, what number would you use to rate the overall 
customer service at your health plan in the last 6
months?
Worst customer Best customer
service possible service possible
0 1 2 3 4 5 6 7 8 9 10

33. In the last 6 months, did your health plan give you any 
forms to fill out?

1 Yes  . . . . . . . . . . . . . . . . . . . .Go to Question 34
2 No  . . . . . . . . . . . . . . . . . . . . .Go to Question 35

34. In the last 6 months, how often were the forms from 
your health plan easy to fill out?

1 Never
2 Sometimes
3 Usually
4 Always

35. Using any number from 0 to 10, where 0 is the worst 
health plan possible and 10 is the best health plan 
possible, what number would you use to rate your 
health plan?
Worst health plan Best health plan
possible possible
0 1 2 3 4 5 6 7 8 9 10

35a. Would you recommend your health plan to your family
or friends?

1 Definitely yes
2 Probably yes
3 Probably not
4 Definitely not

35b. Do you intend to switch to a different health plan when
you next have an opportunity?

1 Definitely yes
2 Probably yes
3 Probably not
4 Definitely not

About You
36. In general, how would you rate your overall health?

1 Excellent
2 Very good
3 Good
4 Fair
5 Poor

37. Do you now smoke cigarettes every day, some days, or 
not at all?

1 Every day  . . . . . . . . . . . . . . .Go to Question 38
2 Some days  . . . . . . . . . . . . . .Go to Question 38
3 Not at all  . . . . . . . . . . . . . . . .Go to Question 41
4 Don’t know  . . . . . . . . . . . . . .Go to Question 41

38. In the last 6 months, on how many visits were you 
advised to quit smoking by a doctor or other health
provider in your plan?

0 None
1 1 visit
2 2 to 4 visits
3 5 to 9 visits
4 10 or more visits
5 I had no visits in the last 6 months

39. On how many visits was medication recommended or 
discussed to assist you with quitting smoking (for 
example: nicotine gum, patch, nasal spray, inhaler, 
prescription medication)?

0 None
1 1 visit
2 2 to 4 visits
3 5 to 9 visits
4 10 or more visits
5 I had no visits in the last 6 months

40. On how many visits did your doctor or health provider 
recommend or discuss methods and strategies (other 
than medication) to assist you with quitting smoking?

0 None
1 1 visit
2 2 to 4 visits
3 5 to 9 visits
4 10 or more visits
5 I had no visits in the last 6 months

2 3 Please continue on back
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12. Banner Tables 
The tables in the following section show detailed results for each question in your survey.  
Responses are organized across the banner table by: (1) all respondents, (2) demographic 
groups (age, education, gender, ethnicity and race), and (3) data collection method.  In 
order to aid you in viewing the data contained in these tables, the following explanation is 
provided. 
 
The different categories by which the data are “sliced” are presented as column headers.  
Each category has a set of possible response choices that are listed immediately below the 
headers.  The left-most column in each table is labeled “Total” and shows results for the 
entire set of valid responses. 
 
On the left side of the page are three row headers: “Total Eligible,” “Total Valid Responses,” 
and “No Answer.”  “Total Eligible” represents the number of possible responses that meet 
the criteria for inclusion into the given question.  For questions that are asked of all 
respondents, this figure will typically equal 516, which is the valid number of responses to 
the current survey.  “Total Valid Responses” shows how many of the total respondents 
provided valid answers to the given question.  Finally, “No Answer” is the number of 
individuals who did not respond to the question, even though they were eligible to do so. 
 
It should be noted that, in some cases, a survey response choice shows only the number of 
respondents providing that answer with no percentage.  These response options are not 
considered valid responses by NCQA guidelines, and are therefore omitted from the 
percentage calculations. 
 
In some tables, an additional row is added to show Summary Rates.  These scores are a 
single question response or combination of question responses considered to be favorable.  
It is included at the bottom of each of these tables and is shown with the response option, or 
options, that make up the score listed beside it. 
 
Information regarding the statistical testing of results is shown in the lower left corner of 
each table.  The first line displays the Comparison Groups.  These are the columns 
(denoted by upper-case letters and separated by a slash (/)) in which statistical tests are 
run.  Columns (B) and (C), for example, show results for Males and Females.  These 
columns are compared in the statistical test to each other, but not to any other columns.  If a 
letter is present, whether upper- or lower-case, its corresponding percentage is significantly 
higher than the specified percentages within its comparison group. Note that when 
comparing groups, the Z-Test is only valid for large sample sizes.  See Z-Test in Technical 
Notes. 
 
The second line shows the type or types of statistical tests that are included in the table.  
The last two lines define the meaning of the upper- and lower-case letters.   
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If a percentage has an upper-case letter beneath it, a difference exists at the 0.05 level of 
significance.  A lower-case letter denotes a difference at the 0.10 level of significance.  A 
banner table example follows with key points noted. 
 
 ========= GENDER ========= 
 

 Total Male Female 
 ---------- ---------- --------- 
 (A) (B) (C) 
 
Total 4331 22 407 
 
Total Valid 4292 22 403 
Responses 100.0% 100.0% 100.0% 
 
No Answer 43 - 4 
 
Yes 198 6 189 
 46.2% 27.3% 46.9% 
   B4 
 
No 231 16 214 
 53.8% 72.7% 53.1% 
  C5 

 
1 – For the given question, 433 respondents were eligible to answer.  For questions asked 
of all respondents, this figure will equal the number of complete surveys.  In other cases, it 
will equal the number of appropriate responses to a gate question.  Gate questions are 
those that filter out respondents who would not logically be able to answer follow-up 
questions.  For example, people who say that they do not have a personal doctor would not 
be able to provide a doctor rating, and so they are filtered out of the response set for the 
rating question. 
 
2 – Of those who were eligible to answer this question, 429 provided valid responses. 
 
3 – Four respondents–all Female–who were eligible to answer the question did not provide 
an answer. 
 
4 – Females and Males provided a significantly different percentage of “Yes” responses.  
The “B” below the percentage refers to the group in column B – in this case, Males – and 
signifies that the 46.9% is significantly different than 27.3%.  Because the “B” is capitalized, 
we know that the difference is significant at the 0.05 level of significance. 
 
5 – Females and Males provided significantly different percentages of “No” responses.  As 
in the previous note, the “C” refers to the group in column C–Females–and is significant at 
the 0.05 level of significance.
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Q1.  Our records show that you are now in MDwise.  Is that 
right?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Valid Responses        512    343    97    47     8     347    143      35    460       26     458      356     118      37      175    184    136     277    235
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      4      3     1     -     -       1      3       1      3        -       4        3       1       -        3      1      -       -      4

Yes                          512    343    97    47     8     347    143      35    460       26     458      356     118      37      175    184    136     277    235
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No                             -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -
                                                                                                                                                                       

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q3.  In the last 6 months, did you have an illness, injury, 
or condition that needed care right away in a clinic, 
emergency room or doctor's office?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               516    346    98    47     8     348    146      36    463       26     462      359     119      37      178    185    136     277    239

Total Valid Responses        511    345    97    44     8     344    146      34    461       25     460      355     118      37      178    184    133     274    237
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      5      1     1     3     -       4      -       2      2        1       2        4       1       -        -      1      3       3      2

Yes                          246    164    47    22     5     162     76      14    223       11     222      176      51      19       63     92     83     149     97
                           48.1%  47.5% 48.5% 50.0% 62.5%   47.1%  52.1%   41.2%  48.4%    44.0%   48.3%    49.6%   43.2%   51.4%    35.4%  50.0%  62.4%   54.4%  40.9%
                                                                                                                                                O     OP       S

No                           265    181    50    22     3     182     70      20    238       14     238      179      67      18      115     92     50     125    140
                           51.9%  52.5% 51.5% 50.0% 37.5%   52.9%  47.9%   58.8%  51.6%    56.0%   51.7%    50.4%   56.8%   48.6%    64.6%  50.0%  37.6%   45.6%  59.1%
                                                                                                                                        PQ      Q                     R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q4.  (GCQ)In the last 6 months, when you needed care right 
away, how often did you get care as soon as you thought you 
needed?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               246    164    47    22     5     162     76      14    223       11     222      176      51      19       63     92     83     149     97

Total Valid Responses        245    163    47    22     5     161     76      14    222       11     221      176      50      19       63     92     82     149     96
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      1      1     -     -     -       1      -       -      1        -       1        -       1       -        -      -      1       -      1

Always                       135     90    24    13     3      97     34       7    121        8     118       95      27      10       33     54     43      71     64
                           55.1%  55.2% 51.1% 59.1% 60.0%   60.2%  44.7%   50.0%  54.5%    72.7%   53.4%    54.0%   54.0%   52.6%    52.4%  58.7%  52.4%   47.7%  66.7%
                                                                G                                                                                                     R

Usually                       67     44    15     6     1      33     32       3     64        3      62       53      12       6       17     25     24      52     15
                           27.3%  27.0% 31.9% 27.3% 20.0%   20.5%  42.1%   21.4%  28.8%    27.3%   28.1%    30.1%   24.0%   31.6%    27.0%  27.2%  29.3%   34.9%  15.6%
                                                                       F                                                                                       S

Sometimes                     39     27     8     2     1      29      9       3     35        -      38       27       9       2       12     13     13      23     16
                           15.9%  16.6% 17.0%  9.1% 20.0%   18.0%  11.8%   21.4%  15.8%            17.2%    15.3%   18.0%   10.5%    19.0%  14.1%  15.9%   15.4%  16.7%

Never                          4      2     -     1     -       2      1       1      2        -       3        1       2       1        1      -      2       3      1
                            1.6%   1.2%        4.5%          1.2%   1.3%    7.1%   0.9%             1.4%     0.6%    4.0%    5.3%     1.6%          2.4%    2.0%   1.0%

HEDIS/CAHPS SUMMARY RATE     202    134    39    19     4     130     66      10    185       11     180      148      39      16       50     79     67     123     79
- Always/Usually           82.4%  82.2% 83.0% 86.4% 80.0%   80.7%  86.8%   71.4%  83.3%   100.0%   81.4%    84.1%   78.0%   84.2%    79.4%  85.9%  81.7%   82.6%  82.3%
                                                                                               K

HEDIS/CAHPS SUMMARY RATE     135     90    24    13     3      97     34       7    121        8     118       95      27      10       33     54     43      71     64
- Always                   55.1%  55.2% 51.1% 59.1% 60.0%   60.2%  44.7%   50.0%  54.5%    72.7%   53.4%    54.0%   54.0%   52.6%    52.4%  58.7%  52.4%   47.7%  66.7%
                                                                G                                                                                                     R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q5.  In the last 6 months, not counting the times you 
needed health care right away, did you make any 
appointments for your health care at a doctor's office or 
clinic?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               516    346    98    47     8     348    146      36    463       26     462      359     119      37      178    185    136     277    239

Total Valid Responses        511    344    98    46     8     346    145      36    460       25     461      357     119      36      177    185    135     276    235
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      5      2     -     1     -       2      1       -      3        1       1        2       -       1        1      -      1       1      4

Yes                          389    264    73    37     7     261    115      18    359       20     351      272      85      31      118    151    110     225    164
                           76.1%  76.7% 74.5% 80.4% 87.5%   75.4%  79.3%   50.0%  78.0%    80.0%   76.1%    76.2%   71.4%   86.1%    66.7%  81.6%  81.5%   81.5%  69.8%
                                                                                      H                                         M               O      O       S

No                           122     80    25     9     1      85     30      18    101        5     110       85      34       5       59     34     25      51     71
                           23.9%  23.3% 25.5% 19.6% 12.5%   24.6%  20.7%   50.0%  22.0%    20.0%   23.9%    23.8%   28.6%   13.9%    33.3%  18.4%  18.5%   18.5%  30.2%
                                                                               I                                        N               PQ                            R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q6. (GCQ)In the last 6 months, not counting the times you 
needed health care right away, how often did you get an 
appointment for your health care at a doctor's office or 
clinic as soon as you thought you needed?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               389    264    73    37     7     261    115      18    359       20     351      272      85      31      118    151    110     225    164

Total Valid Responses        384    260    73    36     7     258    113      17    356       20     346      269      83      31      118    150    107     221    163
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      5      4     -     1     -       3      2       1      3        -       5        3       2       -        -      1      3       4      1

Always                       235    150    45    29     5     162     63       9    217       10     211      163      54      17       70     87     71     129    106
                           61.2%  57.7% 61.6% 80.6% 71.4%   62.8%  55.8%   52.9%  61.0%    50.0%   61.0%    60.6%   65.1%   54.8%    59.3%  58.0%  66.4%   58.4%  65.0%
                                                 BC

Usually                       72     53    15     4     -      42     30       3     68        6      64       55      10       5       21     38     12      45     27
                           18.8%  20.4% 20.5% 11.1%         16.3%  26.5%   17.6%  19.1%    30.0%   18.5%    20.4%   12.0%   16.1%    17.8%  25.3%  11.2%   20.4%  16.6%
                                                                       F                                        m                               Q

Sometimes                     69     52    12     3     2      48     20       4     65        4      64       46      18       8       25     22     22      42     27
                           18.0%  20.0% 16.4%  8.3% 28.6%   18.6%  17.7%   23.5%  18.3%    20.0%   18.5%    17.1%   21.7%   25.8%    21.2%  14.7%  20.6%   19.0%  16.6%
                                      D

Never                          8      5     1     -     -       6      -       1      6        -       7        5       1       1        2      3      2       5      3
                            2.1%   1.9%  1.4%                2.3%           5.9%   1.7%             2.0%     1.9%    1.2%    3.2%     1.7%   2.0%   1.9%    2.3%   1.8%

HEDIS/CAHPS SUMMARY RATE     307    203    60    33     5     204     93      12    285       16     275      218      64      22       91    125     83     174    133
- Always/Usually           79.9%  78.1% 82.2% 91.7% 71.4%   79.1%  82.3%   70.6%  80.1%    80.0%   79.5%    81.0%   77.1%   71.0%    77.1%  83.3%  77.6%   78.7%  81.6%
                                                  B

HEDIS/CAHPS SUMMARY RATE     235    150    45    29     5     162     63       9    217       10     211      163      54      17       70     87     71     129    106
- Always                   61.2%  57.7% 61.6% 80.6% 71.4%   62.8%  55.8%   52.9%  61.0%    50.0%   61.0%    60.6%   65.1%   54.8%    59.3%  58.0%  66.4%   58.4%  65.0%
                                                 BC

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q7.  In the last 6 months, not counting the times you went 
to an emergency room, how many times did you go to a 
doctor's office or clinic to get care for yourself?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               516    346    98    47     8     348    146      36    463       26     462      359     119      37      178    185    136     277    239

Total Valid Responses        500    339    97    44     7     339    145      34    454       26     453      349     118      37      178    179    131     275    225
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     16      7     1     3     1       9      1       2      9        -       9       10       1       -        -      6      5       2     14

None                          94     62    23     6     1      67     24      12     82        7      85       67      25       6       45     29     19      46     48
                           18.8%  18.3% 23.7% 13.6% 14.3%   19.8%  16.6%   35.3%  18.1%    26.9%   18.8%    19.2%   21.2%   16.2%    25.3%  16.2%  14.5%   16.7%  21.3%
                                                                               I                                                        PQ

1                             80     59    18     2     -      56     22       5     75        4      72       58      20       4       38     27     14      46     34
                           16.0%  17.4% 18.6%  4.5%         16.5%  15.2%   14.7%  16.5%    15.4%   15.9%    16.6%   16.9%   10.8%    21.3%  15.1%  10.7%   16.7%  15.1%
                                      D     D                                                                                            Q

2                             85     54    18     9     1      55     27       9     74        4      80       50      25       8       29     33     21      51     34
                           17.0%  15.9% 18.6% 20.5% 14.3%   16.2%  18.6%   26.5%  16.3%    15.4%   17.7%    14.3%   21.2%   21.6%    16.3%  18.4%  16.0%   18.5%  15.1%

3                             74     45    11    11     3      49     21       3     65        4      65       50      18       8       19     32     19      49     25
                           14.8%  13.3% 11.3% 25.0% 42.9%   14.5%  14.5%    8.8%  14.3%    15.4%   14.3%    14.3%   15.3%   21.6%    10.7%  17.9%  14.5%   17.8%  11.1%
                                                 bc     c                                                                                       o              S

4                             43     30    10     3     -      28     15       2     40        3      38       31      10       3       15     17     11      27     16
                            8.6%   8.8% 10.3%  6.8%          8.3%  10.3%    5.9%   8.8%    11.5%    8.4%     8.9%    8.5%    8.1%     8.4%   9.5%   8.4%    9.8%   7.1%

5 to 9                        79     59    10     7     1      54     22       2     75        3      72       61      11       4       23     30     24      41     38
                           15.8%  17.4% 10.3% 15.9% 14.3%   15.9%  15.2%    5.9%  16.5%    11.5%   15.9%    17.5%    9.3%   10.8%    12.9%  16.8%  18.3%   14.9%  16.9%
                                      c                                               H                         M

10 or more                    45     30     7     6     1      30     14       1     43        1      41       32       9       4        9     11     23      15     30
                            9.0%   8.8%  7.2% 13.6% 14.3%    8.8%   9.7%    2.9%   9.5%     3.8%    9.1%     9.2%    7.6%   10.8%     5.1%   6.1%  17.6%    5.5%  13.3%
                                                                                      H                                                               OP              R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q8.  (HPE)In the last 6 months, how often did you and a 
doctor or other health provider talk about specific things 
you could do to prevent illness?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               406    277    74    38     6     272    121      22    372       19     368      282      93      31      133    150    112     229    177

Total Valid Responses        406    277    74    38     6     272    121      22    372       19     368      282      93      31      133    150    112     229    177
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -

Always                       151     97    30    14     4     101     44       7    137        9     132       96      39      12       48     46     52      75     76
                           37.2%  35.0% 40.5% 36.8% 66.7%   37.1%  36.4%   31.8%  36.8%    47.4%   35.9%    34.0%   41.9%   38.7%    36.1%  30.7%  46.4%   32.8%  42.9%
                                                                                                                                                       P              R

Usually                       86     56    20     9     -      59     26       3     81        4      80       63      16      10       22     36     26      57     29
                           21.2%  20.2% 27.0% 23.7%         21.7%  21.5%   13.6%  21.8%    21.1%   21.7%    22.3%   17.2%   32.3%    16.5%  24.0%  23.2%   24.9%  16.4%
                                                                                                                                                               S

Sometimes                    106     75    15    11     2      68     34       8     96        5      95       76      25       6       34     48     21      64     42
                           26.1%  27.1% 20.3% 28.9% 33.3%   25.0%  28.1%   36.4%  25.8%    26.3%   25.8%    27.0%   26.9%   19.4%    25.6%  32.0%  18.8%   27.9%  23.7%
                                                                                                                                                Q

Never                         63     49     9     4     -      44     17       4     58        1      61       47      13       3       29     20     13      33     30
                           15.5%  17.7% 12.2% 10.5%         16.2%  14.0%   18.2%  15.6%     5.3%   16.6%    16.7%   14.0%    9.7%    21.8%  13.3%  11.6%   14.4%  16.9%
                                                                                                       J                                pQ

HEDIS/CAHPS SUMMARY RATE     237    153    50    23     4     160     70      10    218       13     212      159      55      22       70     82     78     132    105
- Always/Usually           58.4%  55.2% 67.6% 60.5% 66.7%   58.8%  57.9%   45.5%  58.6%    68.4%   57.6%    56.4%   59.1%   71.0%    52.6%  54.7%  69.6%   57.6%  59.3%
                                            B                                                                                   l                     OP

HEDIS/CAHPS SUMMARY RATE     151     97    30    14     4     101     44       7    137        9     132       96      39      12       48     46     52      75     76
- Always                   37.2%  35.0% 40.5% 36.8% 66.7%   37.1%  36.4%   31.8%  36.8%    47.4%   35.9%    34.0%   41.9%   38.7%    36.1%  30.7%  46.4%   32.8%  42.9%
                                                                                                                                                       P              R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 8

                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q9.  In the last 6 months, did a doctor or other health 
provider tell you there was more than one choice for your 
treatment or health care?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               406    277    74    38     6     272    121      22    372       19     368      282      93      31      133    150    112     229    177

Total Valid Responses        403    274    74    38     6     270    120      22    369       19     365      280      92      31      132    148    112     228    175
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      3      3     -     -     -       2      1       -      3        -       3        2       1       -        1      2      -       1      2

Yes                          216    143    40    24     4     144     67      12    199       10     194      152      52      18       69     74     67     119     97
                           53.6%  52.2% 54.1% 63.2% 66.7%   53.3%  55.8%   54.5%  53.9%    52.6%   53.2%    54.3%   56.5%   58.1%    52.3%  50.0%  59.8%   52.2%  55.4%

No                           187    131    34    14     2     126     53      10    170        9     171      128      40      13       63     74     45     109     78
                           46.4%  47.8% 45.9% 36.8% 33.3%   46.7%  44.2%   45.5%  46.1%    47.4%   46.8%    45.7%   43.5%   41.9%    47.7%  50.0%  40.2%   47.8%  44.6%

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q10.  (SDM)In the last 6 months, did a doctor or other 
health provider talk with you about the pros and cons of 
each choice for your treatment or health care? 

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               216    143    40    24     4     144     67      12    199       10     194      152      52      18       69     74     67     119     97

Total Valid Responses        216    143    40    24     4     144     67      12    199       10     194      152      52      18       69     74     67     119     97
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -

Definitely Yes               144     97    23    19     2      98     43       6    134        7     127      106      30       9       47     48     44      76     68
                           66.7%  67.8% 57.5% 79.2% 50.0%   68.1%  64.2%   50.0%  67.3%    70.0%   65.5%    69.7%   57.7%   50.0%    68.1%  64.9%  65.7%   63.9%  70.1%

Somewhat Yes                  55     34    14     4     1      34     19       5     49        3      50       37      15       7       18     18     18      33     22
                           25.5%  23.8% 35.0% 16.7% 25.0%   23.6%  28.4%   41.7%  24.6%    30.0%   25.8%    24.3%   28.8%   38.9%    26.1%  24.3%  26.9%   27.7%  22.7%

Somewhat No                    7      6     1     -     -       4      3       -      7        -       7        5       2       1        2      4      1       4      3
                            3.2%   4.2%  2.5%                2.8%   4.5%           3.5%             3.6%     3.3%    3.8%    5.6%     2.9%   5.4%   1.5%    3.4%   3.1%

Definitely No                 10      6     2     1     1       8      2       1      9        -      10        4       5       1        2      4      4       6      4
                            4.6%   4.2%  5.0%  4.2% 25.0%    5.6%   3.0%    8.3%   4.5%             5.2%     2.6%    9.6%    5.6%     2.9%   5.4%   6.0%    5.0%   4.1%

HEDIS/CAHPS SUMMARY RATE     144     97    23    19     2      98     43       6    134        7     127      106      30       9       47     48     44      76     68
- Definitely Yes           66.7%  67.8% 57.5% 79.2% 50.0%   68.1%  64.2%   50.0%  67.3%    70.0%   65.5%    69.7%   57.7%   50.0%    68.1%  64.9%  65.7%   63.9%  70.1%

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q11.  (SDM)In the last 6 months, when there was more than 
one choice for your treatment or health care, did a doctor 
or other health provider ask which choice you thought was 
best for you?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               216    143    40    24     4     144     67      12    199       10     194      152      52      18       69     74     67     119     97

Total Valid Responses        213    142    39    24     4     142     67      12    197       10     193      151      51      18       69     73     66     119     94
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      3      1     1     -     -       2      -       -      2        -       1        1       1       -        -      1      1       -      3

Definitely Yes               136     91    24    15     4      92     42       7    126        6     122       99      26      11       49     46     39      68     68
                           63.8%  64.1% 61.5% 62.5%  100%   64.8%  62.7%   58.3%  64.0%    60.0%   63.2%    65.6%   51.0%   61.1%    71.0%  63.0%  59.1%   57.1%  72.3%

Somewhat Yes                  54     37     9     7     -      33     20       1     52        4      49       35      18       5       13     21     17      35     19
                           25.4%  26.1% 23.1% 29.2%         23.2%  29.9%    8.3%  26.4%    40.0%   25.4%    23.2%   35.3%   27.8%    18.8%  28.8%  25.8%   29.4%  20.2%

Somewhat No                   11      6     3     1     -       8      2       3      8        -      10        7       5       1        2      3      6       7      4
                            5.2%   4.2%  7.7%  4.2%          5.6%   3.0%   25.0%   4.1%             5.2%     4.6%    9.8%    5.6%     2.9%   4.1%   9.1%    5.9%   4.3%

Definitely No                 12      8     3     1     -       9      3       1     11        -      12       10       2       1        5      3      4       9      3
                            5.6%   5.6%  7.7%  4.2%          6.3%   4.5%    8.3%   5.6%             6.2%     6.6%    3.9%    5.6%     7.2%   4.1%   6.1%    7.6%   3.2%

HEDIS/CAHPS SUMMARY RATE     136     91    24    15     4      92     42       7    126        6     122       99      26      11       49     46     39      68     68
- Definitely Yes           63.8%  64.1% 61.5% 62.5%  100%   64.8%  62.7%   58.3%  64.0%    60.0%   63.2%    65.6%   51.0%   61.1%    71.0%  63.0%  59.1%   57.1%  72.3%

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q12.  What number would you use to rate all your health 
care in the last 6 months?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               406    277    74    38     6     272    121      22    372       19     368      282      93      31      133    150    112     229    177

Total Valid Responses        402    275    74    37     6     269    121      22    369       19     365      280      92      31      133    149    111     229    173
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      4      2     -     1     -       3      -       -      3        -       3        2       1       -        -      1      1       -      4

10 - Best health care        128     85    26    13     2      90     35       7    118        7     114       86      34      10       56     43     27      66     62
possible                   31.8%  30.9% 35.1% 35.1% 33.3%   33.5%  28.9%   31.8%  32.0%    36.8%   31.2%    30.7%   37.0%   32.3%    42.1%  28.9%  24.3%   28.8%  35.8%
                                                                                                                                        PQ

9                             58     45     8     3     1      39     18       2     55        4      52       43       8       3       21     29      6      32     26
                           14.4%  16.4% 10.8%  8.1% 16.7%   14.5%  14.9%    9.1%  14.9%    21.1%   14.2%    15.4%    8.7%    9.7%    15.8%  19.5%   5.4%   14.0%  15.0%
                                      d                                                                         m                        Q      Q

8                             87     58    14    13     1      56     29       7     78        1      83       58      27       4       30     27     28      46     41
                           21.6%  21.1% 18.9% 35.1% 16.7%   20.8%  24.0%   31.8%  21.1%     5.3%   22.7%    20.7%   29.3%   12.9%    22.6%  18.1%  25.2%   20.1%  23.7%
                                                 bc                                                    J                N

7                             51     38     7     3     1      28     22       2     48        4      47       36       8      10       11     23     16      32     19
                           12.7%  13.8%  9.5%  8.1% 16.7%   10.4%  18.2%    9.1%  13.0%    21.1%   12.9%    12.9%    8.7%   32.3%     8.3%  15.4%  14.4%   14.0%  11.0%
                                                                       f                                                       LM               o

6                             31     23     5     3     -      24      7       2     28        1      28       24       6       1        7     10     14      22      9
                            7.7%   8.4%  6.8%  8.1%          8.9%   5.8%    9.1%   7.6%     5.3%    7.7%     8.6%    6.5%    3.2%     5.3%   6.7%  12.6%    9.6%   5.2%
                                                                                                                                                       O       s

5                             24     16     7     -     1      18      5       -     24        -      23       18       4       1        5     10      9      14     10
                            6.0%   5.8%  9.5%       16.7%    6.7%   4.1%           6.5%             6.3%     6.4%    4.3%    3.2%     3.8%   6.7%   8.1%    6.1%   5.8%

4                              8      3     4     -     -       5      2       1      6        1       6        4       3       1        2      4      2       7      1
                            2.0%   1.1%  5.4%                1.9%   1.7%    4.5%   1.6%     5.3%    1.6%     1.4%    3.3%    3.2%     1.5%   2.7%   1.8%    3.1%   0.6%
                                                                                                                                                               s

3                              6      4     2     -     -       5      1       -      6        -       6        5       1       -        -      2      4       4      2
                            1.5%   1.5%  2.7%                1.9%   0.8%           1.6%             1.6%     1.8%    1.1%                    1.3%   3.6%    1.7%   1.2%

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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                                                                                                                                                                   (Continued)
                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q12.  What number would you use to rate all your health 
care in the last 6 months?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

2                              3      1     -     1     -       1      1       1      2        -       3        3       -       -        -      1      2       3      -
                            0.7%   0.4%        2.7%          0.4%   0.8%    4.5%   0.5%             0.8%     1.1%                            0.7%   1.8%    1.3%       

1                              2      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      2
                            0.5%                                                                                                                                   1.2%

0 - Worst health care          4      2     1     1     -       3      1       -      4        1       3        3       1       1        1      -      3       3      1
possible                    1.0%   0.7%  1.4%  2.7%          1.1%   0.8%           1.1%     5.3%    0.8%     1.1%    1.1%    3.2%     0.8%          2.7%    1.3%   0.6%

HEDIS/CAHPS SUMMARY RATE     273    188    48    29     4     185     82      16    251       12     249      187      69      17      107     99     61     144    129
- 8-10                     67.9%  68.4% 64.9% 78.4% 66.7%   68.8%  67.8%   72.7%  68.0%    63.2%   68.2%    66.8%   75.0%   54.8%    80.5%  66.4%  55.0%   62.9%  74.6%
                                                                                                                        N               PQ      q                     R

HEDIS/CAHPS SUMMARY RATE     186    130    34    16     3     129     53       9    173       11     166      129      42      13       77     72     33      98     88
- 9-10                     46.3%  47.3% 45.9% 43.2% 50.0%   48.0%  43.8%   40.9%  46.9%    57.9%   45.5%    46.1%   45.7%   41.9%    57.9%  48.3%  29.7%   42.8%  50.9%
                                                                                                                                         Q      Q

Mean                        8.01   8.11  7.84  8.16  8.17    8.05   8.08    8.00   8.05     8.00    8.03     7.98    8.21    7.87     8.58   8.07   7.32    7.81   8.27

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q13.  Do you have a personal doctor?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               516    346    98    47     8     348    146      36    463       26     462      359     119      37      178    185    136     277    239

Total Valid Responses        504    342    97    44     8     342    145      36    456       26     456      354     117      35      174    184    134     271    233
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     12      4     1     3     -       6      1       -      7        -       6        5       2       2        4      1      2       6      6

Yes                          440    294    87    41     7     304    120      33    397       23     399      315      94      30      142    169    120     244    196
                           87.3%  86.0% 89.7% 93.2% 87.5%   88.9%  82.8%   91.7%  87.1%    88.5%   87.5%    89.0%   80.3%   85.7%    81.6%  91.8%  89.6%   90.0%  84.1%
                                                  b             g                                               M                               O      O       S

No                            64     48    10     3     1      38     25       3     59        3      57       39      23       5       32     15     14      27     37
                           12.7%  14.0% 10.3%  6.8% 12.5%   11.1%  17.2%    8.3%  12.9%    11.5%   12.5%    11.0%   19.7%   14.3%    18.4%   8.2%  10.4%   10.0%  15.9%
                                      d                                f                                                L               PQ                            R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q14.  In the last 6 months, how many times did you visit 
your personal doctor to get care for yourself?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               440    294    87    41     7     304    120      33    397       23     399      315      94      30      142    169    120     244    196

Total Valid Responses        434    292    87    39     7     300    120      32    393       22     396      313      93      29      141    166    119     241    193
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      6      2     -     2     -       4      -       1      4        1       3        2       1       1        1      3      1       3      3

None                          92     62    21     5     1      67     21      12     80        6      84       72      15       6       38     38     15      42     50
                           21.2%  21.2% 24.1% 12.8% 14.3%   22.3%  17.5%   37.5%  20.4%    27.3%   21.2%    23.0%   16.1%   20.7%    27.0%  22.9%  12.6%   17.4%  25.9%
                                                                               i                                                         Q      Q                     R

1                             71     56    15     -     -      53     17       7     64        2      67       50      20       3       36     21     14      35     36
                           16.4%  19.2% 17.2%               17.7%  14.2%   21.9%  16.3%     9.1%   16.9%    16.0%   21.5%   10.3%    25.5%  12.7%  11.8%   14.5%  18.7%
                                                                                                                                        PQ

2                             86     50    21    13     1      51     34       4     80        2      81       59      23       6       27     33     25      51     35
                           19.8%  17.1% 24.1% 33.3% 14.3%   17.0%  28.3%   12.5%  20.4%     9.1%   20.5%    18.8%   24.7%   20.7%    19.1%  19.9%  21.0%   21.2%  18.1%
                                                  B                    F                               j

3                             60     39    10     5     4      41     14       6     50        4      53       44      11       6       11     28     20      39     21
                           13.8%  13.4% 11.5% 12.8% 57.1%   13.7%  11.7%   18.8%  12.7%    18.2%   13.4%    14.1%   11.8%   20.7%     7.8%  16.9%  16.8%   16.2%  10.9%
                                                      BCD                                                                                       O      O

4                             44     32     7     4     -      29     15       1     42        4      39       29      10       2       10     21     11      30     14
                           10.1%  11.0%  8.0% 10.3%          9.7%  12.5%    3.1%  10.7%    18.2%    9.8%     9.3%   10.8%    6.9%     7.1%  12.7%   9.2%   12.4%   7.3%
                                                                                      H                                                         o              s

5 to 9                        64     42    12     9     -      47     15       1     62        3      57       47      11       3       15     20     27      37     27
                           14.7%  14.4% 13.8% 23.1%         15.7%  12.5%    3.1%  15.8%    13.6%   14.4%    15.0%   11.8%   10.3%    10.6%  12.0%  22.7%   15.4%  14.0%
                                                                                      H                                                               OP

10 or more                    17     11     1     3     1      12      4       1     15        1      15       12       3       3        4      5      7       7     10
                            3.9%   3.8%  1.1%  7.7% 14.3%    4.0%   3.3%    3.1%   3.8%     4.5%    3.8%     3.8%    3.2%   10.3%     2.8%   3.0%   5.9%    2.9%   5.2%

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q15.  (HWDC)In the last 6 months, how often did your 
personal doctor explain things in a way that was easy to 
understand?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               342    230    66    34     6     233     99      20    313       16     312      241      78      23      103    128    104     199    143

Total Valid Responses        336    227    66    33     6     229     99      20    309       16     308      240      76      22      102    128    102     196    140
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      6      3     -     1     -       4      -       -      4        -       4        1       2       1        1      -      2       3      3

Always                       253    166    52    26     6     175     73      16    231       14     229      178      59      17       82     99     68     138    115
                           75.3%  73.1% 78.8% 78.8%  100%   76.4%  73.7%   80.0%  74.8%    87.5%   74.4%    74.2%   77.6%   77.3%    80.4%  77.3%  66.7%   70.4%  82.1%
                                                      BCD                                                                                Q      q                     R

Usually                       51     39     7     5     -      35     14       1     50        -      49       42       9       1       12     24     15      34     17
                           15.2%  17.2% 10.6% 15.2%         15.3%  14.1%    5.0%  16.2%            15.9%    17.5%   11.8%    4.5%    11.8%  18.8%  14.7%   17.3%  12.1%
                                                                                      H                         N

Sometimes                     28     18     7     2     -      15     12       3     24        2      26       17       8       3        6      5     17      22      6
                            8.3%   7.9% 10.6%  6.1%          6.6%  12.1%   15.0%   7.8%    12.5%    8.4%     7.1%   10.5%   13.6%     5.9%   3.9%  16.7%   11.2%   4.3%
                                                                                                                                                      OP       S

Never                          4      4     -     -     -       4      -       -      4        -       4        3       -       1        2      -      2       2      2
                            1.2%   1.8%                      1.7%                  1.3%             1.3%     1.3%            4.5%     2.0%          2.0%    1.0%   1.4%

HEDIS/CAHPS SUMMARY RATE     304    205    59    31     6     210     87      17    281       14     278      220      68      18       94    123     83     172    132
- Always/Usually           90.5%  90.3% 89.4% 93.9%  100%   91.7%  87.9%   85.0%  90.9%    87.5%   90.3%    91.7%   89.5%   81.8%    92.2%  96.1%  81.4%   87.8%  94.3%
                                                       BC                                                                                Q      Q                     R

HEDIS/CAHPS SUMMARY RATE     253    166    52    26     6     175     73      16    231       14     229      178      59      17       82     99     68     138    115
- Always                   75.3%  73.1% 78.8% 78.8%  100%   76.4%  73.7%   80.0%  74.8%    87.5%   74.4%    74.2%   77.6%   77.3%    80.4%  77.3%  66.7%   70.4%  82.1%
                                                      BCD                                                                                Q      q                     R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q16.  (HWDC)In the last 6 months, how often did your 
personal doctor listen carefully to you?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               342    230    66    34     6     233     99      20    313       16     312      241      78      23      103    128    104     199    143

Total Valid Responses        335    226    66    33     6     229     98      20    308       16     307      237      78      23      100    128    103     197    138
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      7      4     -     1     -       4      1       -      5        -       5        4       -       -        3      -      1       2      5

Always                       246    167    47    25     4     175     65      14    226       11     225      176      58      13       84     91     67     141    105
                           73.4%  73.9% 71.2% 75.8% 66.7%   76.4%  66.3%   70.0%  73.4%    68.8%   73.3%    74.3%   74.4%   56.5%    84.0%  71.1%  65.0%   71.6%  76.1%
                                                                g                                               n                       PQ

Usually                       48     32    12     3     1      27     20       4     43        4      42       32      11       4        8     25     15      29     19
                           14.3%  14.2% 18.2%  9.1% 16.7%   11.8%  20.4%   20.0%  14.0%    25.0%   13.7%    13.5%   14.1%   17.4%     8.0%  19.5%  14.6%   14.7%  13.8%
                                                                       f                                                                        O

Sometimes                     33     20     6     5     1      19     13       1     32        1      32       23       7       4        6     12     15      21     12
                            9.9%   8.8%  9.1% 15.2% 16.7%    8.3%  13.3%    5.0%  10.4%     6.3%   10.4%     9.7%    9.0%   17.4%     6.0%   9.4%  14.6%   10.7%   8.7%
                                                                                                                                                       O

Never                          8      7     1     -     -       8      -       1      7        -       8        6       2       2        2      -      6       6      2
                            2.4%   3.1%  1.5%                3.5%           5.0%   2.3%             2.6%     2.5%    2.6%    8.7%     2.0%          5.8%    3.0%   1.4%

HEDIS/CAHPS SUMMARY RATE     294    199    59    28     5     202     85      18    269       15     267      208      69      17       92    116     82     170    124
- Always/Usually           87.8%  88.1% 89.4% 84.8% 83.3%   88.2%  86.7%   90.0%  87.3%    93.8%   87.0%    87.8%   88.5%   73.9%    92.0%  90.6%  79.6%   86.3%  89.9%
                                                                                                                                         Q      Q

HEDIS/CAHPS SUMMARY RATE     246    167    47    25     4     175     65      14    226       11     225      176      58      13       84     91     67     141    105
- Always                   73.4%  73.9% 71.2% 75.8% 66.7%   76.4%  66.3%   70.0%  73.4%    68.8%   73.3%    74.3%   74.4%   56.5%    84.0%  71.1%  65.0%   71.6%  76.1%
                                                                g                                               n                       PQ

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q17. (HWDC)In the last 6 months, how often did your 
personal doctor show respect for what you had to say?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               342    230    66    34     6     233     99      20    313       16     312      241      78      23      103    128    104     199    143

Total Valid Responses        339    229    66    34     6     232     99      20    312       16     311      241      78      23      102    128    104     198    141
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      3      1     -     -     -       1      -       -      1        -       1        -       -       -        1      -      -       1      2

Always                       254    175    46    25     5     179     70      15    232       10     235      178      64      13       84     99     67     146    108
                           74.9%  76.4% 69.7% 73.5% 83.3%   77.2%  70.7%   75.0%  74.4%    62.5%   75.6%    73.9%   82.1%   56.5%    82.4%  77.3%  64.4%   73.7%  76.6%
                                                                                                                        N                Q      Q

Usually                       48     31    13     4     -      29     17       3     45        5      42       36       8       4       12     18     18      32     16
                           14.2%  13.5% 19.7% 11.8%         12.5%  17.2%   15.0%  14.4%    31.3%   13.5%    14.9%   10.3%   17.4%    11.8%  14.1%  17.3%   16.2%  11.3%

Sometimes                     31     18     6     5     1      18     12       1     30        1      28       23       5       4        3     11     16      16     15
                            9.1%   7.9%  9.1% 14.7% 16.7%    7.8%  12.1%    5.0%   9.6%     6.3%    9.0%     9.5%    6.4%   17.4%     2.9%   8.6%  15.4%    8.1%  10.6%
                                                                                                                                                o      O

Never                          6      5     1     -     -       6      -       1      5        -       6        4       1       2        3      -      3       4      2
                            1.8%   2.2%  1.5%                2.6%           5.0%   1.6%             1.9%     1.7%    1.3%    8.7%     2.9%          2.9%    2.0%   1.4%

HEDIS/CAHPS SUMMARY RATE     302    206    59    29     5     208     87      18    277       15     277      214      72      17       96    117     85     178    124
- Always/Usually           89.1%  90.0% 89.4% 85.3% 83.3%   89.7%  87.9%   90.0%  88.8%    93.8%   89.1%    88.8%   92.3%   73.9%    94.1%  91.4%  81.7%   89.9%  87.9%
                                                                                                                        n                Q      Q

HEDIS/CAHPS SUMMARY RATE     254    175    46    25     5     179     70      15    232       10     235      178      64      13       84     99     67     146    108
- Always                   74.9%  76.4% 69.7% 73.5% 83.3%   77.2%  70.7%   75.0%  74.4%    62.5%   75.6%    73.9%   82.1%   56.5%    82.4%  77.3%  64.4%   73.7%  76.6%
                                                                                                                        N                Q      Q

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q18. (HWDC)In the last 6 months, how often did your 
personal doctor spend enough time with you?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               342    230    66    34     6     233     99      20    313       16     312      241      78      23      103    128    104     199    143

Total Valid Responses        334    227    66    31     6     228     98      20    307       16     306      237      77      23      101    127    102     195    139
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      8      3     -     3     -       5      1       -      6        -       6        4       1       -        2      1      2       4      4

Always                       216    146    43    21     4     154     59      11    200        9     197      158      49      10       75     79     59     122     94
                           64.7%  64.3% 65.2% 67.7% 66.7%   67.5%  60.2%   55.0%  65.1%    56.3%   64.4%    66.7%   63.6%   43.5%    74.3%  62.2%  57.8%   62.6%  67.6%
                                                                                                                N       n               PQ

Usually                       66     45    14     6     1      44     19       5     61        2      64       49      13       6       16     30     20      44     22
                           19.8%  19.8% 21.2% 19.4% 16.7%   19.3%  19.4%   25.0%  19.9%    12.5%   20.9%    20.7%   16.9%   26.1%    15.8%  23.6%  19.6%   22.6%  15.8%

Sometimes                     37     25     7     3     1      18     17       3     33        4      32       21      12       5        7     18     12      22     15
                           11.1%  11.0% 10.6%  9.7% 16.7%    7.9%  17.3%   15.0%  10.7%    25.0%   10.5%     8.9%   15.6%   21.7%     6.9%  14.2%  11.8%   11.3%  10.8%
                                                                       F                                                                        o

Never                         15     11     2     1     -      12      3       1     13        1      13        9       3       2        3      -     11       7      8
                            4.5%   4.8%  3.0%  3.2%          5.3%   3.1%    5.0%   4.2%     6.3%    4.2%     3.8%    3.9%    8.7%     3.0%         10.8%    3.6%   5.8%
                                                                                                                                                       O

HEDIS/CAHPS SUMMARY RATE     282    191    57    27     5     198     78      16    261       11     261      207      62      16       91    109     79     166    116
- Always/Usually           84.4%  84.1% 86.4% 87.1% 83.3%   86.8%  79.6%   80.0%  85.0%    68.8%   85.3%    87.3%   80.5%   69.6%    90.1%  85.8%  77.5%   85.1%  83.5%
                                                                                                                n                        Q

HEDIS/CAHPS SUMMARY RATE     216    146    43    21     4     154     59      11    200        9     197      158      49      10       75     79     59     122     94
- Always                   64.7%  64.3% 65.2% 67.7% 66.7%   67.5%  60.2%   55.0%  65.1%    56.3%   64.4%    66.7%   63.6%   43.5%    74.3%  62.2%  57.8%   62.6%  67.6%
                                                                                                                N       n               PQ

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q19. In the last 6 months, did you get care from a doctor 
or other health provider besides your personal doctor?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               342    230    66    34     6     233     99      20    313       16     312      241      78      23      103    128    104     199    143

Total Valid Responses        333    224    66    34     6     226     99      19    308       15     306      238      76      22      102    126    101     195    138
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      9      6     -     -     -       7      -       1      5        1       6        3       2       1        1      2      3       4      5

Yes                          178    113    38    23     3     117     58      11    165        8     164      133      34      13       39     67     71     106     72
                           53.5%  50.4% 57.6% 67.6% 50.0%   51.8%  58.6%   57.9%  53.6%    53.3%   53.6%    55.9%   44.7%   59.1%    38.2%  53.2%  70.3%   54.4%  52.2%
                                                  B                                                             m                               O     OP

No                           155    111    28    11     3     109     41       8    143        7     142      105      42       9       63     59     30      89     66
                           46.5%  49.6% 42.4% 32.4% 50.0%   48.2%  41.4%   42.1%  46.4%    46.7%   46.4%    44.1%   55.3%   40.9%    61.8%  46.8%  29.7%   45.6%  47.8%
                                      D                                                                                 l               PQ      Q

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q20. (CC)In the last 6 months, how often did your personal 
doctor seem informed and up-to-date about the care you got 
from these doctors or other health providers?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               178    113    38    23     3     117     58      11    165        8     164      133      34      13       39     67     71     106     72

Total Valid Responses        176    112    38    22     3     115     58      11    163        8     162      132      34      12       39     67     69     106     70
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      2      1     -     1     -       2      -       -      2        -       2        1       -       1        -      -      2       -      2

Always                       103     56    29    15     3      71     31       7     96        6      93       78      20       8       24     39     40      60     43
                           58.5%  50.0% 76.3% 68.2%  100%   61.7%  53.4%   63.6%  58.9%    75.0%   57.4%    59.1%   58.8%   66.7%    61.5%  58.2%  58.0%   56.6%  61.4%
                                            B     b   BCD

Usually                       30     22     5     3     -      19     10       1     29        2      27       23       4       2        4     16      9      20     10
                           17.0%  19.6% 13.2% 13.6%         16.5%  17.2%    9.1%  17.8%    25.0%   16.7%    17.4%   11.8%   16.7%    10.3%  23.9%  13.0%   18.9%  14.3%
                                                                                                                                                o

Sometimes                     23     19     2     2     -      13     10       1     21        -      23       17       6       1        6     10      7      12     11
                           13.1%  17.0%  5.3%  9.1%         11.3%  17.2%    9.1%  12.9%            14.2%    12.9%   17.6%    8.3%    15.4%  14.9%  10.1%   11.3%  15.7%
                                      C

Never                         20     15     2     2     -      12      7       2     17        -      19       14       4       1        5      2     13      14      6
                           11.4%  13.4%  5.3%  9.1%         10.4%  12.1%   18.2%  10.4%            11.7%    10.6%   11.8%    8.3%    12.8%   3.0%  18.8%   13.2%   8.6%
                                      c                                                                                                  p             P

HEDIS/CAHPS SUMMARY RATE     133     78    34    18     3      90     41       8    125        8     120      101      24      10       28     55     49      80     53
- Always/Usually           75.6%  69.6% 89.5% 81.8%  100%   78.3%  70.7%   72.7%  76.7%   100.0%   74.1%    76.5%   70.6%   83.3%    71.8%  82.1%  71.0%   75.5%  75.7%
                                            B         BCD                                      K

HEDIS/CAHPS SUMMARY RATE     103     56    29    15     3      71     31       7     96        6      93       78      20       8       24     39     40      60     43
- Always                   58.5%  50.0% 76.3% 68.2%  100%   61.7%  53.4%   63.6%  58.9%    75.0%   57.4%    59.1%   58.8%   66.7%    61.5%  58.2%  58.0%   56.6%  61.4%
                                            B     b   BCD

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q21. What number would you use to rate your personal doctor?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               440    294    87    41     7     304    120      33    397       23     399      315      94      30      142    169    120     244    196

Total Valid Responses        425    287    84    41     7     296    116      31    388       20     390      311      89      30      138    164    118     242    183
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     15      7     3     -     -       8      4       2      9        3       9        4       5       -        4      5      2       2     13

10 - Best personal           204    128    44    25     4     153     47      12    189       10     185      154      41      12       75     72     55     112     92
doctor possible            48.0%  44.6% 52.4% 61.0% 57.1%   51.7%  40.5%   38.7%  48.7%    50.0%   47.4%    49.5%   46.1%   40.0%    54.3%  43.9%  46.6%   46.3%  50.3%
                                                  B             G                                                                        p

9                             62     43    11     7     -      42     17       7     54        2      58       43      15       3       21     26     13      35     27
                           14.6%  15.0% 13.1% 17.1%         14.2%  14.7%   22.6%  13.9%    10.0%   14.9%    13.8%   16.9%   10.0%    15.2%  15.9%  11.0%   14.5%  14.8%

8                             51     37    10     4     -      33     17       2     48        4      47       33      14       3       14     25     11      34     17
                           12.0%  12.9% 11.9%  9.8%         11.1%  14.7%    6.5%  12.4%    20.0%   12.1%    10.6%   15.7%   10.0%    10.1%  15.2%   9.3%   14.0%   9.3%

7                             38     26     7     3     1      22     13       4     34        1      36       26       9       4       15     12     11      21     17
                            8.9%   9.1%  8.3%  7.3% 14.3%    7.4%  11.2%   12.9%   8.8%     5.0%    9.2%     8.4%   10.1%   13.3%    10.9%   7.3%   9.3%    8.7%   9.3%

6                             23     18     4     -     1      14      9       2     21        3      19       16       5       4        3     11      9      13     10
                            5.4%   6.3%  4.8%       14.3%    4.7%   7.8%    6.5%   5.4%    15.0%    4.9%     5.1%    5.6%   13.3%     2.2%   6.7%   7.6%    5.4%   5.5%
                                                                                                                                                o      O

5                             16     13     3     -     -      11      5       1     15        -      16       14       2       -        3      6      7       8      8
                            3.8%   4.5%  3.6%                3.7%   4.3%    3.2%   3.9%             4.1%     4.5%    2.2%             2.2%   3.7%   5.9%    3.3%   4.4%

4                             11      9     -     2     -       4      6       2      9        -       9        9       -       1        3      5      3       8      3
                            2.6%   3.1%        4.9%          1.4%   5.2%    6.5%   2.3%             2.3%     2.9%            3.3%     2.2%   3.0%   2.5%    3.3%   1.6%
                                                                       f

3                              4      3     -     -     1       4      -       -      4        -       4        2       1       1        1      2      1       3      1
                            0.9%   1.0%             14.3%    1.4%                  1.0%             1.0%     0.6%    1.1%    3.3%     0.7%   1.2%   0.8%    1.2%   0.5%

2                              7      3     3     -     -       5      1       1      6        -       7        6       1       -        1      2      4       2      5
                            1.6%   1.0%  3.6%                1.7%   0.9%    3.2%   1.5%             1.8%     1.9%    1.1%             0.7%   1.2%   3.4%    0.8%   2.7%

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                                                                                                   (Continued)
                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q21. What number would you use to rate your personal doctor?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

1                              3      2     1     -     -       2      1       -      2        -       3        2       1       1        1      1      1       3      -
                            0.7%   0.7%  1.2%                0.7%   0.9%           0.5%             0.8%     0.6%    1.1%    3.3%     0.7%   0.6%   0.8%    1.2%       

0 - Worst personal             6      5     1     -     -       6      -       -      6        -       6        6       -       1        1      2      3       3      3
doctor possible             1.4%   1.7%  1.2%                2.0%                  1.5%             1.5%     1.9%            3.3%     0.7%   1.2%   2.5%    1.2%   1.6%

HEDIS/CAHPS SUMMARY RATE     317    208    65    36     4     228     81      21    291       16     290      230      70      18      110    123     79     181    136
- 8-10                     74.6%  72.5% 77.4% 87.8% 57.1%   77.0%  69.8%   67.7%  75.0%    80.0%   74.4%    74.0%   78.7%   60.0%    79.7%  75.0%  66.9%   74.8%  74.3%
                                                  B                                                                     n                Q

HEDIS/CAHPS SUMMARY RATE     266    171    55    32     4     195     64      19    243       12     243      197      56      15       96     98     68     147    119
- 9-10                     62.6%  59.6% 65.5% 78.0% 57.1%   65.9%  55.2%   61.3%  62.6%    60.0%   62.3%    63.3%   62.9%   50.0%    69.6%  59.8%  57.6%   60.7%  65.0%
                                                  B             G                                                                       pQ

Mean                        8.38   8.26  8.50  9.12  8.00    8.46   8.24    8.19   8.40     8.75    8.36     8.34    8.61    7.70     8.75   8.32   8.01    8.35   8.43

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q22. In the last 6 months, did you try to make any 
appointments to see a specialist?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               516    346    98    47     8     348    146      36    463       26     462      359     119      37      178    185    136     277    239

Total Valid Responses        502    343    97    45     8     344    143      36    457       26     456      357     115      36      177    183    134     274    228
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     14      3     1     2     -       4      3       -      6        -       6        2       4       1        1      2      2       3     11

Yes                          174    114    32    21     4     109     59      10    160       10     155      129      31      19       35     61     75      99     75
                           34.7%  33.2% 33.0% 46.7% 50.0%   31.7%  41.3%   27.8%  35.0%    38.5%   34.0%    36.1%   27.0%   52.8%    19.8%  33.3%  56.0%   36.1%  32.9%
                                                  b                    F                                        m              lM               O     OP

No                           328    229    65    24     4     235     84      26    297       16     301      228      84      17      142    122     59     175    153
                           65.3%  66.8% 67.0% 53.3% 50.0%   68.3%  58.7%   72.2%  65.0%    61.5%   66.0%    63.9%   73.0%   47.2%    80.2%  66.7%  44.0%   63.9%  67.1%
                                      d                         G                                               n      lN               PQ      Q

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q23. (GNC)In the last 6 months, how often was it easy to 
get appointments with specialists?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               174    114    32    21     4     109     59      10    160       10     155      129      31      19       35     61     75      99     75

Total Valid Responses        172    114    32    21     3     109     58      10    159       10     154      128      31      18       35     60     75      99     73
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      2      -     -     -     1       -      1       -      1        -       1        1       -       1        -      1      -       -      2

Always                        94     57    22    12     2      59     33       4     87        8      80       67      19      10       22     31     39      45     49
                           54.7%  50.0% 68.8% 57.1% 66.7%   54.1%  56.9%   40.0%  54.7%    80.0%   51.9%    52.3%   61.3%   55.6%    62.9%  51.7%  52.0%   45.5%  67.1%
                                            B                                                  K                                                                      R

Usually                       42     28     6     6     1      27     12       5     37        2      39       31       7       4       11     16     15      33      9
                           24.4%  24.6% 18.8% 28.6% 33.3%   24.8%  20.7%   50.0%  23.3%    20.0%   25.3%    24.2%   22.6%   22.2%    31.4%  26.7%  20.0%   33.3%  12.3%
                                                                               i                                                                               S

Sometimes                     22     18     2     2     -      15      7       1     21        -      21       18       2       2        1     10     11      11     11
                           12.8%  15.8%  6.3%  9.5%         13.8%  12.1%   10.0%  13.2%            13.6%    14.1%    6.5%   11.1%     2.9%  16.7%  14.7%   11.1%  15.1%
                                      c                                                                                                         O      O

Never                         14     11     2     1     -       8      6       -     14        -      14       12       3       2        1      3     10      10      4
                            8.1%   9.6%  6.3%  4.8%          7.3%  10.3%           8.8%             9.1%     9.4%    9.7%   11.1%     2.9%   5.0%  13.3%   10.1%   5.5%
                                                                                                                                                      Op

HEDIS/CAHPS SUMMARY RATE     136     85    28    18     3      86     45       9    124       10     119       98      26      14       33     47     54      78     58
- Always/Usually           79.1%  74.6% 87.5% 85.7%  100%   78.9%  77.6%   90.0%  78.0%   100.0%   77.3%    76.6%   83.9%   77.8%    94.3%  78.3%  72.0%   78.8%  79.5%
                                            b         BCd                                      K                                        PQ

HEDIS/CAHPS SUMMARY RATE      94     57    22    12     2      59     33       4     87        8      80       67      19      10       22     31     39      45     49
- Always                   54.7%  50.0% 68.8% 57.1% 66.7%   54.1%  56.9%   40.0%  54.7%    80.0%   51.9%    52.3%   61.3%   55.6%    62.9%  51.7%  52.0%   45.5%  67.1%
                                            B                                                  K                                                                      R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q24.  How many specialists have you seen in the last 6 
months?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               174    114    32    21     4     109     59      10    160       10     155      129      31      19       35     61     75      99     75

Total Valid Responses        170    114    32    20     3     107     58      10    158        9     153      128      30      17       35     60     74      99     71
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      4      -     -     1     1       2      1       -      2        1       2        1       1       2        -      1      1       -      4

None                          16     13     -     3     -      11      4       -     15        -      15       10       7       2        3      3     10       9      7
                            9.4%  11.4%       15.0%         10.3%   6.9%           9.5%             9.8%     7.8%   23.3%   11.8%     8.6%   5.0%  13.5%    9.1%   9.9%
                                                                                                                        l                              p

1 specialist                  88     62    20     6     -      56     30       5     82        5      79       70      12       9       24     36     27      53     35
                           51.8%  54.4% 62.5% 30.0%         52.3%  51.7%   50.0%  51.9%    55.6%   51.6%    54.7%   40.0%   52.9%    68.6%  60.0%  36.5%   53.5%  49.3%
                                      D     D                                                                                            Q      Q

2                             42     25     7     7     3      26     15       4     38        3      38       30       8       5        8     14     20      24     18
                           24.7%  21.9% 21.9% 35.0%  100%   24.3%  25.9%   40.0%  24.1%    33.3%   24.8%    23.4%   26.7%   29.4%    22.9%  23.3%  27.0%   24.2%  25.4%
                                                      BCD

3                             13      9     3     1     -       7      6       -     13        -      12       10       1       -        -      5      8       7      6
                            7.6%   7.9%  9.4%  5.0%          6.5%  10.3%           8.2%             7.8%     7.8%    3.3%                    8.3%  10.8%    7.1%   8.5%

4                              6      2     1     3     -       4      2       -      6        1       4        4       1       1        -      1      5       4      2
                            3.5%   1.8%  3.1% 15.0%          3.7%   3.4%           3.8%    11.1%    2.6%     3.1%    3.3%    5.9%            1.7%   6.8%    4.0%   2.8%

5 or more specialist           5      3     1     -     -       3      1       1      4        -       5        4       1       -        -      1      4       2      3
                            2.9%   2.6%  3.1%                2.8%   1.7%   10.0%   2.5%             3.3%     3.1%    3.3%                    1.7%   5.4%    2.0%   4.2%

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q25.  What number would you use to rate that specialist?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               154    101    32    17     3      96     54      10    143        9     138      118      23      15       32     57     64      90     64

Total Valid Responses        152     99    32    17     3      94     54      10    141        9     136      117      22      15       32     56     63      88     64
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      2      2     -     -     -       2      -       -      2        -       2        1       1       -        -      1      1       2      -

10 - Best specialist          76     45    19    10     2      47     28       4     71        4      66       58      11       8       17     29     30      41     35
possible                   50.0%  45.5% 59.4% 58.8% 66.7%   50.0%  51.9%   40.0%  50.4%    44.4%   48.5%    49.6%   50.0%   53.3%    53.1%  51.8%  47.6%   46.6%  54.7%

9                             19     12     5     2     -      14      4       2     17        1      18       14       4       2        5      5      8       9     10
                           12.5%  12.1% 15.6% 11.8%         14.9%   7.4%   20.0%  12.1%    11.1%   13.2%    12.0%   18.2%   13.3%    15.6%   8.9%  12.7%   10.2%  15.6%

8                             24     16     4     4     -      10     13       1     23        2      22       18       3       3        8      5     11      15      9
                           15.8%  16.2% 12.5% 23.5%         10.6%  24.1%   10.0%  16.3%    22.2%   16.2%    15.4%   13.6%   20.0%    25.0%   8.9%  17.5%   17.0%  14.1%
                                                                       F                                                                 p

7                             13      9     2     1     -       9      3       2     11        2      11       10       1       1        1      7      5       9      4
                            8.6%   9.1%  6.3%  5.9%          9.6%   5.6%   20.0%   7.8%    22.2%    8.1%     8.5%    4.5%    6.7%     3.1%  12.5%   7.9%   10.2%   6.3%
                                                                                                                                                o

6                              8      8     -     -     -       6      2       -      8        -       8        8       -       -        -      3      5       5      3
                            5.3%   8.1%                      6.4%   3.7%           5.7%             5.9%     6.8%                            5.4%   7.9%    5.7%   4.7%

5                              5      4     1     -     -       1      4       -      5        -       5        4       1       1        -      4      1       3      2
                            3.3%   4.0%  3.1%                1.1%   7.4%           3.5%             3.7%     3.4%    4.5%    6.7%            7.1%   1.6%    3.4%   3.1%
                                                                       f

4                              2      2     -     -     -       2      -       -      2        -       1        2       -       -        -      2      -       2      -
                            1.3%   2.0%                      2.1%                  1.4%             0.7%     1.7%                            3.6%           2.3%       

3                              1      -     -     -     1       1      -       -      1        -       1        -       1       -        -      -      1       -      1
                            0.7%                    33.3%    1.1%                  0.7%             0.7%             4.5%                           1.6%           1.6%

2                              1      -     1     -     -       1      -       -      1        -       1        -       1       -        -      1      -       1      -
                            0.7%         3.1%                1.1%                  0.7%             0.7%             4.5%                    1.8%           1.1%       

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                                                                                                   (Continued)
                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q25.  What number would you use to rate that specialist?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

1                              1      1     -     -     -       1      -       -      1        -       1        1       -       -        1      -      -       1      -
                            0.7%   1.0%                      1.1%                  0.7%             0.7%     0.9%                     3.1%                  1.1%       

0 - Worst specialist           2      2     -     -     -       2      -       1      1        -       2        2       -       -        -      -      2       2      -
possible                    1.3%   2.0%                      2.1%          10.0%   0.7%             1.5%     1.7%                                   3.2%    2.3%       

HEDIS/CAHPS SUMMARY RATE     119     73    28    16     2      71     45       7    111        7     106       90      18      13       30     39     49      65     54
- 8-10                     78.3%  73.7% 87.5% 94.1% 66.7%   75.5%  83.3%   70.0%  78.7%    77.8%   77.9%    76.9%   81.8%   86.7%    93.8%  69.6%  77.8%   73.9%  84.4%
                                            b     B                                                                                     PQ

HEDIS/CAHPS SUMMARY RATE      95     57    24    12     2      61     32       6     88        5      84       72      15      10       22     34     38      50     45
- 9-10                     62.5%  57.6% 75.0% 70.6% 66.7%   64.9%  59.3%   60.0%  62.4%    55.6%   61.8%    61.5%   68.2%   66.7%    68.8%  60.7%  60.3%   56.8%  70.3%
                                            b                                                                                                                         r

Mean                        8.56   8.34  9.00  9.24  7.67    8.45   8.76    8.00   8.59     8.78    8.51     8.52    8.50    8.93     8.97   8.43   8.46    8.30   8.92

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q26.  In the last 6 months, did you get any kind of care, 
tests or treatment through your health plan?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               516    346    98    47     8     348    146      36    463       26     462      359     119      37      178    185    136     277    239

Total Valid Responses        495    341    96    44     8     339    143      35    455       24     454      353     118      35      176    181    133     274    221
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     21      5     2     3     -       9      3       1      8        2       8        6       1       2        2      4      3       3     18

Yes                          239    156    51    27     3     153     79      15    221       10     222      170      61      22       72     81     83     159     80
                           48.3%  45.7% 53.1% 61.4% 37.5%   45.1%  55.2%   42.9%  48.6%    41.7%   48.9%    48.2%   51.7%   62.9%    40.9%  44.8%  62.4%   58.0%  36.2%
                                                  B                    F                                                        l                     OP       S

No                           256    185    45    17     5     186     64      20    234       14     232      183      57      13      104    100     50     115    141
                           51.7%  54.3% 46.9% 38.6% 62.5%   54.9%  44.8%   57.1%  51.4%    58.3%   51.1%    51.8%   48.3%   37.1%    59.1%  55.2%  37.6%   42.0%  63.8%
                                      D                         G                                               n                        Q      Q                     R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
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Q27. (GNC)In the last 6 months, how often was it easy to 
get the care, tests or treatment you thought you needed 
through your health plan?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               239    156    51    27     3     153     79      15    221       10     222      170      61      22       72     81     83     159     80

Total Valid Responses        237    154    51    27     3     151     79      14    220        9     221      169      60      21       71     80     83     157     80
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      2      2     -     -     -       2      -       1      1        1       1        1       1       1        1      1      -       2      -

Always                       127     80    29    16     1      87     37       6    118        5     119       93      30      10       46     43     37      89     38
                           53.6%  51.9% 56.9% 59.3% 33.3%   57.6%  46.8%   42.9%  53.6%    55.6%   53.8%    55.0%   50.0%   47.6%    64.8%  53.8%  44.6%   56.7%  47.5%
                                                                                                                                         Q

Usually                       54     35    12     6     -      31     20       4     50        2      52       38      14       4       16     19     18      34     20
                           22.8%  22.7% 23.5% 22.2%         20.5%  25.3%   28.6%  22.7%    22.2%   23.5%    22.5%   23.3%   19.0%    22.5%  23.8%  21.7%   21.7%  25.0%

Sometimes                     38     25     8     4     1      21     17       1     37        1      36       26      12       5        6     15     17      23     15
                           16.0%  16.2% 15.7% 14.8% 33.3%   13.9%  21.5%    7.1%  16.8%    11.1%   16.3%    15.4%   20.0%   23.8%     8.5%  18.8%  20.5%   14.6%  18.8%
                                                                                                                                                o      O

Never                         18     14     2     1     1      12      5       3     15        1      14       12       4       2        3      3     11      11      7
                            7.6%   9.1%  3.9%  3.7% 33.3%    7.9%   6.3%   21.4%   6.8%    11.1%    6.3%     7.1%    6.7%    9.5%     4.2%   3.8%  13.3%    7.0%   8.8%
                                                                                                                                                      OP

HEDIS/CAHPS SUMMARY RATE     181    115    41    22     1     118     57      10    168        7     171      131      44      14       62     62     55     123     58
- Always/Usually           76.4%  74.7% 80.4% 81.5% 33.3%   78.1%  72.2%   71.4%  76.4%    77.8%   77.4%    77.5%   73.3%   66.7%    87.3%  77.5%  66.3%   78.3%  72.5%
                                            e     e                                                                                      Q

HEDIS/CAHPS SUMMARY RATE     127     80    29    16     1      87     37       6    118        5     119       93      30      10       46     43     37      89     38
- Always                   53.6%  51.9% 56.9% 59.3% 33.3%   57.6%  46.8%   42.9%  53.6%    55.6%   53.8%    55.0%   50.0%   47.6%    64.8%  53.8%  44.6%   56.7%  47.5%
                                                                                                                                         Q

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q28.  In the last 6 months, did you look for any 
information in written materials or on the Internet about 
how your health plan works?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               516    346    98    47     8     348    146      36    463       26     462      359     119      37      178    185    136     277    239

Total Valid Responses        498    341    98    45     8     339    146      35    456       25     456      355     116      37      175    184    133     270    228
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     18      5     -     2     -       9      -       1      7        1       6        4       3       -        3      1      3       7     11

Yes                           79     47    18    11     3      44     35       7     72        6      69       57      16       9       28     21     30      39     40
                           15.9%  13.8% 18.4% 24.4% 37.5%   13.0%  24.0%   20.0%  15.8%    24.0%   15.1%    16.1%   13.8%   24.3%    16.0%  11.4%  22.6%   14.4%  17.5%
                                                                       F                                                                               P

No                           419    294    80    34     5     295    111      28    384       19     387      298     100      28      147    163    103     231    188
                           84.1%  86.2% 81.6% 75.6% 62.5%   87.0%  76.0%   80.0%  84.2%    76.0%   84.9%    83.9%   86.2%   75.7%    84.0%  88.6%  77.4%   85.6%  82.5%
                                                                G                                                                               Q

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q29. In the last 6 months, how often did the written 
materials or the Internet provide the information you 
needed about how your health plan works?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible                79     47    18    11     3      44     35       7     72        6      69       57      16       9       28     21     30      39     40

Total Valid Responses         79     47    18    11     3      44     35       7     72        6      69       57      16       9       28     21     30      39     40
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -

Always                        34     19    10     4     1      21     13       2     32        2      30       25       8       4       14     10     10      17     17
                           43.0%  40.4% 55.6% 36.4% 33.3%   47.7%  37.1%   28.6%  44.4%    33.3%   43.5%    43.9%   50.0%   44.4%    50.0%  47.6%  33.3%   43.6%  42.5%

Usually                       19     13     2     3     1      10      9       2     17        1      17       15       3       1       11      1      7       7     12
                           24.1%  27.7% 11.1% 27.3% 33.3%   22.7%  25.7%   28.6%  23.6%    16.7%   24.6%    26.3%   18.8%   11.1%    39.3%   4.8%  23.3%   17.9%  30.0%
                                      c                                                                                                  P             P

Sometimes                     19     10     6     3     -       7     12       1     18        3      16       12       5       4        2      8      9      11      8
                           24.1%  21.3% 33.3% 27.3%         15.9%  34.3%   14.3%  25.0%    50.0%   23.2%    21.1%   31.3%   44.4%     7.1%  38.1%  30.0%   28.2%  20.0%
                                                                       f                                                                        O      O

Never                          7      5     -     1     1       6      1       2      5        -       6        5       -       -        1      2      4       4      3
                            8.9%  10.6%        9.1% 33.3%   13.6%   2.9%   28.6%   6.9%             8.7%     8.8%                     3.6%   9.5%  13.3%   10.3%   7.5%
                                                                g

HEDIS/CAHPS SUMMARY RATE      53     32    12     7     2      31     22       4     49        3      47       40      11       5       25     11     17      24     29
- Always/Usually           67.1%  68.1% 66.7% 63.6% 66.7%   70.5%  62.9%   57.1%  68.1%    50.0%   68.1%    70.2%   68.8%   55.6%    89.3%  52.4%  56.7%   61.5%  72.5%
                                                                                                                                        PQ

HEDIS/CAHPS SUMMARY RATE      34     19    10     4     1      21     13       2     32        2      30       25       8       4       14     10     10      17     17
- Always                   43.0%  40.4% 55.6% 36.4% 33.3%   47.7%  37.1%   28.6%  44.4%    33.3%   43.5%    43.9%   50.0%   44.4%    50.0%  47.6%  33.3%   43.6%  42.5%

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q30.  In the last 6 months, did you try to get information 
or help from your health plan's customer service?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               516    346    98    47     8     348    146      36    463       26     462      359     119      37      178    185    136     277    239

Total Valid Responses        496    341    97    44     8     338    145      34    455       25     453      355     116      37      174    182    135     271    225
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     20      5     1     3     -      10      1       2      8        1       9        4       3       -        4      3      1       6     14

Yes                          108     73    25     5     4      62     44       7    100        6      97       78      21      11       41     32     35      63     45
                           21.8%  21.4% 25.8% 11.4% 50.0%   18.3%  30.3%   20.6%  22.0%    24.0%   21.4%    22.0%   18.1%   29.7%    23.6%  17.6%  25.9%   23.2%  20.0%
                                      d     D           D              F                                                                               p

No                           388    268    72    39     4     276    101      27    355       19     356      277      95      26      133    150    100     208    180
                           78.2%  78.6% 74.2% 88.6% 50.0%   81.7%  69.7%   79.4%  78.0%    76.0%   78.6%    78.0%   81.9%   70.3%    76.4%  82.4%  74.1%   76.8%  80.0%
                                                bCE             G                                                                               q

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
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Q31. (CS)In the last 6 months, how often did your health 
plan's customer service give you the information or help 
you needed?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               108     73    25     5     4      62     44       7    100        6      97       78      21      11       41     32     35      63     45

Total Valid Responses        106     73    24     4     4      61     43       7     98        6      96       76      21      11       41     32     33      62     44
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      2      -     1     1     -       1      1       -      2        -       1        2       -       -        -      -      2       1      1

Always                        43     27    13     2     1      28     15       2     41        2      40       28      13       1       18     16      9      21     22
                           40.6%  37.0% 54.2% 50.0% 25.0%   45.9%  34.9%   28.6%  41.8%    33.3%   41.7%    36.8%   61.9%    9.1%    43.9%  50.0%  27.3%   33.9%  50.0%
                                                                                                                N      LN                       q                     r

Usually                       26     17     6     1     1      13     12       2     23        1      24       20       2       7        8      7     11      19      7
                           24.5%  23.3% 25.0% 25.0% 25.0%   21.3%  27.9%   28.6%  23.5%    16.7%   25.0%    26.3%    9.5%   63.6%    19.5%  21.9%  33.3%   30.6%  15.9%
                                                                                                                M              LM                              s

Sometimes                     23     18     4     -     1      13      9       1     22        2      20       18       3       2       10      6      7      12     11
                           21.7%  24.7% 16.7%       25.0%   21.3%  20.9%   14.3%  22.4%    33.3%   20.8%    23.7%   14.3%   18.2%    24.4%  18.8%  21.2%   19.4%  25.0%

Never                         14     11     1     1     1       7      7       2     12        1      12       10       3       1        5      3      6      10      4
                           13.2%  15.1%  4.2% 25.0% 25.0%   11.5%  16.3%   28.6%  12.2%    16.7%   12.5%    13.2%   14.3%    9.1%    12.2%   9.4%  18.2%   16.1%   9.1%
                                      c

HEDIS/CAHPS SUMMARY RATE      69     44    19     3     2      41     27       4     64        3      64       48      15       8       26     23     20      40     29
- Always/Usually           65.1%  60.3% 79.2% 75.0% 50.0%   67.2%  62.8%   57.1%  65.3%    50.0%   66.7%    63.2%   71.4%   72.7%    63.4%  71.9%  60.6%   64.5%  65.9%
                                            b

HEDIS/CAHPS SUMMARY RATE      43     27    13     2     1      28     15       2     41        2      40       28      13       1       18     16      9      21     22
- Always                   40.6%  37.0% 54.2% 50.0% 25.0%   45.9%  34.9%   28.6%  41.8%    33.3%   41.7%    36.8%   61.9%    9.1%    43.9%  50.0%  27.3%   33.9%  50.0%
                                                                                                                N      LN                       q                     r

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q32. (CS)In the last 6 months, how often did your health 
plan's customer service staff treat you with courtesy and 
respect?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               108     73    25     5     4      62     44       7    100        6      97       78      21      11       41     32     35      63     45

Total Valid Responses        107     73    24     5     4      62     43       7     99        6      96       78      20      11       41     32     34      63     44
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      1      -     1     -     -       -      1       -      1        -       1        -       1       -        -      -      1       -      1

Always                        57     38    15     3     1      39     18       3     54        3      51       41      11       3       23     21     13      29     28
                           53.3%  52.1% 62.5% 60.0% 25.0%   62.9%  41.9%   42.9%  54.5%    50.0%   53.1%    52.6%   55.0%   27.3%    56.1%  65.6%  38.2%   46.0%  63.6%
                                                                G                                               n                               Q                     r

Usually                       28     18     6     2     1      10     16       3     24        2      25       21       4       6       12      5     11      20      8
                           26.2%  24.7% 25.0% 40.0% 25.0%   16.1%  37.2%   42.9%  24.2%    33.3%   26.0%    26.9%   20.0%   54.5%    29.3%  15.6%  32.4%   31.7%  18.2%
                                                                       F                                                       lM

Sometimes                     16     11     3     -     2      10      6       1     15        1      14       12       2       2        5      4      7      10      6
                           15.0%  15.1% 12.5%       50.0%   16.1%  14.0%   14.3%  15.2%    16.7%   14.6%    15.4%   10.0%   18.2%    12.2%  12.5%  20.6%   15.9%  13.6%

Never                          6      6     -     -     -       3      3       -      6        -       6        4       3       -        1      2      3       4      2
                            5.6%   8.2%                      4.8%   7.0%           6.1%             6.3%     5.1%   15.0%             2.4%   6.3%   8.8%    6.3%   4.5%

HEDIS/CAHPS SUMMARY RATE      85     56    21     5     2      49     34       6     78        5      76       62      15       9       35     26     24      49     36
- Always/Usually           79.4%  76.7% 87.5%  100% 50.0%   79.0%  79.1%   85.7%  78.8%    83.3%   79.2%    79.5%   75.0%   81.8%    85.4%  81.3%  70.6%   77.8%  81.8%
                                                BcE

HEDIS/CAHPS SUMMARY RATE      57     38    15     3     1      39     18       3     54        3      51       41      11       3       23     21     13      29     28
- Always                   53.3%  52.1% 62.5% 60.0% 25.0%   62.9%  41.9%   42.9%  54.5%    50.0%   53.1%    52.6%   55.0%   27.3%    56.1%  65.6%  38.2%   46.0%  63.6%
                                                                G                                               n                               Q                     r

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q33.  In the last 6 months, did your health plan give you 
any forms to fill out?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               516    346    98    47     8     348    146      36    463       26     462      359     119      37      178    185    136     277    239

Total Valid Responses        496    340    97    46     8     339    145      34    457       25     454      354     116      36      175    183    133     273    223
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     20      6     1     1     -       9      1       2      6        1       8        5       3       1        3      2      3       4     16

Yes                          102     72    22     7     -      75     24       9     92        2      96       72      28       8       40     40     22      64     38
                           20.6%  21.2% 22.7% 15.2%         22.1%  16.6%   26.5%  20.1%     8.0%   21.1%    20.3%   24.1%   22.2%    22.9%  21.9%  16.5%   23.4%  17.0%
                                                                                                       J                                                       s

No                           394    268    75    39     8     264    121      25    365       23     358      282      88      28      135    143    111     209    185
                           79.4%  78.8% 77.3% 84.8%  100%   77.9%  83.4%   73.5%  79.9%    92.0%   78.9%    79.7%   75.9%   77.8%    77.1%  78.1%  83.5%   76.6%  83.0%
                                                      BCD                                      K                                                                      r

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q34. In the last 6 months, how often were the forms from 
your health plan easy to fill out?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               496    340    97    46     8     339    145      34    457       25     454      354     116      36      175    183    133     273    223

Total Valid Responses        490    335    96    46     8     334    144      34    451       25     448      349     115      36      172    182    131     271    219
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      6      5     1     -     -       5      1       -      6        -       6        5       1       -        3      1      2       2      4

Always                       453    309    89    42     8     307    135      32    416       25     414      317     110      34      157    168    123     246    207
                           92.4%  92.2% 92.7% 91.3%  100%   91.9%  93.8%   94.1%  92.2%   100.0%   92.4%    90.8%   95.7%   94.4%    91.3%  92.3%  93.9%   90.8%  94.5%
                                                      BCD                                      K                        L

Usually                       16     14     2     -     -      12      3       -     16        -      15       14       3       1        8      6      2      12      4
                            3.3%   4.2%  2.1%                3.6%   2.1%           3.5%             3.3%     4.0%    2.6%    2.8%     4.7%   3.3%   1.5%    4.4%   1.8%
                                                                                                                                                               s

Sometimes                     18     10     4     4     -      13      5       2     16        -      16       17       1       1        5      7      6      11      7
                            3.7%   3.0%  4.2%  8.7%          3.9%   3.5%    5.9%   3.5%             3.6%     4.9%    0.9%    2.8%     2.9%   3.8%   4.6%    4.1%   3.2%
                                                                                                                M

Never                          3      2     1     -     -       2      1       -      3        -       3        1       1       -        2      1      -       2      1
                            0.6%   0.6%  1.0%                0.6%   0.7%           0.7%             0.7%     0.3%    0.9%             1.2%   0.5%           0.7%   0.5%

HEDIS/CAHPS SUMMARY RATE     469    323    91    42     8     319    138      32    432       25     429      331     113      35      165    174    125     258    211
- Always/Usually           95.7%  96.4% 94.8% 91.3%  100%   95.5%  95.8%   94.1%  95.8%   100.0%   95.8%    94.8%   98.3%   97.2%    95.9%  95.6%  95.4%   95.2%  96.3%
                                                      BCD                                      K                        L

HEDIS/CAHPS SUMMARY RATE     453    309    89    42     8     307    135      32    416       25     414      317     110      34      157    168    123     246    207
- Always                   92.4%  92.2% 92.7% 91.3%  100%   91.9%  93.8%   94.1%  92.2%   100.0%   92.4%    90.8%   95.7%   94.4%    91.3%  92.3%  93.9%   90.8%  94.5%
                                                      BCD                                      K                        L

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q35. What number would you use to rate your health plan? 

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               516    346    98    47     8     348    146      36    463       26     462      359     119      37      178    185    136     277    239

Total Valid Responses        472    322    93    44     8     325    136      34    435       22     433      333     113      34      167    173    127     249    223
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     44     24     5     3     -      23     10       2     28        4      29       26       6       3       11     12      9      28     16

10 - Best health plan        203    131    47    20     4     158     43      14    188       11     185      148      44       9       77     70     55      87    116
possible                   43.0%  40.7% 50.5% 45.5% 50.0%   48.6%  31.6%   41.2%  43.2%    50.0%   42.7%    44.4%   38.9%   26.5%    46.1%  40.5%  43.3%   34.9%  52.0%
                                            b                   G                                               N                                                     R

9                             72     49    13     7     2      53     17       6     66        4      63       54      13       5       29     28     15      35     37
                           15.3%  15.2% 14.0% 15.9% 25.0%   16.3%  12.5%   17.6%  15.2%    18.2%   14.5%    16.2%   11.5%   14.7%    17.4%  16.2%  11.8%   14.1%  16.6%

8                             89     64    17     8     -      52     34       4     83        3      86       58      28       6       33     34     20      59     30
                           18.9%  19.9% 18.3% 18.2%         16.0%  25.0%   11.8%  19.1%    13.6%   19.9%    17.4%   24.8%   17.6%    19.8%  19.7%  15.7%   23.7%  13.5%
                                                                       F                                                                                       S

7                             34     28     2     4     -      19     14       4     30        1      32       23      10       3       13     11      9      17     17
                            7.2%   8.7%  2.2%  9.1%          5.8%  10.3%   11.8%   6.9%     4.5%    7.4%     6.9%    8.8%    8.8%     7.8%   6.4%   7.1%    6.8%   7.6%
                                      C

6                             26     18     3     2     1      15      9       3     23        -      25       18       6       2        5     11     10      18      8
                            5.5%   5.6%  3.2%  4.5% 12.5%    4.6%   6.6%    8.8%   5.3%             5.8%     5.4%    5.3%    5.9%     3.0%   6.4%   7.9%    7.2%   3.6%
                                                                                                                                                       o       s

5                             28     18     7     1     1      14     13       1     27        2      24       19       5       7        8     14      6      19      9
                            5.9%   5.6%  7.5%  2.3% 12.5%    4.3%   9.6%    2.9%   6.2%     9.1%    5.5%     5.7%    4.4%   20.6%     4.8%   8.1%   4.7%    7.6%   4.0%
                                                                       f                                                       LM                              s

4                              5      3     2     -     -       5      -       -      5        1       4        2       2       1        -      2      3       4      1
                            1.1%   0.9%  2.2%                1.5%                  1.1%     4.5%    0.9%     0.6%    1.8%    2.9%            1.2%   2.4%    1.6%   0.4%

3                              6      4     1     1     -       1      5       -      6        -       5        6       1       1        2      1      2       5      1
                            1.3%   1.2%  1.1%  2.3%          0.3%   3.7%           1.4%             1.2%     1.8%    0.9%    2.9%     1.2%   0.6%   1.6%    2.0%   0.4%
                                                                       F

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                                                                                                   (Continued)
                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q35. What number would you use to rate your health plan? 

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

2                              3      2     1     -     -       2      1       -      3        -       3        1       2       -        -      2      1       1      2
                            0.6%   0.6%  1.1%                0.6%   0.7%           0.7%             0.7%     0.3%    1.8%                    1.2%   0.8%    0.4%   0.9%

1                              1      1     -     -     -       1      -       1      -        -       1        1       -       -        -      -      1       1      -
                            0.2%   0.3%                      0.3%           2.9%                    0.2%     0.3%                                   0.8%    0.4%       

0 - Worst health plan          5      4     -     1     -       5      -       1      4        -       5        3       2       -        -      -      5       3      2
possible                    1.1%   1.2%        2.3%          1.5%           2.9%   0.9%             1.2%     0.9%    1.8%                           3.9%    1.2%   0.9%

SUMMARY  - 0-3                15     11     2     2     -       9      6       2     13        -      14       11       5       1        2      3      9      10      5
                            3.2%   3.4%  2.2%  4.5%          2.8%   4.4%    5.9%   3.0%             3.2%     3.3%    4.4%    2.9%     1.2%   1.7%   7.1%    4.0%   2.2%
                                                                                                                                                      OP

SUMMARY - 4-7                 93     67    14     7     2      53     36       8     85        4      85       62      23      13       26     38     28      58     35
                           19.7%  20.8% 15.1% 15.9% 25.0%   16.3%  26.5%   23.5%  19.5%    18.2%   19.6%    18.6%   20.4%   38.2%    15.6%  22.0%  22.0%   23.3%  15.7%
                                                                       F                                                       Lm                              S

HEDIS/CAHPS SUMMARY RATE     364    244    77    35     6     263     94      24    337       18     334      260      85      20      139    132     90     181    183
- 8-10                     77.1%  75.8% 82.8% 79.5% 75.0%   80.9%  69.1%   70.6%  77.5%    81.8%   77.1%    78.1%   75.2%   58.8%    83.2%  76.3%  70.9%   72.7%  82.1%
                                                                G                                               N       n                Q                            R

HEDIS/CAHPS SUMMARY RATE     275    180    60    27     6     211     60      20    254       15     248      202      57      14      106     98     70     122    153
- 9-10                     58.3%  55.9% 64.5% 61.4% 75.0%   64.9%  44.1%   58.8%  58.4%    68.2%   57.3%    60.7%   50.4%   41.2%    63.5%  56.6%  55.1%   49.0%  68.6%
                                                                G                                              mN                                                     R

Mean                         8.4    8.3   8.6   8.5   8.6     8.6    8.0     8.2    8.4      8.7     8.4      8.5     8.2     7.6      8.8    8.4    8.0     8.1    8.8

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q36.  In general, how would you rate your overall health?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               516    346    98    47     8     348    146      36    463       26     462      359     119      37      178    185    136     277    239

Total Valid Responses        499    344    97    45     8     341    146      35    459       25     457      355     118      37      178    185    136     275    224
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     17      2     1     2     -       7      -       1      4        1       5        4       1       -        -      -      -       2     15

Excellent                     68     56    10     1     -      43     23       9     59        5      61       48      20       4       68      -      -      34     34
                           13.6%  16.3% 10.3%  2.2%         12.6%  15.8%   25.7%  12.9%    20.0%   13.3%    13.5%   16.9%   10.8%    38.2%                 12.4%  15.2%
                                      D     D                                  i

Very good                    110     88    16     5     -      72     35       9    101        7     100       79      22      11      110      -      -      73     37
                           22.0%  25.6% 16.5% 11.1%         21.1%  24.0%   25.7%  22.0%    28.0%   21.9%    22.3%   18.6%   29.7%    61.8%                 26.5%  16.5%
                                     CD                                                                                                                        S

Good                         185    132    37    13     2     127     55       4    179        7     175      141      37      11        -    185      -      95     90
                           37.1%  38.4% 38.1% 28.9% 25.0%   37.2%  37.7%   11.4%  39.0%    28.0%   38.3%    39.7%   31.4%   29.7%          100.0%          34.5%  40.2%
                                                                                      H                         m

Fair                          95     50    20    18     6      68     26       7     86        5      88       56      31      10        -      -     95      54     41
                           19.0%  14.5% 20.6% 40.0% 75.0%   19.9%  17.8%   20.0%  18.7%    20.0%   19.3%    15.8%   26.3%   27.0%                  69.9%   19.6%  18.3%
                                                 BC   BCD                                                               L

Poor                          41     18    14     8     -      31      7       6     34        1      33       31       8       1        -      -     41      19     22
                            8.2%   5.2% 14.4% 17.8%          9.1%   4.8%   17.1%   7.4%     4.0%    7.2%     8.7%    6.8%    2.7%                  30.1%    6.9%   9.8%
                                            B     B             g                                               N

HEDIS/CAHPS SUMMARY RATE     178    144    26     6     -     115     58      18    160       12     161      127      42      15      178      -      -     107     71
- Excellent/Very good      35.7%  41.9% 26.8% 13.3%         33.7%  39.7%   51.4%  34.9%    48.0%   35.2%    35.8%   35.6%   40.5%   100.0%                 38.9%  31.7%
                                     CD     D                                  i                                                                               s

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q37.  Do you now smoke cigarettes every day, some days, or 
not at all?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               516    346    98    47     8     348    146      36    463       26     462      359     119      37      178    185    136     277    239

Total Valid Responses        502    346    97    44     8     344    146      36    459       26     459      356     118      37      178    183    135     275    227
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     14      -     1     3     -       4      -       -      4        -       3        3       1       -        -      2      1       2     12

Every day                    149    101    30    17     1     112     35       8    138        6     137      116      23      11       40     61     47      87     62
                           29.7%  29.2% 30.9% 38.6% 12.5%   32.6%  24.0%   22.2%  30.1%    23.1%   29.8%    32.6%   19.5%   29.7%    22.5%  33.3%  34.8%   31.6%  27.3%
                                                  e             G                                               M                               O      O

Some days                     72     48    16     6     2      52     20       4     68        5      64       53      15       5       31     22     19      38     34
                           14.3%  13.9% 16.5% 13.6% 25.0%   15.1%  13.7%   11.1%  14.8%    19.2%   13.9%    14.9%   12.7%   13.5%    17.4%  12.0%  14.1%   13.8%  15.0%

Not at all                   272    193    49    21     5     172     91      23    247       14     251      183      79      21      105     97     67     144    128
                           54.2%  55.8% 50.5% 47.7% 62.5%   50.0%  62.3%   63.9%  53.8%    53.8%   54.7%    51.4%   66.9%   56.8%    59.0%  53.0%  49.6%   52.4%  56.4%
                                                                       F                                                L                q

Don't know                     9      4     2     -     -       8      -       1      6        1       7        4       1       -        2      3      2       6      3
                            1.8%   1.2%  2.1%                2.3%           2.8%   1.3%     3.8%    1.5%     1.1%    0.8%             1.1%   1.6%   1.5%    2.2%   1.3%

HEDIS/CAHPS SUMMARY RATE     221    149    46    23     3     164     55      12    206       11     201      169      38      16       71     83     66     125     96
- % Smokers                44.0%  43.1% 47.4% 52.3% 37.5%   47.7%  37.7%   33.3%  44.9%    42.3%   43.8%    47.5%   32.2%   43.2%    39.9%  45.4%  48.9%   45.5%  42.3%
                                                                G                                               M

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q38.  In the last 6 months, on how many visits were you 
advised to quit smoking by a doctor or other health 
provider in your plan?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               221    149    46    23     3     164     55      12    206       11     201      169      38      16       71     83     66     125     96

Total Valid Responses        206    143    38    22     3     152     52      10    193       11     186      157      35      16       67     80     58     117     89
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      3      -     3     -     -       2      1       -      3        -       3        1       2       -        -      -      3       1      2

None                          64     51     9     3     1      49     15       2     61        3      60       53       6       7       25     27     12      32     32
                           31.1%  35.7% 23.7% 13.6% 33.3%   32.2%  28.8%   20.0%  31.6%    27.3%   32.3%    33.8%   17.1%   43.8%    37.3%  33.8%  20.7%   27.4%  36.0%
                                      D                                                                         M               m        Q      q

1 visit                       45     31     8     5     1      30     15       2     43        4      39       30      11       4       16     20      9      30     15
                           21.8%  21.7% 21.1% 22.7% 33.3%   19.7%  28.8%   20.0%  22.3%    36.4%   21.0%    19.1%   31.4%   25.0%    23.9%  25.0%  15.5%   25.6%  16.9%

2 to 4 visits                 67     39    16    11     1      53     14       5     61        3      61       51      14       5       18     22     26      44     23
                           32.5%  27.3% 42.1% 50.0% 33.3%   34.9%  26.9%   50.0%  31.6%    27.3%   32.8%    32.5%   40.0%   31.3%    26.9%  27.5%  44.8%   37.6%  25.8%
                                            b     B                                                                                                   OP       s

5 to 9 visits                 22     16     4     2     -      15      5       1     20        1      18       17       2       -        7      7      8      10     12
                           10.7%  11.2% 10.5%  9.1%          9.9%   9.6%   10.0%  10.4%     9.1%    9.7%    10.8%    5.7%            10.4%   8.8%  13.8%    8.5%  13.5%

10 or more visits              8      6     1     1     -       5      3       -      8        -       8        6       2       -        1      4      3       1      7
                            3.9%   4.2%  2.6%  4.5%          3.3%   5.8%           4.1%             4.3%     3.8%    5.7%             1.5%   5.0%   5.2%    0.9%   7.9%
                                                                                                                                                                      R

Had no visits                 12      6     5     1     -      10      2       2     10        -      12       11       1       -        4      3      5       7      5

CURRENT YEAR SUMMARY         142     92    29    19     2     103     37       8    132        8     126      104      29       9       42     53     46      85     57
RATE - CURRENT YEAR ASTQ   68.9%  64.3% 76.3% 86.4% 66.7%   67.8%  71.2%   80.0%  68.4%    72.7%   67.7%    66.2%   82.9%   56.3%    62.7%  66.3%  79.3%   72.6%  64.0%
RATE                                              B                                                                    Ln                             Op

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q39.  On how many visits was medication recommended or 
discussed to assist you with quitting smoking (for example: 
nicotine gum, patch, nasal spray, inhaler, prescription 
medication)?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               221    149    46    23     3     164     55      12    206       11     201      169      38      16       71     83     66     125     96

Total Valid Responses        201    138    39    21     3     147     52      10    188       11     181      153      34      15       63     78     60     117     84
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      8      5     2     1     -       7      1       -      8        -       8        5       3       1        4      2      1       1      7

None                         121     90    23     8     -      89     31       7    113        5     112       98      16       8       44     51     26      74     47
                           60.2%  65.2% 59.0% 38.1%         60.5%  59.6%   70.0%  60.1%    45.5%   61.9%    64.1%   47.1%   53.3%    69.8%  65.4%  43.3%   63.2%  56.0%
                                      D                                                                         m                        Q      Q

1 visit                       43     26    10     6     1      30     13       1     42        4      38       30      10       3        8     16     19      25     18
                           21.4%  18.8% 25.6% 28.6% 33.3%   20.4%  25.0%   10.0%  22.3%    36.4%   21.0%    19.6%   29.4%   20.0%    12.7%  20.5%  31.7%   21.4%  21.4%
                                                                                                                                                       O

2 to 4 visits                 27     15     4     7     1      21      5       2     24        2      22       20       5       3        9      6     12      15     12
                           13.4%  10.9% 10.3% 33.3% 33.3%   14.3%   9.6%   20.0%  12.8%    18.2%   12.2%    13.1%   14.7%   20.0%    14.3%   7.7%  20.0%   12.8%  14.3%
                                                 BC                                                                                                    P

5 to 9 visits                  8      5     2     -     1       5      3       -      7        -       7        3       3       1        2      3      3       3      5
                            4.0%   3.6%  5.1%       33.3%    3.4%   5.8%           3.7%             3.9%     2.0%    8.8%    6.7%     3.2%   3.8%   5.0%    2.6%   6.0%

10 or more visits              2      2     -     -     -       2      -       -      2        -       2        2       -       -        -      2      -       -      2
                            1.0%   1.4%                      1.4%                  1.1%             1.1%     1.3%                            2.6%                  2.4%

Had no visits                 12      6     5     1     -      10      2       2     10        -      12       11       1       -        4      3      5       7      5

CURRENT YEAR SUMMARY          80     48    16    13     3      58     21       3     75        6      69       55      18       7       19     27     34      43     37
RATE - Discussing          39.8%  34.8% 41.0% 61.9%  100%   39.5%  40.4%   30.0%  39.9%    54.5%   38.1%    35.9%   52.9%   46.7%    30.2%  34.6%  56.7%   36.8%  44.0%
Smoking Cessation                                 B   BCD                                                               l                             OP
Medications              

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q40.  On how many visits did your doctor or health provider 
recommend or discuss methods and strategies (other than 
medications) to assist you with quitting smoking?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               221    149    46    23     3     164     55      12    206       11     201      169      38      16       71     83     66     125     96

Total Valid Responses        202    137    40    22     3     148     52      10    189       11     182      154      34      15       64     78     59     117     85
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      7      6     1     -     -       6      1       -      7        -       7        4       3       1        3      2      2       1      6

None                         130     92    24    12     2      96     33       7    122        5     121      103      17       7       46     49     34      71     59
                           64.4%  67.2% 60.0% 54.5% 66.7%   64.9%  63.5%   70.0%  64.6%    45.5%   66.5%    66.9%   50.0%   46.7%    71.9%  62.8%  57.6%   60.7%  69.4%
                                                                                                                m                        q

1 visit                       36     24     7     5     -      24     11       2     33        4      30       28       7       5        8     14     14      28      8
                           17.8%  17.5% 17.5% 22.7%         16.2%  21.2%   20.0%  17.5%    36.4%   16.5%    18.2%   20.6%   33.3%    12.5%  17.9%  23.7%   23.9%   9.4%
                                                                                                                                                               S

2 to 4 visits                 25     13     7     4     1      21      4       1     24        2      21       16       7       3        8      9      8      13     12
                           12.4%   9.5% 17.5% 18.2% 33.3%   14.2%   7.7%   10.0%  12.7%    18.2%   11.5%    10.4%   20.6%   20.0%    12.5%  11.5%  13.6%   11.1%  14.1%

5 to 9 visits                  7      4     2     1     -       4      3       -      6        -       6        3       3       -        1      3      3       4      3
                            3.5%   2.9%  5.0%  4.5%          2.7%   5.8%           3.2%             3.3%     1.9%    8.8%             1.6%   3.8%   5.1%    3.4%   3.5%

10 or more visits              4      4     -     -     -       3      1       -      4        -       4        4       -       -        1      3      -       1      3
                            2.0%   2.9%                      2.0%   1.9%           2.1%             2.2%     2.6%                     1.6%   3.8%           0.9%   3.5%

Had no visits                 12      6     5     1     -      10      2       2     10        -      12       11       1       -        4      3      5       7      5

CURRENT YEAR SUMMARY          72     45    16    10     1      52     19       3     67        6      61       51      17       8       18     29     25      46     26
RATE - Discussing          35.6%  32.8% 40.0% 45.5% 33.3%   35.1%  36.5%   30.0%  35.4%    54.5%   33.5%    33.1%   50.0%   53.3%    28.1%  37.2%  42.4%   39.3%  30.6%
Smoking Cessation                                                                                                       l                              o
Strategies               

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q41.  In the last 6 months, have you seen a doctor or other 
health provider 3 or more times for the same condition or 
problem?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               516    346    98    47     8     348    146      36    463       26     462      359     119      37      178    185    136     277    239

Total Valid Responses        496    343    97    43     8     341    145      35    457       26     455      355     115      36      176    183    132     270    226
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     20      3     1     4     -       7      1       1      6        -       7        4       4       1        2      2      4       7     13

Yes                          184    109    43    24     6     125     56      12    169        7     170      131      41      15       32     62     87      98     86
                           37.1%  31.8% 44.3% 55.8% 75.0%   36.7%  38.6%   34.3%  37.0%    26.9%   37.4%    36.9%   35.7%   41.7%    18.2%  33.9%  65.9%   36.3%  38.1%
                                            B     B    Bc                                                                                       O     OP

No                           312    234    54    19     2     216     89      23    288       19     285      224      74      21      144    121     45     172    140
                           62.9%  68.2% 55.7% 44.2% 25.0%   63.3%  61.4%   65.7%  63.0%    73.1%   62.6%    63.1%   64.3%   58.3%    81.8%  66.1%  34.1%   63.7%  61.9%
                                    CDE     e                                                                                           PQ      Q

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q42.  Is this a condition or problem that has lasted for at 
least 3 months?  Do not include pregnancy or menopause.

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               184    109    43    24     6     125     56      12    169        7     170      131      41      15       32     62     87      98     86

Total Valid Responses        181    109    42    23     6     123     56      12    167        6     169      129      41      15       32     62     85      96     85
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      3      -     1     1     -       2      -       -      2        1       1        2       -       -        -      -      2       2      1

Yes                          145     81    37    21     5      98     45      11    132        6     135      102      33      14       16     48     79      73     72
                           80.1%  74.3% 88.1% 91.3% 83.3%   79.7%  80.4%   91.7%  79.0%   100.0%   79.9%    79.1%   80.5%   93.3%    50.0%  77.4%  92.9%   76.0%  84.7%
                                            B     B                                            K                                l               O     OP

No                            36     28     5     2     1      25     11       1     35        -      34       27       8       1       16     14      6      23     13
                           19.9%  25.7% 11.9%  8.7% 16.7%   20.3%  19.6%    8.3%  21.0%            20.1%    20.9%   19.5%    6.7%    50.0%  22.6%   7.1%   24.0%  15.3%
                                     CD                                                                         n                       PQ      Q

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q43.  Do you now need or take medicine prescribed by a 
doctor?  Do not include birth control.

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               516    346    98    47     8     348    146      36    463       26     462      359     119      37      178    185    136     277    239

Total Valid Responses        496    343    97    44     8     341    145      35    457       25     456      356     116      36      177    183    132     270    226
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     20      3     1     3     -       7      1       1      6        1       6        3       3       1        1      2      4       7     13

Yes                          292    172    73    39     6     196     91      19    272       11     274      222      55      22       74    105    111     172    120
                           58.9%  50.1% 75.3% 88.6% 75.0%   57.5%  62.8%   54.3%  59.5%    44.0%   60.1%    62.4%   47.4%   61.1%    41.8%  57.4%  84.1%   63.7%  53.1%
                                            B    BC                                                             M                               O     OP       S

No                           204    171    24     5     2     145     54      16    185       14     182      134      61      14      103     78     21      98    106
                           41.1%  49.9% 24.7% 11.4% 25.0%   42.5%  37.2%   45.7%  40.5%    56.0%   39.9%    37.6%   52.6%   38.9%    58.2%  42.6%  15.9%   36.3%  46.9%
                                     CD     D                                                                           L               PQ      Q                     R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q44.  Is this to treat a condition that has lasted for at 
least 3 months?  Do not include pregnancy or menopause.

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               292    172    73    39     6     196     91      19    272       11     274      222      55      22       74    105    111     172    120

Total Valid Responses        285    168    71    38     6     192     89      19    265       11     268      217      53      22       72    103    109     167    118
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      7      4     2     1     -       4      2       -      7        -       6        5       2       -        2      2      2       5      2

Yes                          253    144    66    37     4     167     82      17    235       10     238      196      44      20       63     91     98     152    101
                           88.8%  85.7% 93.0% 97.4% 66.7%   87.0%  92.1%   89.5%  88.7%    90.9%   88.8%    90.3%   83.0%   90.9%    87.5%  88.3%  89.9%   91.0%  85.6%
                                            b     B

No                            32     24     5     1     2      25      7       2     30        1      30       21       9       2        9     12     11      15     17
                           11.2%  14.3%  7.0%  2.6% 33.3%   13.0%   7.9%   10.5%  11.3%     9.1%   11.2%     9.7%   17.0%    9.1%    12.5%  11.7%  10.1%    9.0%  14.4%
                                     cD

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q45.  What is your age?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               516    346    98    47     8     348    146      36    463       26     462      359     119      37      178    185    136     277    239

Total Valid Responses        499    346    98    47     8     346    145      32    462       25     457      356     119      37      176    184    134     273    226
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     17      -     -     -     -       2      1       4      1        1       5        3       -       -        2      1      2       4     13

18 to 24                     162    162     -     -     -     126     32      20    141        8     148      122      35       9       77     63     21      97     65
                           32.5%  46.8%                     36.4%  22.1%   62.5%  30.5%    32.0%   32.4%    34.3%   29.4%   24.3%    43.8%  34.2%  15.7%   35.5%  28.8%

25 to 34                     184    184     -     -     -     114     69       2    180       11     168      130      41      18       67     69     47      90     94
                           36.9%  53.2%                     32.9%  47.6%    6.3%  39.0%    44.0%   36.8%    36.5%   34.5%   48.6%    38.1%  37.5%  35.1%   33.0%  41.6%

35 to 44                      98      -    98     -     -      64     32       4     93        3      92       68      26       5       26     37     34      51     47
                           19.6%         100%               18.5%  22.1%   12.5%  20.1%    12.0%   20.1%    19.1%   21.8%   13.5%    14.8%  20.1%  25.4%   18.7%  20.8%

45 to 54                      47      -     -    47     -      37      9       4     42        2      42       32      15       3        6     13     26      32     15
                            9.4%               100%         10.7%   6.2%   12.5%   9.1%     8.0%    9.2%     9.0%   12.6%    8.1%     3.4%   7.1%  19.4%   11.7%   6.6%

55 to 64                       8      -     -     -     8       5      3       2      6        1       7        4       2       2        -      2      6       3      5
                            1.6%                     100%    1.4%   2.1%    6.3%   1.3%     4.0%    1.5%     1.1%    1.7%    5.4%            1.1%   4.5%    1.1%   2.2%

65 to 74                       -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -
                                                                                                                                                                       

75 or older                    -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -
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Q46.  Are you male or female?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               516    346    98    47     8     348    146      36    463       26     462      359     119      37      178    185    136     277    239

Total Valid Responses        499    343    97    46     8     344    144      36    463       25     457      356     117      37      178    183    133     272    227
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     17      3     1     1     -       4      2       -      -        1       5        3       2       -        -      2      3       5     12

Male                          36     22     4     4     2      28      3      36      -        3      30       29       5       3       18      4     13      22     14
                            7.2%   6.4%  4.1%  8.7% 25.0%    8.1%   2.1%  100.0%           12.0%    6.6%     8.1%    4.3%    8.1%    10.1%   2.2%   9.8%    8.1%   6.2%

Female                       463    321    93    42     6     316    141       -    463       22     427      327     112      34      160    179    120     250    213
                           92.8%  93.6% 95.9% 91.3% 75.0%   91.9%  97.9%         100.0%    88.0%   93.4%    91.9%   95.7%   91.9%    89.9%  97.8%  90.2%   91.9%  93.8%
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Q47.  What is the highest grade or level of school that you 
have completed?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               516    346    98    47     8     348    146      36    463       26     462      359     119      37      178    185    136     277    239

Total Valid Responses        494    341    96    46     8     348    146      31    457       25     454      350     119      36      173    182    132     267    227
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     22      5     2     1     -       -      -       5      6        1       8        9       -       1        5      3      4      10     12

8th grade or less             10      2     3     2     2      10      -       1      8        1       8        5       3       2        1      4      4       4      6
                            2.0%   0.6%  3.1%  4.3% 25.0%    2.9%           3.2%   1.8%     4.0%    1.8%     1.4%    2.5%    5.6%     0.6%   2.2%   3.0%    1.5%   2.6%

Some high school, but        124     91    22    10     1     124      -      12    111        9     111       90      29       9       37     48     38      67     57
did not graduate           25.1%  26.7% 22.9% 21.7% 12.5%   35.6%          38.7%  24.3%    36.0%   24.4%    25.7%   24.4%   25.0%    21.4%  26.4%  28.8%   25.1%  25.1%

High school graduate or      214    147    39    25     2     214      -      15    197        6     201      154      51      10       77     75     57     118     96
GED                        43.3%  43.1% 40.6% 54.3% 25.0%   61.5%          48.4%  43.1%    24.0%   44.3%    44.0%   42.9%   27.8%    44.5%  41.2%  43.2%   44.2%  42.3%

Some college or 2-year       136     94    29     9     3       -    136       3    131        9     124       92      34      14       53     53     30      73     63
degree                     27.5%  27.6% 30.2% 19.6% 37.5%          93.2%    9.7%  28.7%    36.0%   27.3%    26.3%   28.6%   38.9%    30.6%  29.1%  22.7%   27.3%  27.8%

4-year college graduate        5      3     2     -     -       -      5       -      5        -       5        4       1       -        2      1      2       2      3
                            1.0%   0.9%  2.1%                       3.4%           1.1%             1.1%     1.1%    0.8%             1.2%   0.5%   1.5%    0.7%   1.3%

More than 4-year college       5      4     1     -     -       -      5       -      5        -       5        5       1       1        3      1      1       3      2
degree                      1.0%   1.2%  1.0%                       3.4%           1.1%             1.1%     1.4%    0.8%    2.8%     1.7%   0.5%   0.8%    1.1%   0.9%
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Q48.  Are you of Hispanic or Latino origin or descent?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               516    346    98    47     8     348    146      36    463       26     462      359     119      37      178    185    136     277    239

Total Valid Responses        488    335    95    44     8     336    143      33    449       26     462      346     117      37      173    182    127     267    221
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     28     11     3     3     -      12      3       3     14        -       -       13       2       -        5      3      9      10     18

Yes, Hispanic or Latino       26     19     3     2     1      16      9       3     22       26       -        7       3       9       12      7      6      14     12
                            5.3%   5.7%  3.2%  4.5% 12.5%    4.8%   6.3%    9.1%   4.9%   100.0%             2.0%    2.6%   24.3%     6.9%   3.8%   4.7%    5.2%   5.4%

No, not Hispanic or          462    316    92    42     7     320    134      30    427        -     462      339     114      28      161    175    121     253    209
Latino                     94.7%  94.3% 96.8% 95.5% 87.5%   95.2%  93.7%   90.9%  95.1%           100.0%    98.0%   97.4%   75.7%    93.1%  96.2%  95.3%   94.8%  94.6%
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Q49.  What is your race?  Please mark one or more.

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               516    346    98    47     8     348    146      36    463       26     462      359     119      37      178    185    136     277    239

Total Valid Responses        519    359    99    50     8     354    155      38    476       19     485      383     144      64      188    189    137     291    228

Total Respondents            485    333    95    47     7     339    136      35    445       17     453      359     119      37      172    179    129     269    216
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

White                        359    252    68    32     4     249    101      29    327        7     339      359      10      11      127    141     87     201    158
                           74.0%  75.7% 71.6% 68.1% 57.1%   73.5%  74.3%   82.9%  73.5%    41.2%   74.8%   100.0%    8.4%   29.7%    73.8%  78.8%  67.4%   74.7%  73.1%

Black or African-            119     76    26    15     2      83     36       5    112        3     114       10     119      12       42     37     39      61     58
American                   24.5%  22.8% 27.4% 31.9% 28.6%   24.5%  26.5%   14.3%  25.2%    17.6%   25.2%     2.8%  100.0%   32.4%    24.4%  20.7%  30.2%   22.7%  26.9%

Asian                          4      3     -     1     -       3      1       -      4        -       4        1       3       4        1      1      2       3      1
                            0.8%   0.9%        2.1%          0.9%   0.7%           0.9%             0.9%     0.3%    2.5%   10.8%     0.6%   0.6%   1.6%    1.1%   0.5%

Native Hawaiian or other       2      2     -     -     -       1      1       1      1        -       2        1       1       2        2      -      -       2      -
Pacific Islander            0.4%   0.6%                      0.3%   0.7%    2.9%   0.2%             0.4%     0.3%    0.8%    5.4%     1.2%                  0.7%       

American Indian or            18     13     3     1     1       7     11       2     16        -      18        9       8      18        7      5      6      11      7
Alaska Native               3.7%   3.9%  3.2%  2.1% 14.3%    2.1%   8.1%    5.7%   3.6%             4.0%     2.5%    6.7%   48.6%     4.1%   2.8%   4.7%    4.1%   3.2%

Other                         17     13     2     1     1      11      5       1     16        9       8        3       3      17        9      5      3      13      4
                            3.5%   3.9%  2.1%  2.1% 14.3%    3.2%   3.7%    2.9%   3.6%    52.9%    1.8%     0.8%    2.5%   45.9%     5.2%   2.8%   2.3%    4.8%   1.9%

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 53

                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q50.  Did someone help you complete this survey?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               277    187    51    32     3     189     78      22    250       14     253      201      61      25      107     95     73     277      -

Total Valid Responses        273    185    51    31     3     187     77      21    248       14     250      200      59      25      107     94     70     273      -
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0%       

No Answer                      4      2     -     1     -       2      1       1      2        -       3        1       2       -        -      1      3       4      -

Yes                           14     10     3     -     -      12      -       7      7        1      12       10       2       3       10      1      3      14      -
                            5.1%   5.4%  5.9%                6.4%          33.3%   2.8%     7.1%    4.8%     5.0%    3.4%   12.0%     9.3%   1.1%   4.3%    5.1%       

No                           259    175    48    31     3     175     77      14    241       13     238      190      57      22       97     93     67     259      -
                           94.9%  94.6% 94.1%  100%  100%   93.6% 100.0%   66.7%  97.2%    92.9%   95.2%    95.0%   96.6%   88.0%    90.7%  98.9%  95.7%   94.9%       
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Q51.  How did that person help you?  Mark all that apply.

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible                15     11     3     -     -      13      -       8      7        1      13       11       2       3       11      1      3      14      1

Total Valid Responses         19     15     3     -     -      17      -      10      9        2      16       12       3       6       13      3      3      17      2

Total Respondents             15     11     3     -     -      13      -       8      7        1      13       11       2       3       11      1      3      14      1
                          100.0%   100%  100%              100.0%         100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

Read the questions to me       6      5     1     -     -       6      -       3      3        1       5        4       1       2        4      1      1       5      1
                           40.0%  45.5% 33.3%               46.2%          37.5%  42.9%   100.0%   38.5%    36.4%   50.0%   66.7%    36.4% 100.0%  33.3%   35.7% 100.0%

Wrote down the answers I       6      5     1     -     -       6      -       3      3        1       5        4       1       2        4      1      1       5      1
gave                       40.0%  45.5% 33.3%               46.2%          37.5%  42.9%   100.0%   38.5%    36.4%   50.0%   66.7%    36.4% 100.0%  33.3%   35.7% 100.0%

Answered the questions         4      3     -     -     -       3      -       4      -        -       4        2       1       1        4      -      -       4      -
for me                     26.7%  27.3%                     23.1%          50.0%                   30.8%    18.2%   50.0%   33.3%    36.4%                 28.6%       

Translated the questions       1      1     -     -     -       1      -       -      1        -       1        -       -       1        -      1      -       1      -
into my language            6.7%   9.1%                      7.7%                 14.3%             7.7%                    33.3%          100.0%           7.1%       

Helped in some other way       2      1     1     -     -       1      -       -      2        -       1        2       -       -        1      -      1       2      -
                           13.3%   9.1% 33.3%                7.7%                 28.6%             7.7%    18.2%                     9.1%         33.3%   14.3%       
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Q35a.  Would you recommend your health plan to your family 
or friends? (LOYALTY QUESTION 1)

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               516    346    98    47     8     348    146      36    463       26     462      359     119      37      178    185    136     277    239

Total Valid Responses        372    259    67    37     4     253    108      30    337       19     342      261      92      26      137    135     98     263    109
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    144     87    31    10     4      95     38       6    126        7     120       98      27      11       41     50     38      14    130

Definitely Yes               219    148    43    24     2     167     47      17    198       10     204      156      53      12       87     71     59     141     78
                           58.9%  57.1% 64.2% 64.9% 50.0%   66.0%  43.5%   56.7%  58.8%    52.6%   59.6%    59.8%   57.6%   46.2%    63.5%  52.6%  60.2%   53.6%  71.6%

Probably Yes                 130     95    21    10     2      71     54      10    119        8     116       89      32       9       45     57     28     101     29
                           34.9%  36.7% 31.3% 27.0% 50.0%   28.1%  50.0%   33.3%  35.3%    42.1%   33.9%    34.1%   34.8%   34.6%    32.8%  42.2%  28.6%   38.4%  26.6%

Probably Not                  18     11     3     3     -      11      6       2     16        1      17       12       6       5        4      6      8      17      1
                            4.8%   4.2%  4.5%  8.1%          4.3%   5.6%    6.7%   4.7%     5.3%    5.0%     4.6%    6.5%   19.2%     2.9%   4.4%   8.2%    6.5%   0.9%

Definitely Not                 5      5     -     -     -       4      1       1      4        -       5        4       1       -        1      1      3       4      1
                            1.3%   1.9%                      1.6%   0.9%    3.3%   1.2%             1.5%     1.5%    1.1%             0.7%   0.7%   3.1%    1.5%   0.9%

TMG SUMMARY RATE -           349    243    64    34     4     238    101      27    317       18     320      245      85      21      132    128     87     242    107
Definitely Yes/Probably    93.8%  93.8% 95.5% 91.9%  100%   94.1%  93.5%   90.0%  94.1%    94.7%   93.6%    93.9%   92.4%   80.8%    96.4%  94.8%  88.8%   92.0%  98.2%
Yes                      
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Q35b.  Do you intend to switch to a different health plan 
when you next have an opportunity? (LOYALTY QUESTION 2)

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               516    346    98    47     8     348    146      36    463       26     462      359     119      37      178    185    136     277    239

Total Valid Responses        377    264    69    36     4     257    110      28    344       21     344      265      92      28      141    137     96     269    108
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    139     82    29    11     4      91     36       8    119        5     118       94      27       9       37     48     40       8    131

Definitely Not               157    102    30    19     3     117     34      13    140        5     146      111      38      11       60     48     49     106     51
                           41.6%  38.6% 43.5% 52.8% 75.0%   45.5%  30.9%   46.4%  40.7%    23.8%   42.4%    41.9%   41.3%   39.3%    42.6%  35.0%  51.0%   39.4%  47.2%

Probably Not                 151    110    25    15     1      96     51      10    140       13     134      104      40      11       54     64     33     117     34
                           40.1%  41.7% 36.2% 41.7% 25.0%   37.4%  46.4%   35.7%  40.7%    61.9%   39.0%    39.2%   43.5%   39.3%    38.3%  46.7%  34.4%   43.5%  31.5%

Probably Yes                  48     36    11     1     -      31     17       5     43        2      45       33      12       6       19     17     11      31     17
                           12.7%  13.6% 15.9%  2.8%         12.1%  15.5%   17.9%  12.5%     9.5%   13.1%    12.5%   13.0%   21.4%    13.5%  12.4%  11.5%   11.5%  15.7%

Definitely Yes                21     16     3     1     -      13      8       -     21        1      19       17       2       -        8      8      3      15      6
                            5.6%   6.1%  4.3%  2.8%          5.1%   7.3%           6.1%     4.8%    5.5%     6.4%    2.2%             5.7%   5.8%   3.1%    5.6%   5.6%

TMG SUMMARY RATE -           308    212    55    34     4     213     85      23    280       18     280      215      78      22      114    112     82     223     85
Definitely Not/Probably    81.7%  80.3% 79.7% 94.4%  100%   82.9%  77.3%   82.1%  81.4%    85.7%   81.4%    81.1%   84.8%   78.6%    80.9%  81.8%  85.4%   82.9%  78.7%
Not                      
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LOYALTY 

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               346    242    64    32     4     237    100      27    316       18     318      239      87      25      129    126     89     239    107

Total Valid Responses        346    242    64    32     4     237    100      27    316       18     318      239      87      25      129    126     89     239    107
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

LOYALTY ZONE                 178    116    37    20     3     133     40      15    161        8     165      124      44      10       69     60     49     112     66
                           51.4%  47.9% 57.8% 62.5% 75.0%   56.1%  40.0%   55.6%  50.9%    44.4%   51.9%    51.9%   50.6%   40.0%    53.5%  47.6%  55.1%   46.9%  61.7%

INDIFFERENT ZONE             164    123    26    12     1     102     58      12    151       10     149      111      43      15       59     65     38     124     40
                           47.4%  50.8% 40.6% 37.5% 25.0%   43.0%  58.0%   44.4%  47.8%    55.6%   46.9%    46.4%   49.4%   60.0%    45.7%  51.6%  42.7%   51.9%  37.4%

DEFECTION ZONE                 4      3     1     -     -       2      2       -      4        -       4        4       -       -        1      1      2       3      1
                            1.2%   1.2%  1.6%                0.8%   2.0%           1.3%             1.3%     1.7%                     0.8%   0.8%   2.2%    1.3%   0.9%
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Q4a.  In the last 6 months, how many times did you go to an 
emergency room to get care for yourself?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               246    164    47    22     5     162     76      14    223       11     222      176      51      19       63     92     83     149     97

Total Valid Responses        188    133    31    17     3     120     62      12    171        9     172      136      39      16       58     71     57     149     39
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     58     31    16     5     2      42     14       2     52        2      50       40      12       3        5     21     26       -     58

None                          68     45    11    10     2      44     23       6     61        4      63       56       8       6       20     27     21      61      7
                           36.2%  33.8% 35.5% 58.8% 66.7%   36.7%  37.1%   50.0%  35.7%    44.4%   36.6%    41.2%   20.5%   37.5%    34.5%  38.0%  36.8%   40.9%  17.9%

1                             56     40    11     3     1      38     16       3     52        3      51       36      15       6       23     17     15      45     11
                           29.8%  30.1% 35.5% 17.6% 33.3%   31.7%  25.8%   25.0%  30.4%    33.3%   29.7%    26.5%   38.5%   37.5%    39.7%  23.9%  26.3%   30.2%  28.2%

2                             34     26     4     4     -      22     12       -     33        1      32       24       9       1        8     19      7      23     11
                           18.1%  19.5% 12.9% 23.5%         18.3%  19.4%          19.3%    11.1%   18.6%    17.6%   23.1%    6.3%    13.8%  26.8%  12.3%   15.4%  28.2%

3                             14     10     3     -     -       9      4       2     11        1      12        7       6       2        5      4      5      12      2
                            7.4%   7.5%  9.7%                7.5%   6.5%   16.7%   6.4%    11.1%    7.0%     5.1%   15.4%   12.5%     8.6%   5.6%   8.8%    8.1%   5.1%

4                              5      4     -     -     -       3      1       1      4        -       5        5       -       -        1      -      4       4      1
                            2.7%   3.0%                      2.5%   1.6%    8.3%   2.3%             2.9%     3.7%                     1.7%          7.0%    2.7%   2.6%

5 to 9                         7      6     1     -     -       4      3       -      7        -       7        6       1       1        1      3      3       3      4
                            3.7%   4.5%  3.2%                3.3%   4.8%           4.1%             4.1%     4.4%    2.6%    6.3%     1.7%   4.2%   5.3%    2.0%  10.3%

10 or more                     4      2     1     -     -       -      3       -      3        -       2        2       -       -        -      1      2       1      3
                            2.1%   1.5%  3.2%                       4.8%           1.8%             1.2%     1.5%                            1.4%   3.5%    0.7%   7.7%
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Q12a.  What number would you use to rate the ease of 
getting access to the medical care you needed in the last 6 
months?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               406    277    74    38     6     272    121      22    372       19     368      282      93      31      133    150    112     229    177

Total Valid Responses        306    216    51    30     3     207     90      18    281       15     280      211      73      25      108    113     81     226     80
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    100     61    23     8     3      65     31       4     91        4      88       71      20       6       25     37     31       3     97

10 - Best possible           119     78    24    14     2      84     33       6    110        6     107       85      29       6       50     39     29      77     42
                           38.9%  36.1% 47.1% 46.7% 66.7%   40.6%  36.7%   33.3%  39.1%    40.0%   38.2%    40.3%   39.7%   24.0%    46.3%  34.5%  35.8%   34.1%  52.5%
                                                                                                                n                        p                            R

9                             37     28     3     4     1      21     14       4     33        -      36       29       7       3       14     16      7      31      6
                           12.1%  13.0%  5.9% 13.3% 33.3%   10.1%  15.6%   22.2%  11.7%            12.9%    13.7%    9.6%   12.0%    13.0%  14.2%   8.6%   13.7%   7.5%
                                      c                                                                                                                        s

8                             48     38     4     6     -      37     11       4     43        3      45       27      16       5       19     13     15      35     13
                           15.7%  17.6%  7.8% 20.0%         17.9%  12.2%   22.2%  15.3%    20.0%   16.1%    12.8%   21.9%   20.0%    17.6%  11.5%  18.5%   15.5%  16.3%
                                      C                                                                                 l

7                             37     30     7     -     -      24     13       1     36        1      36       28       7       2       13     18      6      31      6
                           12.1%  13.9% 13.7%               11.6%  14.4%    5.6%  12.8%     6.7%   12.9%    13.3%    9.6%    8.0%    12.0%  15.9%   7.4%   13.7%   7.5%
                                                                                                                                                q              s

6                             19     15     2     2     -      11      8       -     19        2      17       12       4       3        6      8      5      15      4
                            6.2%   6.9%  3.9%  6.7%          5.3%   8.9%           6.8%    13.3%    6.1%     5.7%    5.5%   12.0%     5.6%   7.1%   6.2%    6.6%   5.0%

5                             20     15     3     1     -      13      5       2     17        -      18       12       5       4        4     12      4      16      4
                            6.5%   6.9%  5.9%  3.3%          6.3%   5.6%   11.1%   6.0%             6.4%     5.7%    6.8%   16.0%     3.7%  10.6%   4.9%    7.1%   5.0%
                                                                                                                                                O

4                             10      4     5     1     -       7      3       -     10        3       7        6       3       1        2      3      5       9      1
                            3.3%   1.9%  9.8%  3.3%          3.4%   3.3%           3.6%    20.0%    2.5%     2.8%    4.1%    4.0%     1.9%   2.7%   6.2%    4.0%   1.3%
                                            b                                                  k

3                              6      4     2     -     -       6      -       -      6        -       6        5       1       -        -      2      4       5      1
                            2.0%   1.9%  3.9%                2.9%                  2.1%             2.1%     2.4%    1.4%                    1.8%   4.9%    2.2%   1.3%

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q12a.  What number would you use to rate the ease of 
getting access to the medical care you needed in the last 6 
months?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

2                              4      1     1     1     -       2      1       1      3        -       4        3       1       1        -      -      4       4      -
                            1.3%   0.5%  2.0%  3.3%          1.0%   1.1%    5.6%   1.1%             1.4%     1.4%    1.4%    4.0%                   4.9%    1.8%       

1                              3      -     -     1     -       -      1       -      1        -       1        1       -       -        -      -      1       1      2
                            1.0%               3.3%                 1.1%           0.4%             0.4%     0.5%                                   1.2%    0.4%   2.5%

0 - Worst possible             3      3     -     -     -       2      1       -      3        -       3        3       -       -        -      2      1       2      1
                            1.0%   1.4%                      1.0%   1.1%           1.1%             1.1%     1.4%                            1.8%   1.2%    0.9%   1.3%

TMG SUMMARY RATE - 8-10      204    144    31    24     3     142     58      14    186        9     188      141      52      14       83     68     51     143     61
                           66.7%  66.7% 60.8% 80.0%  100%   68.6%  64.4%   77.8%  66.2%    60.0%   67.1%    66.8%   71.2%   56.0%    76.9%  60.2%  63.0%   63.3%  76.3%
                                                 bc   BCD                                                                               PQ                            R

TMG SUMMARY RATE - 4-7        86     64    17     4     -      55     29       3     82        6      78       58      19      10       25     41     20      71     15
                           28.1%  29.6% 33.3% 13.3%         26.6%  32.2%   16.7%  29.2%    40.0%   27.9%    27.5%   26.0%   40.0%    23.1%  36.3%  24.7%   31.4%  18.8%
                                      D     D                                                                                                  Oq              S

TMG SUMMARY RATE - 0-3        16      8     3     2     -      10      3       1     13        -      14       12       2       1        -      4     10      12      4
                            5.2%   3.7%  5.9%  6.7%          4.8%   3.3%    5.6%   4.6%             5.0%     5.7%    2.7%    4.0%            3.5%  12.3%    5.3%   5.0%
                                                                                                                                                       P

Mean                        8.00   8.06  7.90  8.27  9.67    8.09   8.03    8.17   8.03     7.67    8.05     8.06    8.16    7.40     8.64   7.88   7.48    7.86   8.41

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q12b. In the last 6 months, how often did you have a hard 
time speaking with or understanding a doctor or other 
health care provider because you or the health care 
provider spoke different languages?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               406    277    74    38     6     272    121      22    372       19     368      282      93      31      133    150    112     229    177

Total Valid Responses        308    218    50    30     3     209     89      19    281       15     280      212      73      25      110    112     81     228     80
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     98     59    24     8     3      63     32       3     91        4      88       70      20       6       23     38     31       1     97

Always                         7      5     1     -     -       5      1       -      6        -       6        3       2       1        1      3      2       1      6
                            2.3%   2.3%  2.0%                2.4%   1.1%           2.1%             2.1%     1.4%    2.7%    4.0%     0.9%   2.7%   2.5%    0.4%   7.5%
                                                                                                                                                                      R

Usually                        9      5     3     1     -       7      2       -      8        1       8        6       2       -        1      5      3       6      3
                            2.9%   2.3%  6.0%  3.3%          3.3%   2.2%           2.8%     6.7%    2.9%     2.8%    2.7%             0.9%   4.5%   3.7%    2.6%   3.8%
                                                                                                                                                o

Sometimes                     50     35     8     6     -      35     13       4     45        5      41       33       9       5       19     18     12      43      7
                           16.2%  16.1% 16.0% 20.0%         16.7%  14.6%   21.1%  16.0%    33.3%   14.6%    15.6%   12.3%   20.0%    17.3%  16.1%  14.8%   18.9%   8.8%
                                                                                                                                                               S

Never                        242    173    38    23     3     162     73      15    222        9     225      170      60      19       89     86     64     178     64
                           78.6%  79.4% 76.0% 76.7%  100%   77.5%  82.0%   78.9%  79.0%    60.0%   80.4%    80.2%   82.2%   76.0%    80.9%  76.8%  79.0%   78.1%  80.0%
                                                      BCD

TMG SUMMARY RATE - Never/    292    208    46    29     3     197     86      19    267       14     266      203      69      24      108    104     76     221     71
Sometimes                  94.8%  95.4% 92.0% 96.7%  100%   94.3%  96.6%  100.0%  95.0%    93.3%   95.0%    95.8%   94.5%   96.0%    98.2%  92.9%  93.8%   96.9%  88.8%
                                                       BC                      I                                                         p                     S

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q12c.  In the last 6 months, did you need an interpreter to 
help you speak with doctors or other health providers?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               406    277    74    38     6     272    121      22    372       19     368      282      93      31      133    150    112     229    177

Total Valid Responses        303    215    50    29     3     206     88      19    278       15     278      209      72      25      109    112     78     225     78
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    103     62    24     9     3      66     33       3     94        4      90       73      21       6       24     38     34       4     99

Yes                            4      4     -     -     -       4      -       -      4        -       4        2       1       1        1      2      1       2      2
                            1.3%   1.9%                      1.9%                  1.4%             1.4%     1.0%    1.4%    4.0%     0.9%   1.8%   1.3%    0.9%   2.6%

No                           299    211    50    29     3     202     88      19    274       15     274      207      71      24      108    110     77     223     76
                           98.7%  98.1%  100%  100%  100%   98.1% 100.0%  100.0%  98.6%   100.0%   98.6%    99.0%   98.6%   96.0%    99.1%  98.2%  98.7%   99.1%  97.4%
                                            B     B     B              F       I               K

TMG SUMMARY RATE - No        299    211    50    29     3     202     88      19    274       15     274      207      71      24      108    110     77     223     76
                           98.7%  98.1%  100%  100%  100%   98.1% 100.0%  100.0%  98.6%   100.0%   98.6%    99.0%   98.6%   96.0%    99.1%  98.2%  98.7%   99.1%  97.4%
                                            B     B     B              F       I               K

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q12d.  In the last 6 months, when you needed an interpreter 
to help you speak with doctors or other health providers, 
how often did you get one?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible                 4      4     -     -     -       4      -       -      4        -       4        2       1       1        1      2      1       2      2

Total Valid Responses          4      4     -     -     -       4      -       -      4        -       4        2       1       1        1      2      1       2      2
                          100.0%   100%                    100.0%                100.0%           100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -

Always                         1      1     -     -     -       1      -       -      1        -       1        -       -       1        -      1      -       1      -
                           25.0%  25.0%                     25.0%                 25.0%            25.0%                   100.0%           50.0%          50.0%       

Usually                        -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -
                                                                                                                                                                       

Sometimes                      -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -
                                                                                                                                                                       

Never                          3      3     -     -     -       3      -       -      3        -       3        2       1       -        1      1      1       1      2
                           75.0%  75.0%                     75.0%                 75.0%            75.0%   100.0%  100.0%           100.0%  50.0% 100.0%   50.0% 100.0%

TMG SUMMARY RATE -             1      1     -     -     -       1      -       -      1        -       1        -       -       1        -      1      -       1      -
Always/Usually             25.0%  25.0%                     25.0%                 25.0%            25.0%                   100.0%           50.0%          50.0%       

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q12e.  In the last 6 months, when you called your doctor's 
office after hours, how often did you get a return call as 
soon as you wanted?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               406    277    74    38     6     272    121      22    372       19     368      282      93      31      133    150    112     229    177

Total Valid Responses        158    107    29    13     2     104     45      10    142        8     143      104      38      12       46     61     46     109     49
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    100     60    24     9     3      65     32       3     93        4      90       71      21       6       25     38     31       3     97

Always                        68     42    16     3     2      46     16       3     60        3      59       46      15       3       18     27     18      35     33
                           43.0%  39.3% 55.2% 23.1%  100%   44.2%  35.6%   30.0%  42.3%    37.5%   41.3%    44.2%   39.5%   25.0%    39.1%  44.3%  39.1%   32.1%  67.3%
                                            D         BCD                                                                                                             R

Usually                       27     19     6     2     -      19      8       1     26        1      26       20       7       3        7     13      7      24      3
                           17.1%  17.8% 20.7% 15.4%         18.3%  17.8%   10.0%  18.3%    12.5%   18.2%    19.2%   18.4%   25.0%    15.2%  21.3%  15.2%   22.0%   6.1%
                                                                                                                                                               S

Sometimes                     33     26     2     4     -      23      8       3     30        -      32       21       8       4       15      8     10      26      7
                           20.9%  24.3%  6.9% 30.8%         22.1%  17.8%   30.0%  21.1%            22.4%    20.2%   21.1%   33.3%    32.6%  13.1%  21.7%   23.9%  14.3%
                                      C           c                                                                                      P

Never                         30     20     5     4     -      16     13       3     26        4      26       17       8       2        6     13     11      24      6
                           19.0%  18.7% 17.2% 30.8%         15.4%  28.9%   30.0%  18.3%    50.0%   18.2%    16.3%   21.1%   16.7%    13.0%  21.3%  23.9%   22.0%  12.2%
                                                                       f                       k

I did not call after         148    110    21    16     1     103     44       9    137        7     135      107      34      13       62     51     35     117     31
hours                    

TMG SUMMARY RATE -            95     61    22     5     2      65     24       4     86        4      85       66      22       6       25     40     25      59     36
Always/Usually             60.1%  57.0% 75.9% 38.5%  100%   62.5%  53.3%   40.0%  60.6%    50.0%   59.4%    63.5%   57.9%   50.0%    54.3%  65.6%  54.3%   54.1%  73.5%
                                           BD         BCD                                                                                                             R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q12f.  In the last 6 months, when you needed care after 
regular office hours, how often did you get care as soon as 
you wanted?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               406    277    74    38     6     272    121      22    372       19     368      282      93      31      133    150    112     229    177

Total Valid Responses        157    109    24    16     2     107     42       9    143       11     140      102      38      13       46     61     47     110     47
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    102     61    26     8     3      65     34       3     95        4      91       73      21       6       25     38     32       6     96

Always                        70     52    10     5     -      52     14       2     66        5      61       45      20       3       26     28     14      42     28
                           44.6%  47.7% 41.7% 31.3%         48.6%  33.3%   22.2%  46.2%    45.5%   43.6%    44.1%   52.6%   23.1%    56.5%  45.9%  29.8%   38.2%  59.6%
                                                                g                     h                         n       N                Q      q                     R

Usually                       33     21     7     2     1      24      7       3     29        1      30       22       7       2        9     12     11      25      8
                           21.0%  19.3% 29.2% 12.5% 50.0%   22.4%  16.7%   33.3%  20.3%     9.1%   21.4%    21.6%   18.4%   15.4%    19.6%  19.7%  23.4%   22.7%  17.0%

Sometimes                     30     22     3     4     -      17     11       2     26        2      28       19       7       6        7     12     11      25      5
                           19.1%  20.2% 12.5% 25.0%         15.9%  26.2%   22.2%  18.2%    18.2%   20.0%    18.6%   18.4%   46.2%    15.2%  19.7%  23.4%   22.7%  10.6%
                                                                                                                               lm                              S

Never                         24     14     4     5     1      14     10       2     22        3      21       16       4       2        4      9     11      18      6
                           15.3%  12.8% 16.7% 31.3% 50.0%   13.1%  23.8%   22.2%  15.4%    27.3%   15.0%    15.7%   10.5%   15.4%     8.7%  14.8%  23.4%   16.4%  12.8%
                                                                                                                                                       O

I did not call after         147    107    24    14     1     100     45      10    134        4     137      107      34      12       62     51     33     113     34
hours                    

TMG SUMMARY RATE -           103     73    17     7     1      76     21       5     95        6      91       67      27       5       35     40     25      67     36
Always/Usually             65.6%  67.0% 70.8% 43.8% 50.0%   71.0%  50.0%   55.6%  66.4%    54.5%   65.0%    65.7%   71.1%   38.5%    76.1%  65.6%  53.2%   60.9%  76.6%
                                      d     d                   G                                               n       N                Q                            R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q29a.  How much of a problem was it to understand the 
information provided?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible                79     47    18    11     3      44     35       7     72        6      69       57      16       9       28     21     30      39     40

Total Valid Responses         61     38    13     7     3      34     27       6     55        6      52       42      12       8       23     18     20      38     23
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     18      9     5     4     -      10      8       1     17        -      17       15       4       1        5      3     10       1     17

Not a Problem                 47     29    12     3     3      28     19       2     45        6      39       32       9       7       18     14     15      25     22
                           77.0%  76.3% 92.3% 42.9%  100%   82.4%  70.4%   33.3%  81.8%   100.0%   75.0%    76.2%   75.0%   87.5%    78.3%  77.8%  75.0%   65.8%  95.7%
                                      d     D          BD                             H        K                                                                      R

A Small Problem               10      7     -     3     -       4      6       3      7        -       9        7       1       1        5      2      3       9      1
                           16.4%  18.4%       42.9%         11.8%  22.2%   50.0%  12.7%            17.3%    16.7%    8.3%   12.5%    21.7%  11.1%  15.0%   23.7%   4.3%
                                                                               i                                                                               S

A Big Problem                  4      2     1     1     -       2      2       1      3        -       4        3       2       -        -      2      2       4      -
                            6.6%   5.3%  7.7% 14.3%          5.9%   7.4%   16.7%   5.5%             7.7%     7.1%   16.7%                   11.1%  10.0%   10.5%       

TMG SUMMARY RATE - Not a      47     29    12     3     3      28     19       2     45        6      39       32       9       7       18     14     15      25     22
Problem                    77.0%  76.3% 92.3% 42.9%  100%   82.4%  70.4%   33.3%  81.8%   100.0%   75.0%    76.2%   75.0%   87.5%    78.3%  77.8%  75.0%   65.8%  95.7%
                                      d     D          BD                             H        K                                                                      R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q32a.  What number would you use to rate the overall 
customer service at your health plan in the last 6 months?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               108     73    25     5     4      62     44       7    100        6      97       78      21      11       41     32     35      63     45

Total Valid Responses         82     57    18     3     3      45     35       7     74        6      73       60      13       9       37     20     25      63     19
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     26     16     7     2     1      17      9       -     26        -      24       18       8       2        4     12     10       -     26

10 - Best customer            23     16     6     -     1      16      7       2     21        2      20       17       3       1       14      4      5      14      9
service possible           28.0%  28.1% 33.3%       33.3%   35.6%  20.0%   28.6%  28.4%    33.3%   27.4%    28.3%   23.1%   11.1%    37.8%  20.0%  20.0%   22.2%  47.4%
                                                                                                                                                                      R

9                             15     11     3     -     1       9      6       1     14        2      12       10       3       3        7      4      4      11      4
                           18.3%  19.3% 16.7%       33.3%   20.0%  17.1%   14.3%  18.9%    33.3%   16.4%    16.7%   23.1%   33.3%    18.9%  20.0%  16.0%   17.5%  21.1%

8                             10      8     2     -     -       4      6       -      9        -      10        6       1       3        5      3      2      10      -
                           12.2%  14.0% 11.1%                8.9%  17.1%          12.2%            13.7%    10.0%    7.7%   33.3%    13.5%  15.0%   8.0%   15.9%       

7                             12      9     2     1     -       5      7       1     11        1      11       10       1       -        6      1      5      11      1
                           14.6%  15.8% 11.1% 33.3%         11.1%  20.0%   14.3%  14.9%    16.7%   15.1%    16.7%    7.7%            16.2%   5.0%  20.0%   17.5%   5.3%
                                                                                                                                                               s

6                              5      1     2     1     1       2      3       -      5        1       4        2       3       1        1      2      2       5      -
                            6.1%   1.8% 11.1% 33.3% 33.3%    4.4%   8.6%           6.8%    16.7%    5.5%     3.3%   23.1%   11.1%     2.7%  10.0%   8.0%    7.9%       
                                                                                                                        l

5                              5      2     2     -     -       2      2       1      4        -       5        5       -       1        -      3      2       3      2
                            6.1%   3.5% 11.1%                4.4%   5.7%   14.3%   5.4%             6.8%     8.3%           11.1%           15.0%   8.0%    4.8%  10.5%

4                              3      3     -     -     -       1      1       -      3        -       2        2       -       -        2      -      1       2      1
                            3.7%   5.3%                      2.2%   2.9%           4.1%             2.7%     3.3%                     5.4%          4.0%    3.2%   5.3%

3                              -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -
                                                                                                                                                                       

2                              4      3     1     -     -       2      2       -      4        -       4        4       1       -        1      2      1       2      2
                            4.9%   5.3%  5.6%                4.4%   5.7%           5.4%             5.5%     6.7%    7.7%             2.7%  10.0%   4.0%    3.2%  10.5%

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 68
                                                                                                                                                                   (Continued)
                                                                                    MDwise
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46504) 

Q32a.  What number would you use to rate the overall 
customer service at your health plan in the last 6 months?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

1                              -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -
                                                                                                                                                                       

0 - Worst customer             5      4     -     1     -       4      1       2      3        -       5        4       1       -        1      1      3       5      -
service possible            6.1%   7.0%       33.3%          8.9%   2.9%   28.6%   4.1%             6.8%     6.7%    7.7%             2.7%   5.0%  12.0%    7.9%       

TMG SUMMARY RATE - 8-10       48     35    11     -     2      29     19       3     44        4      42       33       7       7       26     11     11      35     13
                           58.5%  61.4% 61.1%       66.7%   64.4%  54.3%   42.9%  59.5%    66.7%   57.5%    55.0%   53.8%   77.8%    70.3%  55.0%  44.0%   55.6%  68.4%
                                                                                                                                         Q

TMG SUMMARY RATE - 4-7        25     15     6     2     1      10     13       2     23        2      22       19       4       2        9      6     10      21      4
                           30.5%  26.3% 33.3% 66.7% 33.3%   22.2%  37.1%   28.6%  31.1%    33.3%   30.1%    31.7%   30.8%   22.2%    24.3%  30.0%  40.0%   33.3%  21.1%

TMG SUMMARY RATE - 0-3         9      7     1     1     -       6      3       2      7        -       9        8       2       -        2      3      4       7      2
                           11.0%  12.3%  5.6% 33.3%         13.3%   8.6%   28.6%   9.5%            12.3%    13.3%   15.4%             5.4%  15.0%  16.0%   11.1%  10.5%

Mean                        7.37   7.37  7.83  4.33  8.33    7.51   7.34    5.86   7.50     8.50    7.26     7.18    7.08    8.00     8.14   6.90   6.60    7.19   7.95

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q49A.  What language do you mainly speak at home?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               516    346    98    47     8     348    146      36    463       26     462      359     119      37      178    185    136     277    239

Total Valid Responses        381    267    70    36     4     262    110      30    347       21     350      270      91      27      144    138     96     274    107
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    135     79    28    11     4      86     36       6    116        5     112       89      28      10       34     47     40       3    132

English                      375    263    69    35     4     258    108      30    341       18     348      269      91      25      142    137     94     269    106
                           98.4%  98.5% 98.6% 97.2%  100%   98.5%  98.2%  100.0%  98.3%    85.7%   99.4%    99.6%  100.0%   92.6%    98.6%  99.3%  97.9%   98.2%  99.1%
                                                        B                      I                       j

Spanish                        4      3     -     1     -       3      1       -      4        2       1        1       -       1        2      -      1       3      1
                            1.0%   1.1%        2.8%          1.1%   0.9%           1.2%     9.5%    0.3%     0.4%            3.7%     1.4%          1.0%    1.1%   0.9%

Other                          2      1     1     -     -       1      1       -      2        1       1        -       -       1        -      1      1       2      -
                            0.5%   0.4%  1.4%                0.4%   0.9%           0.6%     4.8%    0.3%                     3.7%            0.7%   1.0%    0.7%       

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q52.  We'd like to ask about the most recent visit to your 
personal doctor.  How satisfied are you with the ease of 
getting through to your doctor's office by telephone?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               516    346    98    47     8     348    146      36    463       26     462      359     119      37      178    185    136     277    239

Total Valid Responses        360    249    66    37     4     249    101      27    328       18     332      253      86      26      130    134     94     267     93
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    156     97    32    10     4      99     45       9    135        8     130      106      33      11       48     51     42      10    146

Very satisfied               197    126    45    22     2     137     56      13    181       10     182      144      44      12       75     70     51     147     50
                           54.7%  50.6% 68.2% 59.5% 50.0%   55.0%  55.4%   48.1%  55.2%    55.6%   54.8%    56.9%   51.2%   46.2%    57.7%  52.2%  54.3%   55.1%  53.8%

Somewhat satisfied            59     41    10     7     -      39     18       6     53        1      56       41      16       4       24     20     14      45     14
                           16.4%  16.5% 15.2% 18.9%         15.7%  17.8%   22.2%  16.2%     5.6%   16.9%    16.2%   18.6%   15.4%    18.5%  14.9%  14.9%   16.9%  15.1%

Satisfied                     66     51     8     4     2      46     17       7     58        5      59       45      19       3       18     33     15      41     25
                           18.3%  20.5% 12.1% 10.8% 50.0%   18.5%  16.8%   25.9%  17.7%    27.8%   17.8%    17.8%   22.1%   11.5%    13.8%  24.6%  16.0%   15.4%  26.9%

Somewhat dissatisfied         22     17     3     2     -      15      6       1     20        1      20       12       3       6       10      4      8      22      -
                            6.1%   6.8%  4.5%  5.4%          6.0%   5.9%    3.7%   6.1%     5.6%    6.0%     4.7%    3.5%   23.1%     7.7%   3.0%   8.5%    8.2%       

Very dissatisfied             16     14     -     2     -      12      4       -     16        1      15       11       4       1        3      7      6      12      4
                            4.4%   5.6%        5.4%          4.8%   4.0%           4.9%     5.6%    4.5%     4.3%    4.7%    3.8%     2.3%   5.2%   6.4%    4.5%   4.3%

TMG SUMMARY RATE - Very      322    218    63    33     4     222     91      26    292       16     297      230      79      19      117    123     80     233     89
satisfied/Satisfied        89.4%  87.6% 95.5% 89.2%  100%   89.2%  90.1%   96.3%  89.0%    88.9%   89.5%    90.9%   91.9%   73.1%    90.0%  91.8%  85.1%   87.3%  95.7%
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Q53.  In the last 6 months, how many times did you go to 
the emergency room to get care for yourself because your 
doctor was not able to see you during regular office hours?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               516    346    98    47     8     348    146      36    463       26     462      359     119      37      178    185    136     277    239

Total Valid Responses        369    257    67    37     4     253    108      27    337       20     341      263      86      27      138    138     92     268    101
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    147     89    31    10     4      95     38       9    126        6     121       96      33      10       40     47     44       9    138

1 time                        56     40     8     6     2      40     16       -     54        3      52       35      18       2       20     20     16      43     13
                           15.2%  15.6% 11.9% 16.2% 50.0%   15.8%  14.8%          16.0%    15.0%   15.2%    13.3%   20.9%    7.4%    14.5%  14.5%  17.4%   16.0%  12.9%

2 times                       33     28     5     -     -      22     11       -     32        -      33       23      10       -        6     13     14      23     10
                            8.9%  10.9%  7.5%                8.7%  10.2%           9.5%             9.7%     8.7%   11.6%             4.3%   9.4%  15.2%    8.6%   9.9%

3 or more times               20     14     3     2     -      13      6       2     18        1      17       16       2       2        4      8      8      13      7
                            5.4%   5.4%  4.5%  5.4%          5.1%   5.6%    7.4%   5.3%     5.0%    5.0%     6.1%    2.3%    7.4%     2.9%   5.8%   8.7%    4.9%   6.9%

I did not need to go to      260    175    51    29     2     178     75      25    233       16     239      189      56      23      108     97     54     189     71
the emergency room         70.5%  68.1% 76.1% 78.4% 50.0%   70.4%  69.4%   92.6%  69.1%    80.0%   70.1%    71.9%   65.1%   85.2%    78.3%  70.3%  58.7%   70.5%  70.3%

TMG SUMMARY RATE - Did       260    175    51    29     2     178     75      25    233       16     239      189      56      23      108     97     54     189     71
not need to go             70.5%  68.1% 76.1% 78.4% 50.0%   70.4%  69.4%   92.6%  69.1%    80.0%   70.1%    71.9%   65.1%   85.2%    78.3%  70.3%  58.7%   70.5%  70.3%
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Q54.  How easy is it to find and understand information 
using the Member Handbook?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               516    346    98    47     8     348    146      36    463       26     462      359     119      37      178    185    136     277    239

Total Valid Responses        192    123    41    23     3     137     50      15    175        8     177      135      45      13       76     69     46     138     54
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    134     79    29     9     4      85     36       6    116        5     112       89      27      10       34     45     41       4    130

Very easy                    113     73    26    11     2      86     24       3    108        6     103       74      31       6       50     40     23      74     39
                           58.9%  59.3% 63.4% 47.8% 66.7%   62.8%  48.0%   20.0%  61.7%    75.0%   58.2%    54.8%   68.9%   46.2%    65.8%  58.0%  50.0%   53.6%  72.2%

Somewhat easy                 69     44    12    11     1      43     24      11     58        1      65       53      13       5       25     24     19      56     13
                           35.9%  35.8% 29.3% 47.8% 33.3%   31.4%  48.0%   73.3%  33.1%    12.5%   36.7%    39.3%   28.9%   38.5%    32.9%  34.8%  41.3%   40.6%  24.1%

Difficult                     10      6     3     1     -       8      2       1      9        1       9        8       1       2        1      5      4       8      2
                            5.2%   4.9%  7.3%  4.3%          5.8%   4.0%    6.7%   5.1%    12.5%    5.1%     5.9%    2.2%   15.4%     1.3%   7.2%   8.7%    5.8%   3.7%

I did not try to look up      77     63     9     4     -      50     25       8     68        4      72       62      14       6       31     31     14      57     20
information in the       
Member Handbook          

I do not have a copy of      113     81    19    11     1      76     35       7    104        9     101       73      33       8       37     40     35      78     35
my health plan's Member  
Handbook                 

TMG SUMMARY RATE - Very      113     73    26    11     2      86     24       3    108        6     103       74      31       6       50     40     23      74     39
easy                       58.9%  59.3% 63.4% 47.8% 66.7%   62.8%  48.0%   20.0%  61.7%    75.0%   58.2%    54.8%   68.9%   46.2%    65.8%  58.0%  50.0%   53.6%  72.2%
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Q55.  In the last 6 months, if you had a problem getting 
the help you needed from Customer Service, what kind of 
problem did you have?  (Mark all that apply)

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               516    346    98    47     8     348    146      36    463       26     462      359     119      37      178    185    136     277    239

Total Valid Responses        370    263    66    32     5     245    115      27    341       18     341      262      87      30      137    130    101     283     87

Total Respondents            332    232    61    32     4     229     96      25    305       17     308      233      81      28      129    118     83     255     77
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

I did not have a problem     244    163    47    28     4     172     67      18    226       11     229      169      67      15       96     92     55     176     68
getting help from          73.5%  70.3% 77.0% 87.5%  100%   75.1%  69.8%   72.0%  74.1%    64.7%   74.4%    72.5%   82.7%   53.6%    74.4%  78.0%  66.3%   69.0%  88.3%
Customer Service         

It was difficult to get       28     24     3     1     -      15     12       1     27        2      24       19       5       3       10      9      8      26      2
through to Customer         8.4%  10.3%  4.9%  3.1%          6.6%  12.5%    4.0%   8.9%    11.8%    7.8%     8.2%    6.2%   10.7%     7.8%   7.6%   9.6%   10.2%   2.6%
Service on the telephone 

The Customer Service          17     11     4     -     1       7      9       2     15        1      15       13       2       5        6      3      8      14      3
Representative did not      5.1%   4.7%  6.6%       25.0%    3.1%   9.4%    8.0%   4.9%     5.9%    4.9%     5.6%    2.5%   17.9%     4.7%   2.5%   9.6%    5.5%   3.9%
have the information I   
needed                   

The Customer Service          15     12     3     -     -       6      8       -     14        -      13       14       1       1        6      5      4      12      3
Representative did not      4.5%   5.2%  4.9%                2.6%   8.3%           4.6%             4.2%     6.0%    1.2%    3.6%     4.7%   4.2%   4.8%    4.7%   3.9%
give me the correct      
information              

The Customer Service          14      9     3     1     -       6      6       2     12        1      12       11       3       1        2      6      6      12      2
Representative did not      4.2%   3.9%  4.9%  3.1%          2.6%   6.3%    8.0%   3.9%     5.9%    3.9%     4.7%    3.7%    3.6%     1.6%   5.1%   7.2%    4.7%   2.6%
follow-up with me        

The Customer Service           6      6     -     -     -       5      1       -      6        -       5        3       1       -        1      2      3       3      3
Representative did not      1.8%   2.6%                      2.2%   1.0%           2.0%             1.6%     1.3%    1.2%             0.8%   1.7%   3.6%    1.2%   3.9%
follow-up with me in a   
timely manner            

Other                         46     38     6     2     -      34     12       4     41        3      43       33       8       5       16     13     17      40      6
                           13.9%  16.4%  9.8%  6.3%         14.8%  12.5%   16.0%  13.4%    17.6%   14.0%    14.2%    9.9%   17.9%    12.4%  11.0%  20.5%   15.7%   7.8%
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Q56.  Are you familiar with your health plan's NURSE on-
call, a service that allows you to ask health information 
questions to a nurse?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               516    346    98    47     8     348    146      36    463       26     462      359     119      37      178    185    136     277    239

Total Valid Responses        374    262    67    37     4     258    106      30    339       18     345      266      91      27      139    137     97     268    106
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    142     84    31    10     4      90     40       6    124        8     117       93      28      10       39     48     39       9    133

Yes                          216    146    46    19     4     154     57      14    198       10     200      151      55      16       82     83     51     143     73
                           57.8%  55.7% 68.7% 51.4%  100%   59.7%  53.8%   46.7%  58.4%    55.6%   58.0%    56.8%   60.4%   59.3%    59.0%  60.6%  52.6%   53.4%  68.9%

No                           158    116    21    18     -     104     49      16    141        8     145      115      36      11       57     54     46     125     33
                           42.2%  44.3% 31.3% 48.6%         40.3%  46.2%   53.3%  41.6%    44.4%   42.0%    43.2%   39.6%   40.7%    41.0%  39.4%  47.4%   46.6%  31.1%

TMG SUMMARY RATE - Yes       216    146    46    19     4     154     57      14    198       10     200      151      55      16       82     83     51     143     73
                           57.8%  55.7% 68.7% 51.4%  100%   59.7%  53.8%   46.7%  58.4%    55.6%   58.0%    56.8%   60.4%   59.3%    59.0%  60.6%  52.6%   53.4%  68.9%
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Q1.  Our records show that you are now in MDwise.  Is that 
right?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Valid Responses        512      106     362      129     269      107     315      73    122    273      108     384        37      69      257    239     437     63
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      4        2       2        -       4        1       2       1      1      2        -       4         -       -        2      2       3      1

Yes                          512      106     362      129     269      107     315      73    122    273      108     384        37      69      257    239     437     63
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No                             -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -
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Q3.  In the last 6 months, did you have an illness, injury, 
or condition that needed care right away in a clinic, 
emergency room or doctor's office?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               516      108     364      129     273      108     317      74    123    275      108     388        37      69      259    241     440     64

Total Valid Responses        511      107     362      128     272      107     315      73    123    273      107     386        37      68      258    240     437     64
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      5        1       2        1       1        1       2       1      -      2        1       2         -       1        1      1       3      -

Yes                          246       50     174       80     142       61     156      38     56    130       64     175        22      40       88    154     222     21
                           48.1%    46.7%   48.1%    62.5%   52.2%    57.0%   49.5%   52.1%  45.5%  47.6%    59.8%   45.3%     59.5%   58.8%    34.1%  64.2%   50.8%  32.8%
                                                         E                                                       L                                         O       R

No                           265       57     188       48     130       46     159      35     67    143       43     211        15      28      170     86     215     43
                           51.9%    53.3%   51.9%    37.5%   47.8%    43.0%   50.5%   47.9%  54.5%  52.4%    40.2%   54.7%     40.5%   41.2%    65.9%  35.8%   49.2%  67.2%
                                                                 D                                                       K                          P                     Q

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q4.  (GCQ)In the last 6 months, when you needed care right 
away, how often did you get care as soon as you thought you 
needed?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               246       50     174       80     142       61     156      38     56    130       64     175        22      40       88    154     222     21

Total Valid Responses        245       50     173       80     142       61     156      38     56    129       64     174        22      40       88    153     222     20
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      1        -       1        -       -        -       -       -      -      1        -       1         -       -        -      1       -      1

Always                       135       18     106       26      95       28      96      13     22     89       31     100         9      21       45     87     128      5
                           55.1%    36.0%   61.3%    32.5%   66.9%    45.9%   61.5%   34.2%  39.3%  69.0%    48.4%   57.5%     40.9%   52.5%    51.1%  56.9%   57.7%  25.0%
                                                B                D                F                    HI                                                          R

Usually                       67       17      46       31      33       20      37      12     24     27       23      44         9      14       22     45      58      9
                           27.3%    34.0%   26.6%    38.8%   23.2%    32.8%   23.7%   31.6%  42.9%  20.9%    35.9%   25.3%     40.9%   35.0%    25.0%  29.4%   26.1%  45.0%
                                                         E                                       J

Sometimes                     39       13      20       21      13       11      21      11      9     13        9      28         3       5       18     20      32      6
                           15.9%    26.0%   11.6%    26.3%    9.2%    18.0%   13.5%   28.9%  16.1%  10.1%    14.1%   16.1%     13.6%   12.5%    20.5%  13.1%   14.4%  30.0%
                                        C                E                                J

Never                          4        2       1        2       1        2       2       2      1      -        1       2         1       -        3      1       4      -
                            1.6%     4.0%    0.6%     2.5%    0.7%     3.3%    1.3%    5.3%   1.8%            1.6%    1.1%      4.5%             3.4%   0.7%    1.8%       

HEDIS/CAHPS SUMMARY RATE     202       35     152       57     128       48     133      25     46    116       54     144        18      35       67    132     186     14
- Always/Usually           82.4%    70.0%   87.9%    71.3%   90.1%    78.7%   85.3%   65.8%  82.1%  89.9%    84.4%   82.8%     81.8%   87.5%    76.1%  86.3%   83.8%  70.0%
                                                B                D                               h      H                                                  o

HEDIS/CAHPS SUMMARY RATE     135       18     106       26      95       28      96      13     22     89       31     100         9      21       45     87     128      5
- Always                   55.1%    36.0%   61.3%    32.5%   66.9%    45.9%   61.5%   34.2%  39.3%  69.0%    48.4%   57.5%     40.9%   52.5%    51.1%  56.9%   57.7%  25.0%
                                                B                D                F                    HI                                                          R

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q5.  In the last 6 months, not counting the times you 
needed health care right away, did you make any 
appointments for your health care at a doctor's office or 
clinic?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               516      108     364      129     273      108     317      74    123    275      108     388        37      69      259    241     440     64

Total Valid Responses        511      107     362      129     272      108     315      73    123    273      108     386        37      69      257    241     438     64
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      5        1       2        -       1        -       2       1      -      2        -       2         -       -        2      -       2      -

Yes                          389       80     278      116     247       83     256      54     99    205       91     287        32      57      156    226     347     34
                           76.1%    74.8%   76.8%    89.9%   90.8%    76.9%   81.3%   74.0%  80.5%  75.1%    84.3%   74.4%     86.5%   82.6%    60.7%  93.8%   79.2%  53.1%
                                                                                                                 L                                         O       R

No                           122       27      84       13      25       25      59      19     24     68       17      99         5      12      101     15      91     30
                           23.9%    25.2%   23.2%    10.1%    9.2%    23.1%   18.7%   26.0%  19.5%  24.9%    15.7%   25.6%     13.5%   17.4%    39.3%   6.2%   20.8%  46.9%
                                                                                                                         K                          P                     Q

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q6. (GCQ)In the last 6 months, not counting the times you 
needed health care right away, how often did you get an 
appointment for your health care at a doctor's office or 
clinic as soon as you thought you needed?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               389       80     278      116     247       83     256      54     99    205       91     287        32      57      156    226     347     34

Total Valid Responses        384       78     275      115     244       81     254      54     96    203       90     283        31      57      155    222     343     33
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      5        2       3        1       3        2       2       -      3      2        1       4         1       -        1      4       4      1

Always                       235       35     183       43     182       31     178      22     52    144       52     176        12      39       77    152     214     14
                           61.2%    44.9%   66.5%    37.4%   74.6%    38.3%   70.1%   40.7%  54.2%  70.9%    57.8%   62.2%     38.7%   68.4%    49.7%  68.5%   62.4%  42.4%
                                                B                D                F                    HI                                  M               O       R

Usually                       72       17      49       30      37       19      44      10     24     32       15      55         7       8       35     36      64      7
                           18.8%    21.8%   17.8%    26.1%   15.2%    23.5%   17.3%   18.5%  25.0%  15.8%    16.7%   19.4%     22.6%   14.0%    22.6%  16.2%   18.7%  21.2%
                                                         E                                       j

Sometimes                     69       23      39       37      24       29      28      19     19     24       21      48        12       8       39     30      57     12
                           18.0%    29.5%   14.2%    32.2%    9.8%    35.8%   11.0%   35.2%  19.8%  11.8%    23.3%   17.0%     38.7%   14.0%    25.2%  13.5%   16.6%  36.4%
                                        C                E                G              IJ      j                                 N                P                     Q

Never                          8        3       4        5       1        2       4       3      1      3        2       4         -       2        4      4       8      -
                            2.1%     3.8%    1.5%     4.3%    0.4%     2.5%    1.6%    5.6%   1.0%   1.5%     2.2%    1.4%              3.5%     2.6%   1.8%    2.3%       
                                                         E

HEDIS/CAHPS SUMMARY RATE     307       52     232       73     219       50     222      32     76    176       67     231        19      47      112    188     278     21
- Always/Usually           79.9%    66.7%   84.4%    63.5%   89.8%    61.7%   87.4%   59.3%  79.2%  86.7%    74.4%   81.6%     61.3%   82.5%    72.3%  84.7%   81.0%  63.6%
                                                B                D                F              H      H                                  M               O       R

HEDIS/CAHPS SUMMARY RATE     235       35     183       43     182       31     178      22     52    144       52     176        12      39       77    152     214     14
- Always                   61.2%    44.9%   66.5%    37.4%   74.6%    38.3%   70.1%   40.7%  54.2%  70.9%    57.8%   62.2%     38.7%   68.4%    49.7%  68.5%   62.4%  42.4%
                                                B                D                F                    HI                                  M               O       R

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q7.  In the last 6 months, not counting the times you went 
to an emergency room, how many times did you go to a 
doctor's office or clinic to get care for yourself?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               516      108     364      129     273      108     317      74    123    275      108     388        37      69      259    241     440     64

Total Valid Responses        500      104     358      129     273      105     310      72    120    270      107     378        36      69      259    241     430     63
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     16        4       6        -       -        3       7       2      3      5        1      10         1       -        -      -      10      1

None                          94       22      64        -       -       21      38      17     17     52       13      78         5       8       94      -      66     27
                           18.8%    21.2%   17.9%                     20.0%   12.3%   23.6%  14.2%  19.3%    12.1%   20.6%     13.9%   11.6%    36.3%          15.3%  42.9%
                                                                          g                                              K                                                Q

1                             80       20      55       28      51       16      53      13     25     37       13      66         6       7       80      -      69      8
                           16.0%    19.2%   15.4%    21.7%   18.7%    15.2%   17.1%   18.1%  20.8%  13.7%    12.1%   17.5%     16.7%   10.1%    30.9%          16.0%  12.7%
                                                                                                 j

2                             85       14      67       26      59       18      55       9     24     48       16      68         3      13       85      -      74      9
                           17.0%    13.5%   18.7%    20.2%   21.6%    17.1%   17.7%   12.5%  20.0%  17.8%    15.0%   18.0%      8.3%   18.8%    32.8%          17.2%  14.3%

3                             74       13      52       28      43       13      52      10     17     38       19      51         6      13        -     74      67      6
                           14.8%    12.5%   14.5%    21.7%   15.8%    12.4%   16.8%   13.9%  14.2%  14.1%    17.8%   13.5%     16.7%   18.8%           30.7%   15.6%   9.5%

4                             43       11      30        8      35       11      30       8     11     22       12      30         5       6        -     43      41      2
                            8.6%    10.6%    8.4%     6.2%   12.8%    10.5%    9.7%   11.1%   9.2%   8.1%    11.2%    7.9%     13.9%    8.7%           17.8%    9.5%   3.2%
                                                                 D                                                                                                 R

5 to 9                        79       11      60       22      57       20      49       4     14     53       21      54         3      17        -     79      73      6
                           15.8%    10.6%   16.8%    17.1%   20.9%    19.0%   15.8%    5.6%  11.7%  19.6%    19.6%   14.3%      8.3%   24.6%           32.8%   17.0%   9.5%
                                                b                                                      HI                                  M                       r

10 or more                    45       13      30       17      28        6      33      11     12     20       13      31         8       5        -     45      40      5
                            9.0%    12.5%    8.4%    13.2%   10.3%     5.7%   10.6%   15.3%  10.0%   7.4%    12.1%    8.2%     22.2%    7.2%           18.7%    9.3%   7.9%
                                                                                  f       j                                        N

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q8.  (HPE)In the last 6 months, how often did you and a 
doctor or other health provider talk about specific things 
you could do to prevent illness?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               406       82     294      129     273       84     272      55    103    218       94     300        31      61      165    241     364     36

Total Valid Responses        406       82     294      129     273       84     272      55    103    218       94     300        31      61      165    241     364     36
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -

Always                       151       22     116       26     123       15     117      14     28     96       32     114         5      26       51    100     137     13
                           37.2%    26.8%   39.5%    20.2%   45.1%    17.9%   43.0%   25.5%  27.2%  44.0%    34.0%   38.0%     16.1%   42.6%    30.9%  41.5%   37.6%  36.1%
                                                B                D                F                    HI                                  M               O

Usually                       86       16      63       27      59       17      62      10     22     47       25      58         6      19       31     55      80      5
                           21.2%    19.5%   21.4%    20.9%   21.6%    20.2%   22.8%   18.2%  21.4%  21.6%    26.6%   19.3%     19.4%   31.1%    18.8%  22.8%   22.0%  13.9%

Sometimes                    106       27      70       45      61       29      65      19     35     43       21      82         9      11       42     64      95      9
                           26.1%    32.9%   23.8%    34.9%   22.3%    34.5%   23.9%   34.5%  34.0%  19.7%    22.3%   27.3%     29.0%   18.0%    25.5%  26.6%   26.1%  25.0%
                                                         E                g               J      J

Never                         63       17      45       31      30       23      28      12     18     32       16      46        11       5       41     22      52      9
                           15.5%    20.7%   15.3%    24.0%   11.0%    27.4%   10.3%   21.8%  17.5%  14.7%    17.0%   15.3%     35.5%    8.2%    24.8%   9.1%   14.3%  25.0%
                                                         E                G                                                        N                P

HEDIS/CAHPS SUMMARY RATE     237       38     179       53     182       32     179      24     50    143       57     172        11      45       82    155     217     18
- Always/Usually           58.4%    46.3%   60.9%    41.1%   66.7%    38.1%   65.8%   43.6%  48.5%  65.6%    60.6%   57.3%     35.5%   73.8%    49.7%  64.3%   59.6%  50.0%
                                                B                D                F                    HI                                  M               O

HEDIS/CAHPS SUMMARY RATE     151       22     116       26     123       15     117      14     28     96       32     114         5      26       51    100     137     13
- Always                   37.2%    26.8%   39.5%    20.2%   45.1%    17.9%   43.0%   25.5%  27.2%  44.0%    34.0%   38.0%     16.1%   42.6%    30.9%  41.5%   37.6%  36.1%
                                                B                D                F                    HI                                  M               O

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q9.  In the last 6 months, did a doctor or other health 
provider tell you there was more than one choice for your 
treatment or health care?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               406       82     294      129     273       84     272      55    103    218       94     300        31      61      165    241     364     36

Total Valid Responses        403       82     291      127     272       83     270      55    102    216       94     297        31      61      163    240     361     36
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      3        -       3        2       1        1       2       -      1      2        -       3         -       -        2      1       3      -

Yes                          216       43     157       53     161       33     158      29     50    121       58     152        16      40       67    149     195     19
                           53.6%    52.4%   54.0%    41.7%   59.2%    39.8%   58.5%   52.7%  49.0%  56.0%    61.7%   51.2%     51.6%   65.6%    41.1%  62.1%   54.0%  52.8%
                                                                 D                F                              l                                         O

No                           187       39     134       74     111       50     112      26     52     95       36     145        15      21       96     91     166     17
                           46.4%    47.6%   46.0%    58.3%   40.8%    60.2%   41.5%   47.3%  51.0%  44.0%    38.3%   48.8%     48.4%   34.4%    58.9%  37.9%   46.0%  47.2%
                                                         E                G                                              k                          P

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q10.  (SDM)In the last 6 months, did a doctor or other 
health provider talk with you about the pros and cons of 
each choice for your treatment or health care? 

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               216       43     157       53     161       33     158      29     50    121       58     152        16      40       67    149     195     19

Total Valid Responses        216       43     157       53     161       33     158      29     50    121       58     152        16      40       67    149     195     19
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -

Definitely Yes               144       23     113       21     121       10     120      15     28     93       31     108         7      23       40    104     133     10
                           66.7%    53.5%   72.0%    39.6%   75.2%    30.3%   75.9%   51.7%  56.0%  76.9%    53.4%   71.1%     43.8%   57.5%    59.7%  69.8%   68.2%  52.6%

Somewhat Yes                  55       12      35       24      31       17      30       8     16     23       21      33         8      12       20     35      48      6
                           25.5%    27.9%   22.3%    45.3%   19.3%    51.5%   19.0%   27.6%  32.0%  19.0%    36.2%   21.7%     50.0%   30.0%    29.9%  23.5%   24.6%  31.6%

Somewhat No                    7        5       2        3       4        4       2       3      2      2        2       5         -       2        2      5       6      1
                            3.2%    11.6%    1.3%     5.7%    2.5%    12.1%    1.3%   10.3%   4.0%   1.7%     3.4%    3.3%              5.0%     3.0%   3.4%    3.1%   5.3%

Definitely No                 10        3       7        5       5        2       6       3      4      3        4       6         1       3        5      5       8      2
                            4.6%     7.0%    4.5%     9.4%    3.1%     6.1%    3.8%   10.3%   8.0%   2.5%     6.9%    3.9%      6.3%    7.5%     7.5%   3.4%    4.1%  10.5%

HEDIS/CAHPS SUMMARY RATE     144       23     113       21     121       10     120      15     28     93       31     108         7      23       40    104     133     10
- Definitely Yes           66.7%    53.5%   72.0%    39.6%   75.2%    30.3%   75.9%   51.7%  56.0%  76.9%    53.4%   71.1%     43.8%   57.5%    59.7%  69.8%   68.2%  52.6%
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Q11.  (SDM)In the last 6 months, when there was more than 
one choice for your treatment or health care, did a doctor 
or other health provider ask which choice you thought was 
best for you?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               216       43     157       53     161       33     158      29     50    121       58     152        16      40       67    149     195     19

Total Valid Responses        213       42     156       52     160       33     156      28     49    121       57     151        16      40       66    147     193     19
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      3        1       1        1       1        -       2       1      1      -        1       1         -       -        1      2       2      -

Definitely Yes               136       22     109       23     113       14     107      16     24     91       32     101         6      26       41     95     125     10
                           63.8%    52.4%   69.9%    44.2%   70.6%    42.4%   68.6%   57.1%  49.0%  75.2%    56.1%   66.9%     37.5%   65.0%    62.1%  64.6%   64.8%  52.6%

Somewhat Yes                  54       11      35       14      39       11      38       5     18     23       15      38         5      10       16     38      49      5
                           25.4%    26.2%   22.4%    26.9%   24.4%    33.3%   24.4%   17.9%  36.7%  19.0%    26.3%   25.2%     31.3%   25.0%    24.2%  25.9%   25.4%  26.3%

Somewhat No                   11        4       6        8       3        5       5       2      5      3        3       7         -       3        6      5      10      1
                            5.2%     9.5%    3.8%    15.4%    1.9%    15.2%    3.2%    7.1%  10.2%   2.5%     5.3%    4.6%              7.5%     9.1%   3.4%    5.2%   5.3%

Definitely No                 12        5       6        7       5        3       6       5      2      4        7       5         5       1        3      9       9      3
                            5.6%    11.9%    3.8%    13.5%    3.1%     9.1%    3.8%   17.9%   4.1%   3.3%    12.3%    3.3%     31.3%    2.5%     4.5%   6.1%    4.7%  15.8%

HEDIS/CAHPS SUMMARY RATE     136       22     109       23     113       14     107      16     24     91       32     101         6      26       41     95     125     10
- Definitely Yes           63.8%    52.4%   69.9%    44.2%   70.6%    42.4%   68.6%   57.1%  49.0%  75.2%    56.1%   66.9%     37.5%   65.0%    62.1%  64.6%   64.8%  52.6%
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Q12.  What number would you use to rate all your health 
care in the last 6 months?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               406       82     294      129     273       84     272      55    103    218       94     300        31      61      165    241     364     36

Total Valid Responses        402       82     291      129     273       84     270      55    102    216       93     299        30      61      164    238     362     35
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      4        -       3        -       -        -       2       -      1      2        1       1         1       -        1      3       2      1

10 - Best health care        128       10     111        -     128        6     105       8     11    102       28      98         6      22       47     81     115     12
possible                   31.8%    12.2%   38.1%            46.9%     7.1%   38.9%   14.5%  10.8%  47.2%    30.1%   32.8%     20.0%   36.1%    28.7%  34.0%   31.8%  34.3%
                                                B                                 F                    HI                                  m

9                             58        5      50        -      58        5      45       4     15     36       11      46         6       5       28     30      52      6
                           14.4%     6.1%   17.2%            21.2%     6.0%   16.7%    7.3%  14.7%  16.7%    11.8%   15.4%     20.0%    8.2%    17.1%  12.6%   14.4%  17.1%
                                                B                                 F                     H

8                             87       17      64        -      87       15      63       6     38     37       20      65         3      16       35     52      79      7
                           21.6%    20.7%   22.0%            31.9%    17.9%   23.3%   10.9%  37.3%  17.1%    21.5%   21.7%     10.0%   26.2%    21.3%  21.8%   21.8%  20.0%
                                                                                                HJ                                         M

7                             51       16      29       51       -       20      25       8     22     15       15      35         5      10       22     29      45      5
                           12.7%    19.5%   10.0%    39.5%            23.8%    9.3%   14.5%  21.6%   6.9%    16.1%   11.7%     16.7%   16.4%    13.4%  12.2%   12.4%  14.3%
                                        C                                 G                      J

6                             31       14      16       31       -       13      16      12      9      9        6      25         3       3       13     18      29      1
                            7.7%    17.1%    5.5%    24.0%            15.5%    5.9%   21.8%   8.8%   4.2%     6.5%    8.4%     10.0%    4.9%     7.9%   7.6%    8.0%   2.9%
                                        C                                 G              IJ

5                             24        9      13       24       -       13      10       8      2     12        4      19         3       1       10     14      23      1
                            6.0%    11.0%    4.5%    18.6%            15.5%    3.7%   14.5%   2.0%   5.6%     4.3%    6.4%     10.0%    1.6%     6.1%   5.9%    6.4%   2.9%
                                        c                                 G              Ij             i

4                              8        3       4        8       -        5       2       3      2      2        4       3         2       2        3      5       7      1
                            2.0%     3.7%    1.4%     6.2%             6.0%    0.7%    5.5%   2.0%   0.9%     4.3%    1.0%      6.7%    3.3%     1.8%   2.1%    1.9%   2.9%
                                                                          G

3                              6        4       2        6       -        2       1       3      1      2        2       4         2       -        3      3       3      2
                            1.5%     4.9%    0.7%     4.7%             2.4%    0.4%    5.5%   1.0%   0.9%     2.2%    1.3%      6.7%             1.8%   1.3%    0.8%   5.7%
                                        c

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q12.  What number would you use to rate all your health 
care in the last 6 months?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

2                              3        2       -        3       -        3       -       2      -      -        2       1         -       1        1      2       3      -
                            0.7%     2.4%             2.3%             3.6%            3.6%                   2.2%    0.3%              1.6%     0.6%   0.8%    0.8%       

1                              2        -       -        2       -        -       1       -      -      -        -       -         -       -        -      2       2      -
                            0.5%                      1.6%                     0.4%                                                                     0.8%    0.6%       

0 - Worst health care          4        2       2        4       -        2       2       1      2      1        1       3         -       1        2      2       4      -
possible                    1.0%     2.4%    0.7%     3.1%             2.4%    0.7%    1.8%   2.0%   0.5%     1.1%    1.0%              1.6%     1.2%   0.8%    1.1%       

HEDIS/CAHPS SUMMARY RATE     273       32     225        -     273       26     213      18     64    175       59     209        15      43      110    163     246     25
- 8-10                     67.9%    39.0%   77.3%           100.0%    31.0%   78.9%   32.7%  62.7%  81.0%    63.4%   69.9%     50.0%   70.5%    67.1%  68.5%   68.0%  71.4%
                                                B                                 F              H     HI                                  m

HEDIS/CAHPS SUMMARY RATE     186       15     161        -     186       11     150      12     26    138       39     144        12      27       75    111     167     18
- 9-10                     46.3%    18.3%   55.3%            68.1%    13.1%   55.6%   21.8%  25.5%  63.9%    41.9%   48.2%     40.0%   44.3%    45.7%  46.6%   46.1%  51.4%
                                                B                                 F                    HI

Mean                        8.01     6.71    8.45     5.59    9.15     6.43    8.49    6.49   7.63   8.67     7.81    8.13      7.33    8.13     7.97   8.03    8.01   8.17

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q13.  Do you have a personal doctor?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               516      108     364      129     273      108     317      74    123    275      108     388        37      69      259    241     440     64

Total Valid Responses        504      104     361      126     271      108     317      70    123    272      108     381        37      69      253    240     440     64
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     12        4       3        3       2        -       -       4      -      3        -       7         -       -        6      1       -      -

Yes                          440       89     317      116     246      108     317      61    107    238       90     336        29      59      209    221     440      -
                           87.3%    85.6%   87.8%    92.1%   90.8%   100.0%  100.0%   87.1%  87.0%  87.5%    83.3%   88.2%     78.4%   85.5%    82.6%  92.1%  100.0%       
                                                                                                                                                           O

No                            64       15      44       10      25        -       -       9     16     34       18      45         8      10       44     19       -     64
                           12.7%    14.4%   12.2%     7.9%    9.2%                    12.9%  13.0%  12.5%    16.7%   11.8%     21.6%   14.5%    17.4%   7.9%         100.0%
                                                                                                                                                    P

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
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Q14.  In the last 6 months, how many times did you visit 
your personal doctor to get care for yourself?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               440       89     317      116     246      108     317      61    107    238       90     336        29      59      209    221     440      -

Total Valid Responses        434       86     315      115     244      107     313      58    107    236       90     333        29      59      207    219     434      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      6        3       2        1       2        1       4       3      -      2        -       3         -       -        2      2       6      -

None                          92       18      67       14      24       31      53      12     15     58       14      77         4      10       71     19      92      -
                           21.2%    20.9%   21.3%    12.2%    9.8%    29.0%   16.9%   20.7%  14.0%  24.6%    15.6%   23.1%     13.8%   16.9%    34.3%   8.7%   21.2%       
                                                                          G                             I                k                          P

1                             71       11      54       18      43       19      51       6     22     37       16      54         5      11       62      9      71      -
                           16.4%    12.8%   17.1%    15.7%   17.6%    17.8%   16.3%   10.3%  20.6%  15.7%    17.8%   16.2%     17.2%   18.6%    30.0%   4.1%   16.4%       
                                                                                                 h                                                  P

2                             86       16      67       23      60       20      65      10     30     43       15      70         4      10       60     24      86      -
                           19.8%    18.6%   21.3%    20.0%   24.6%    18.7%   20.8%   17.2%  28.0%  18.2%    16.7%   21.0%     13.8%   16.9%    29.0%  11.0%   19.8%       
                                                                                                 j                                                  P

3                             60       16      37       21      35       15      44      10     15     28       18      40         6      12        6     51      60      -
                           13.8%    18.6%   11.7%    18.3%   14.3%    14.0%   14.1%   17.2%  14.0%  11.9%    20.0%   12.0%     20.7%   20.3%     2.9%  23.3%   13.8%       
                                                                                                                 l                                         O

4                             44       10      30       13      30        5      37       7     17     16        8      34         3       5        2     41      44      -
                           10.1%    11.6%    9.5%    11.3%   12.3%     4.7%   11.8%   12.1%  15.9%   6.8%     8.9%   10.2%     10.3%    8.5%     1.0%  18.7%   10.1%       
                                                                                  F              J                                                         O

5 to 9                        64       10      49       19      42       14      49       8      8     43       16      45         4      11        5     59      64      -
                           14.7%    11.6%   15.6%    16.5%   17.2%    13.1%   15.7%   13.8%   7.5%  18.2%    17.8%   13.5%     13.8%   18.6%     2.4%  26.9%   14.7%       
                                                                                                        I                                                  O

10 or more                    17        5      11        7      10        3      14       5      -     11        3      13         3       -        1     16      17      -
                            3.9%     5.8%    3.5%     6.1%    4.1%     2.8%    4.5%    8.6%          4.7%     3.3%    3.9%     10.3%             0.5%   7.3%    3.9%       
                                                                                                                                                           O

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q15.  (HWDC)In the last 6 months, how often did your 
personal doctor explain things in a way that was easy to 
understand?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               342       68     248      101     220       76     260      46     92    178       76     256        25      49      136    200     342      -

Total Valid Responses        336       68     244      100     217       75     259      46     91    175       75     255        25      48      135    195     336      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      6        -       4        1       3        1       1       -      1      3        1       1         -       1        1      5       6      -

Always                       253       40     196       51     188       30     221      27     61    148       44     203        14      29       97    150     253      -
                           75.3%    58.8%   80.3%    51.0%   86.6%    40.0%   85.3%   58.7%  67.0%  84.6%    58.7%   79.6%     56.0%   60.4%    71.9%  76.9%   75.3%       
                                                B                D                F                    HI                K

Usually                       51       19      27       23      23       18      33      12     15     19       14      37         6       8       23     28      51      -
                           15.2%    27.9%   11.1%    23.0%   10.6%    24.0%   12.7%   26.1%  16.5%  10.9%    18.7%   14.5%     24.0%   16.7%    17.0%  14.4%   15.2%       
                                        C                E                G               J

Sometimes                     28        9      18       24       4       23       5       7     13      7       15      13         5       9       13     15      28      -
                            8.3%    13.2%    7.4%    24.0%    1.8%    30.7%    1.9%   15.2%  14.3%   4.0%    20.0%    5.1%     20.0%   18.8%     9.6%   7.7%    8.3%       
                                                         E                G               J      J               L

Never                          4        -       3        2       2        4       -       -      2      1        2       2         -       2        2      2       4      -
                            1.2%             1.2%     2.0%    0.9%     5.3%                   2.2%   0.6%     2.7%    0.8%              4.2%     1.5%   1.0%    1.2%       

HEDIS/CAHPS SUMMARY RATE     304       59     223       74     211       48     254      39     76    167       58     240        20      37      120    178     304      -
- Always/Usually           90.5%    86.8%   91.4%    74.0%   97.2%    64.0%   98.1%   84.8%  83.5%  95.4%    77.3%   94.1%     80.0%   77.1%    88.9%  91.3%   90.5%       
                                                                 D                F                    hI                K

HEDIS/CAHPS SUMMARY RATE     253       40     196       51     188       30     221      27     61    148       44     203        14      29       97    150     253      -
- Always                   75.3%    58.8%   80.3%    51.0%   86.6%    40.0%   85.3%   58.7%  67.0%  84.6%    58.7%   79.6%     56.0%   60.4%    71.9%  76.9%   75.3%       
                                                B                D                F                    HI                K

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q16.  (HWDC)In the last 6 months, how often did your 
personal doctor listen carefully to you?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               342       68     248      101     220       76     260      46     92    178       76     256        25      49      136    200     342      -

Total Valid Responses        335       68     243       98     218       75     257      46     90    175       76     253        25      49      132    197     335      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      7        -       5        3       2        1       3       -      2      3        -       3         -       -        4      3       7      -

Always                       246       38     193       47     184       20     223      25     60    146       40     200        11      28       99    142     246      -
                           73.4%    55.9%   79.4%    48.0%   84.4%    26.7%   86.8%   54.3%  66.7%  83.4%    52.6%   79.1%     44.0%   57.1%    75.0%  72.1%   73.4%       
                                                B                D                F                    HI                K

Usually                       48       15      29       21      24       21      27       9     18     17       17      31         6      11       17     30      48      -
                           14.3%    22.1%   11.9%    21.4%   11.0%    28.0%   10.5%   19.6%  20.0%   9.7%    22.4%   12.3%     24.0%   22.4%    12.9%  15.2%   14.3%       
                                        c                E                G                      J               l

Sometimes                     33       12      18       24       8       26       7      10     11      9       16      17         8       7       11     22      33      -
                            9.9%    17.6%    7.4%    24.5%    3.7%    34.7%    2.7%   21.7%  12.2%   5.1%    21.1%    6.7%     32.0%   14.3%     8.3%  11.2%    9.9%       
                                        C                E                G               J      j               L                 n

Never                          8        3       3        6       2        8       -       2      1      3        3       5         -       3        5      3       8      -
                            2.4%     4.4%    1.2%     6.1%    0.9%    10.7%            4.3%   1.1%   1.7%     3.9%    2.0%              6.1%     3.8%   1.5%    2.4%       
                                                         E

HEDIS/CAHPS SUMMARY RATE     294       53     222       68     208       41     250      34     78    163       57     231        17      39      116    172     294      -
- Always/Usually           87.8%    77.9%   91.4%    69.4%   95.4%    54.7%   97.3%   73.9%  86.7%  93.1%    75.0%   91.3%     68.0%   79.6%    87.9%  87.3%   87.8%       
                                                B                D                F              h      H                K

HEDIS/CAHPS SUMMARY RATE     246       38     193       47     184       20     223      25     60    146       40     200        11      28       99    142     246      -
- Always                   73.4%    55.9%   79.4%    48.0%   84.4%    26.7%   86.8%   54.3%  66.7%  83.4%    52.6%   79.1%     44.0%   57.1%    75.0%  72.1%   73.4%       
                                                B                D                F                    HI                K

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q17. (HWDC)In the last 6 months, how often did your 
personal doctor show respect for what you had to say?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               342       68     248      101     220       76     260      46     92    178       76     256        25      49      136    200     342      -

Total Valid Responses        339       68     247      100     219       76     260      46     91    178       76     256        25      49      135    198     339      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      3        -       1        1       1        -       -       -      1      -        -       -         -       -        1      2       3      -

Always                       254       40     198       49     191       19     232      30     59    149       45     203        11      33      102    148     254      -
                           74.9%    58.8%   80.2%    49.0%   87.2%    25.0%   89.2%   65.2%  64.8%  83.7%    59.2%   79.3%     44.0%   67.3%    75.6%  74.7%   74.9%       
                                                B                D                F                    HI                K                 m

Usually                       48       15      29       27      18       29      19       7     21     16       15      33         7       8       19     28      48      -
                           14.2%    22.1%   11.7%    27.0%    8.2%    38.2%    7.3%   15.2%  23.1%   9.0%    19.7%   12.9%     28.0%   16.3%    14.1%  14.1%   14.2%       
                                        c                E                G                      J

Sometimes                     31       11      17       20       8       22       9       8      9     11       12      18         7       4       10     20      31      -
                            9.1%    16.2%    6.9%    20.0%    3.7%    28.9%    3.5%   17.4%   9.9%   6.2%    15.8%    7.0%     28.0%    8.2%     7.4%  10.1%    9.1%       
                                        c                E                G               j                      l                 N

Never                          6        2       3        4       2        6       -       1      2      2        4       2         -       4        4      2       6      -
                            1.8%     2.9%    1.2%     4.0%    0.9%     7.9%            2.2%   2.2%   1.1%     5.3%    0.8%              8.2%     3.0%   1.0%    1.8%       
                                                                                                                 l

HEDIS/CAHPS SUMMARY RATE     302       55     227       76     209       48     251      37     80    165       60     236        18      41      121    176     302      -
- Always/Usually           89.1%    80.9%   91.9%    76.0%   95.4%    63.2%   96.5%   80.4%  87.9%  92.7%    78.9%   92.2%     72.0%   83.7%    89.6%  88.9%   89.1%       
                                                B                D                F                     H                K

HEDIS/CAHPS SUMMARY RATE     254       40     198       49     191       19     232      30     59    149       45     203        11      33      102    148     254      -
- Always                   74.9%    58.8%   80.2%    49.0%   87.2%    25.0%   89.2%   65.2%  64.8%  83.7%    59.2%   79.3%     44.0%   67.3%    75.6%  74.7%   74.9%       
                                                B                D                F                    HI                K                 m

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q18. (HWDC)In the last 6 months, how often did your 
personal doctor spend enough time with you?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               342       68     248      101     220       76     260      46     92    178       76     256        25      49      136    200     342      -

Total Valid Responses        334       67     244       97     218       76     255      46     90    175       75     254        25      48      133    195     334      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      8        1       4        4       2        -       5       -      2      3        1       2         -       1        3      5       8      -

Always                       216       28     175       36     167       12     202      21     46    136       37     175        10      26       83    129     216      -
                           64.7%    41.8%   71.7%    37.1%   76.6%    15.8%   79.2%   45.7%  51.1%  77.7%    49.3%   68.9%     40.0%   54.2%    62.4%  66.2%   64.7%       
                                                B                D                F                    HI                K

Usually                       66       18      44       31      32       26      40      12     22     28       18      48         6      12       30     35      66      -
                           19.8%    26.9%   18.0%    32.0%   14.7%    34.2%   15.7%   26.1%  24.4%  16.0%    24.0%   18.9%     24.0%   25.0%    22.6%  17.9%   19.8%       
                                                         E                G

Sometimes                     37       14      21       22      13       25      12       9     18      8       12      25         8       4       13     24      37      -
                           11.1%    20.9%    8.6%    22.7%    6.0%    32.9%    4.7%   19.6%  20.0%   4.6%    16.0%    9.8%     32.0%    8.3%     9.8%  12.3%   11.1%       
                                        C                E                G               J      J                                 N

Never                         15        7       4        8       6       13       1       4      4      3        8       6         1       6        7      7      15      -
                            4.5%    10.4%    1.6%     8.2%    2.8%    17.1%    0.4%    8.7%   4.4%   1.7%    10.7%    2.4%      4.0%   12.5%     5.3%   3.6%    4.5%       
                                        C                e                G                                      L

HEDIS/CAHPS SUMMARY RATE     282       46     219       67     199       38     242      33     68    164       55     223        16      38      113    164     282      -
- Always/Usually           84.4%    68.7%   89.8%    69.1%   91.3%    50.0%   94.9%   71.7%  75.6%  93.7%    73.3%   87.8%     64.0%   79.2%    85.0%  84.1%   84.4%       
                                                B                D                F                    HI                K

HEDIS/CAHPS SUMMARY RATE     216       28     175       36     167       12     202      21     46    136       37     175        10      26       83    129     216      -
- Always                   64.7%    41.8%   71.7%    37.1%   76.6%    15.8%   79.2%   45.7%  51.1%  77.7%    49.3%   68.9%     40.0%   54.2%    62.4%  66.2%   64.7%       
                                                B                D                F                    HI                K

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q19. In the last 6 months, did you get care from a doctor 
or other health provider besides your personal doctor?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               342       68     248      101     220       76     260      46     92    178       76     256        25      49      136    200     342      -

Total Valid Responses        333       66     245       99     215       75     257      44     91    176       74     254        24      48      135    193     333      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      9        2       3        2       5        1       3       2      1      2        2       2         1       1        1      7       9      -

Yes                          178       40     127       65     107       48     130      29     42     96       49     128        14      33       53    123     178      -
                           53.5%    60.6%   51.8%    65.7%   49.8%    64.0%   50.6%   65.9%  46.2%  54.5%    66.2%   50.4%     58.3%   68.8%    39.3%  63.7%   53.5%       
                                                         E                G               I                      L                                         O

No                           155       26     118       34     108       27     127      15     49     80       25     126        10      15       82     70     155      -
                           46.5%    39.4%   48.2%    34.3%   50.2%    36.0%   49.4%   34.1%  53.8%  45.5%    33.8%   49.6%     41.7%   31.3%    60.7%  36.3%   46.5%       
                                                                 D                F              H                       K                          P

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q20. (CC)In the last 6 months, how often did your personal 
doctor seem informed and up-to-date about the care you got 
from these doctors or other health providers?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               178       40     127       65     107       48     130      29     42     96       49     128        14      33       53    123     178      -

Total Valid Responses        176       40     126       65     105       47     129      29     42     95       49     126        14      33       53    121     176      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      2        -       1        -       2        1       1       -      -      1        -       2         -       -        -      2       2      -

Always                       103       15      84       21      79       14      89      10     19     70       25      78         3      21       27     75     103      -
                           58.5%    37.5%   66.7%    32.3%   75.2%    29.8%   69.0%   34.5%  45.2%  73.7%    51.0%   61.9%     21.4%   63.6%    50.9%  62.0%   58.5%       
                                                B                D                F                    HI                                  M

Usually                       30       10      18       16      13        6      24       8      8     12        6      23         2       4       10     20      30      -
                           17.0%    25.0%   14.3%    24.6%   12.4%    12.8%   18.6%   27.6%  19.0%  12.6%    12.2%   18.3%     14.3%   12.1%    18.9%  16.5%   17.0%       
                                                         E                                j

Sometimes                     23        8      14       14       8       15       8       6      9      7        9      14         5       4       11     12      23      -
                           13.1%    20.0%   11.1%    21.5%    7.6%    31.9%    6.2%   20.7%  21.4%   7.4%    18.4%   11.1%     35.7%   12.1%    20.8%   9.9%   13.1%       
                                                         E                G               j      J                                 n                p

Never                         20        7      10       14       5       12       8       5      6      6        9      11         4       4        5     14      20      -
                           11.4%    17.5%    7.9%    21.5%    4.8%    25.5%    6.2%   17.2%  14.3%   6.3%    18.4%    8.7%     28.6%   12.1%     9.4%  11.6%   11.4%       
                                                         E                G

HEDIS/CAHPS SUMMARY RATE     133       25     102       37      92       20     113      18     27     82       31     101         5      25       37     95     133      -
- Always/Usually           75.6%    62.5%   81.0%    56.9%   87.6%    42.6%   87.6%   62.1%  64.3%  86.3%    63.3%   80.2%     35.7%   75.8%    69.8%  78.5%   75.6%       
                                                B                D                F                    HI                K                 M

HEDIS/CAHPS SUMMARY RATE     103       15      84       21      79       14      89      10     19     70       25      78         3      21       27     75     103      -
- Always                   58.5%    37.5%   66.7%    32.3%   75.2%    29.8%   69.0%   34.5%  45.2%  73.7%    51.0%   61.9%     21.4%   63.6%    50.9%  62.0%   58.5%       
                                                B                D                F                    HI                                  M

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q21. What number would you use to rate your personal doctor?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               440       89     317      116     246      108     317      61    107    238       90     336        29      59      209    221     440      -

Total Valid Responses        425       88     308      115     239      108     317      60    106    230       86     331        28      56      201    214     425      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                     15        1       9        1       7        -       -       1      1      8        4       5         1       3        8      7      15      -

10 - Best personal           204       21     171       26     151        -     204      17     33    142       31     169         6      24       84    114     204      -
doctor possible            48.0%    23.9%   55.5%    22.6%   63.2%            64.4%   28.3%  31.1%  61.7%    36.0%   51.1%     21.4%   42.9%    41.8%  53.3%   48.0%       
                                                B                D                                     HI                K                 M               O

9                             62       10      48       14      35        -      62       5     24     29       11      49         5       6       39     22      62      -
                           14.6%    11.4%   15.6%    12.2%   14.6%            19.6%    8.3%  22.6%  12.6%    12.8%   14.8%     17.9%   10.7%    19.4%  10.3%   14.6%       
                                                                                                HJ                                                  P

8                             51       14      29       17      27        -      51      11     14     18        9      40         3       6       23     28      51      -
                           12.0%    15.9%    9.4%    14.8%   11.3%            16.1%   18.3%  13.2%   7.8%    10.5%   12.1%     10.7%   10.7%    11.4%  13.1%   12.0%       
                                                                                          J

7                             38       13      24       16      11       38       -       7     12     18       10      28         3       7       21     16      38      -
                            8.9%    14.8%    7.8%    13.9%    4.6%    35.2%           11.7%  11.3%   7.8%    11.6%    8.5%     10.7%   12.5%    10.4%   7.5%    8.9%       
                                        c                E

6                             23        7      15       15       6       23       -       6      7      9        8      15         5       3        9     14      23      -
                            5.4%     8.0%    4.9%    13.0%    2.5%    21.3%           10.0%   6.6%   3.9%     9.3%    4.5%     17.9%    5.4%     4.5%   6.5%    5.4%       
                                                         E

5                             16        9       7       10       2       16       -       5      5      6        8       8         4       4        9      6      16      -
                            3.8%    10.2%    2.3%     8.7%    0.8%    14.8%            8.3%   4.7%   2.6%     9.3%    2.4%     14.3%    7.1%     4.5%   2.8%    3.8%       
                                        C                E                                                       L

4                             11        7       2        6       1       11       -       3      4      2        2       9         1       -        6      4      11      -
                            2.6%     8.0%    0.6%     5.2%    0.4%    10.2%            5.0%   3.8%   0.9%     2.3%    2.7%      3.6%             3.0%   1.9%    2.6%       
                                        C                E

3                              4        1       3        3       1        4       -       1      2      1        1       3         -       1        2      2       4      -
                            0.9%     1.1%    1.0%     2.6%    0.4%     3.7%            1.7%   1.9%   0.4%     1.2%    0.9%              1.8%     1.0%   0.9%    0.9%       

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q21. What number would you use to rate your personal doctor?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

2                              7        3       4        3       2        7       -       3      2      2        2       5         1       1        3      4       7      -
                            1.6%     3.4%    1.3%     2.6%    0.8%     6.5%            5.0%   1.9%   0.9%     2.3%    1.5%      3.6%    1.8%     1.5%   1.9%    1.6%       

1                              3        1       2        3       -        3       -       1      1      1        2       1         -       2        2      1       3      -
                            0.7%     1.1%    0.6%     2.6%             2.8%            1.7%   0.9%   0.4%     2.3%    0.3%              3.6%     1.0%   0.5%    0.7%       

0 - Worst personal             6        2       3        2       3        6       -       1      2      2        2       4         -       2        3      3       6      -
doctor possible             1.4%     2.3%    1.0%     1.7%    1.3%     5.6%            1.7%   1.9%   0.9%     2.3%    1.2%              3.6%     1.5%   1.4%    1.4%       

HEDIS/CAHPS SUMMARY RATE     317       45     248       57     213        -     317      33     71    189       51     258        14      36      146    164     317      -
- 8-10                     74.6%    51.1%   80.5%    49.6%   89.1%           100.0%   55.0%  67.0%  82.2%    59.3%   77.9%     50.0%   64.3%    72.6%  76.6%   74.6%       
                                                B                D                                     HI                K

HEDIS/CAHPS SUMMARY RATE     266       31     219       40     186        -     266      22     57    171       42     218        11      30      123    136     266      -
- 9-10                     62.6%    35.2%   71.1%    34.8%   77.8%            83.9%   36.7%  53.8%  74.3%    48.8%   65.9%     39.3%   53.6%    61.2%  63.6%   62.6%       
                                                B                D                               H     HI                K

Mean                        8.38     7.14    8.75     7.10    9.10     5.16    9.48    7.25   7.89   8.92     7.63    8.56      7.36    7.79     8.25   8.50    8.38      -

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q22. In the last 6 months, did you try to make any 
appointments to see a specialist?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               516      108     364      129     273      108     317      74    123    275      108     388        37      69      259    241     440     64

Total Valid Responses        502      104     362      125     269      106     316      71    122    273      107     385        37      68      256    234     434     62
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     14        4       2        4       4        2       1       3      1      2        1       3         -       1        3      7       6      2

Yes                          174       44     118       59      96       49     108      32     36     94       51     120        20      29       50    119     161     10
                           34.7%    42.3%   32.6%    47.2%   35.7%    46.2%   34.2%   45.1%  29.5%  34.4%    47.7%   31.2%     54.1%   42.6%    19.5%  50.9%   37.1%  16.1%
                                        c                E                G               I                      L                                         O       R

No                           328       60     244       66     173       57     208      39     86    179       56     265        17      39      206    115     273     52
                           65.3%    57.7%   67.4%    52.8%   64.3%    53.8%   65.8%   54.9%  70.5%  65.6%    52.3%   68.8%     45.9%   57.4%    80.5%  49.1%   62.9%  83.9%
                                                b                D                F              H                       K                          P                     Q

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q23. (GNC)In the last 6 months, how often was it easy to 
get appointments with specialists?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               174       44     118       59      96       49     108      32     36     94       51     120        20      29       50    119     161     10

Total Valid Responses        172       43     118       57      96       48     107      31     36     94       50     120        19      29       50    117     159     10
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      2        1       -        2       -        1       1       1      -      -        1       -         1       -        -      2       2      -

Always                        94       15      75       16      64       18      66      11     16     63       26      67         7      18       28     63      87      6
                           54.7%    34.9%   63.6%    28.1%   66.7%    37.5%   61.7%   35.5%  44.4%  67.0%    52.0%   55.8%     36.8%   62.1%    56.0%  53.8%   54.7%  60.0%
                                                B                D                F                    HI                                  m

Usually                       42       12      28       20      21       15      23       6     16     18       11      31         5       6       10     31      39      2
                           24.4%    27.9%   23.7%    35.1%   21.9%    31.3%   21.5%   19.4%  44.4%  19.1%    22.0%   25.8%     26.3%   20.7%    20.0%  26.5%   24.5%  20.0%
                                                         e                                      HJ

Sometimes                     22        9      10       13       8        8      13       8      2      9        5      16         2       3        5     16      21      -
                           12.8%    20.9%    8.5%    22.8%    8.3%    16.7%   12.1%   25.8%   5.6%   9.6%    10.0%   13.3%     10.5%   10.3%    10.0%  13.7%   13.2%       
                                        c                E                               Ij

Never                         14        7       5        8       3        7       5       6      2      4        8       6         5       2        7      7      12      2
                            8.1%    16.3%    4.2%    14.0%    3.1%    14.6%    4.7%   19.4%   5.6%   4.3%    16.0%    5.0%     26.3%    6.9%    14.0%   6.0%    7.5%  20.0%
                                        C                E                g              iJ                      L                 n

HEDIS/CAHPS SUMMARY RATE     136       27     103       36      85       33      89      17     32     81       37      98        12      24       38     94     126      8
- Always/Usually           79.1%    62.8%   87.3%    63.2%   88.5%    68.8%   83.2%   54.8%  88.9%  86.2%    74.0%   81.7%     63.2%   82.8%    76.0%  80.3%   79.2%  80.0%
                                                B                D                f              H      H

HEDIS/CAHPS SUMMARY RATE      94       15      75       16      64       18      66      11     16     63       26      67         7      18       28     63      87      6
- Always                   54.7%    34.9%   63.6%    28.1%   66.7%    37.5%   61.7%   35.5%  44.4%  67.0%    52.0%   55.8%     36.8%   62.1%    56.0%  53.8%   54.7%  60.0%
                                                B                D                F                    HI                                  m

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q24.  How many specialists have you seen in the last 6 
months?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               174       44     118       59      96       49     108      32     36     94       51     120        20      29       50    119     161     10

Total Valid Responses        170       43     117       57      94       48     106      31     36     93       50     119        19      29       50    115     157     10
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      4        1       1        2       2        1       2       1      -      1        1       1         1       -        -      4       4      -

None                          16        5      10        5       7        6       8       4      5      6        4      12         2       2        6      8      14      1
                            9.4%    11.6%    8.5%     8.8%    7.4%    12.5%    7.5%   12.9%  13.9%   6.5%     8.0%   10.1%     10.5%    6.9%    12.0%   7.0%    8.9%  10.0%

1 specialist                  88       19      65       30      46       22      55      16     13     55       26      61        11      14       35     52      78      8
                           51.8%    44.2%   55.6%    52.6%   48.9%    45.8%   51.9%   51.6%  36.1%  59.1%    52.0%   51.3%     57.9%   48.3%    70.0%  45.2%   49.7%  80.0%
                                                                                                        I                                           P                     Q

2                             42       13      25       12      27       12      28       5     15     18       12      30         5       6        7     33      41      1
                           24.7%    30.2%   21.4%    21.1%   28.7%    25.0%   26.4%   16.1%  41.7%  19.4%    24.0%   25.2%     26.3%   20.7%    14.0%  28.7%   26.1%  10.0%
                                                                                                HJ                                                         O

3                             13        4       8        5       8        5       8       4      1      7        3      10         -       3        1     12      13      -
                            7.6%     9.3%    6.8%     8.8%    8.5%    10.4%    7.5%   12.9%   2.8%   7.5%     6.0%    8.4%             10.3%     2.0%  10.4%    8.3%       
                                                                                                                                                           O

4                              6        1       5        1       5        1       5       1      -      5        2       4         -       2        1      5       6      -
                            3.5%     2.3%    4.3%     1.8%    5.3%     2.1%    4.7%    3.2%          5.4%     4.0%    3.4%              6.9%     2.0%   4.3%    3.8%       

5 or more specialist           5        1       4        4       1        2       2       1      2      2        3       2         1       2        -      5       5      -
                            2.9%     2.3%    3.4%     7.0%    1.1%     4.2%    1.9%    3.2%   5.6%   2.2%     6.0%    1.7%      5.3%    6.9%            4.3%    3.2%       
                                                         e

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q25.  What number would you use to rate that specialist?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               154       38     107       52      87       42      98      27     31     87       46     107        17      27       44    107     143      9

Total Valid Responses        152       37     107       50      87       42      97      26     31     87       46     106        17      27       43    106     142      9
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      2        1       -        2       -        -       1       1      -      -        -       1         -       -        1      1       1      -

10 - Best specialist          76       12      64       12      57       13      53       9      9     58       25      51         8      16       23     51      68      7
possible                   50.0%    32.4%   59.8%    24.0%   65.5%    31.0%   54.6%   34.6%  29.0%  66.7%    54.3%   48.1%     47.1%   59.3%    53.5%  48.1%   47.9%  77.8%
                                                B                D                F                    HI                                                                 Q

9                             19        2      16        8       8        4      13       2      4     12        2      17         1       1        4     14      17      2
                           12.5%     5.4%   15.0%    16.0%    9.2%     9.5%   13.4%    7.7%  12.9%  13.8%     4.3%   16.0%      5.9%    3.7%     9.3%  13.2%   12.0%  22.2%
                                                b                                                                        K

8                             24        9      12        9      13        7      17       3     12      6       10      14         4       5        6     18      24      -
                           15.8%    24.3%   11.2%    18.0%   14.9%    16.7%   17.5%   11.5%  38.7%   6.9%    21.7%   13.2%     23.5%   18.5%    14.0%  17.0%   16.9%       
                                        c                                                       HJ

7                             13        2       9        5       7        5       7       2      3      6        5       8         1       4        5      8      13      -
                            8.6%     5.4%    8.4%    10.0%    8.0%    11.9%    7.2%    7.7%   9.7%   6.9%    10.9%    7.5%      5.9%   14.8%    11.6%   7.5%    9.2%       

6                              8        5       3        7       -        5       3       3      2      3        2       6         2       -        1      7       8      -
                            5.3%    13.5%    2.8%    14.0%            11.9%    3.1%   11.5%   6.5%   3.4%     4.3%    5.7%     11.8%             2.3%   6.6%    5.6%       
                                        c                                 g

5                              5        4       1        5       -        3       2       4      -      1        1       4         -       1        2      3       5      -
                            3.3%    10.8%    0.9%    10.0%             7.1%    2.1%   15.4%          1.1%     2.2%    3.8%              3.7%     4.7%   2.8%    3.5%       
                                        c                                                 J

4                              2        1       -        2       -        2       -       1      -      -        -       2         -       -        -      2       2      -
                            1.3%     2.7%             4.0%             4.8%            3.8%                           1.9%                              1.9%    1.4%       

3                              1        -       1        1       -        1       -       -      -      1        -       1         -       -        -      1       1      -
                            0.7%             0.9%     2.0%             2.4%                          1.1%             0.9%                              0.9%    0.7%       

2                              1        1       -        -       -        1       -       1      -      -        -       1         -       -        1      -       1      -
                            0.7%     2.7%                              2.4%            3.8%                           0.9%                       2.3%           0.7%       

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q25.  What number would you use to rate that specialist?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

1                              1        -       1        -       1        -       1       -      1      -        -       1         -       -        -      1       1      -
                            0.7%             0.9%             1.1%             1.0%           3.2%                    0.9%                              0.9%    0.7%       

0 - Worst specialist           2        1       -        1       1        1       1       1      -      -        1       1         1       -        1      1       2      -
possible                    1.3%     2.7%             2.0%    1.1%     2.4%    1.0%    3.8%                   2.2%    0.9%      5.9%             2.3%   0.9%    1.4%       

HEDIS/CAHPS SUMMARY RATE     119       23      92       29      78       24      83      14     25     76       37      82        13      22       33     83     109      9
- 8-10                     78.3%    62.2%   86.0%    58.0%   89.7%    57.1%   85.6%   53.8%  80.6%  87.4%    80.4%   77.4%     76.5%   81.5%    76.7%  78.3%   76.8% 100.0%
                                                B                D                F              H      H                                                                 Q

HEDIS/CAHPS SUMMARY RATE      95       14      80       20      65       17      66      11     13     70       27      68         9      17       27     65      85      9
- 9-10                     62.5%    37.8%   74.8%    40.0%   74.7%    40.5%   68.0%   42.3%  41.9%  80.5%    58.7%   64.2%     52.9%   63.0%    62.8%  61.3%   59.9% 100.0%
                                                B                D                F                    HI                                                                 Q

Mean                        8.56     7.57    9.07     7.54    9.15     7.50    8.88    7.31   8.26   9.24     8.70    8.50      8.24    8.96     8.53   8.54    8.47   9.78

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q26.  In the last 6 months, did you get any kind of care, 
tests or treatment through your health plan?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               516      108     364      129     273      108     317      74    123    275      108     388        37      69      259    241     440     64

Total Valid Responses        495      106     358      124     265      107     307      73    122    269      104     384        36      67      257    228     425     62
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     21        2       6        5       8        1      10       1      1      6        4       4         1       2        2     13      15      2

Yes                          239       53     169       72     145       55     149      38     60    124       67     170        24      42       94    142     207     26
                           48.3%    50.0%   47.2%    58.1%   54.7%    51.4%   48.5%   52.1%  49.2%  46.1%    64.4%   44.3%     66.7%   62.7%    36.6%  62.3%   48.7%  41.9%
                                                                                                                 L                                         O

No                           256       53     189       52     120       52     158      35     62    145       37     214        12      25      163     86     218     36
                           51.7%    50.0%   52.8%    41.9%   45.3%    48.6%   51.5%   47.9%  50.8%  53.9%    35.6%   55.7%     33.3%   37.3%    63.4%  37.7%   51.3%  58.1%
                                                                                                                         K                          P

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q27. (GNC)In the last 6 months, how often was it easy to 
get the care, tests or treatment you thought you needed 
through your health plan?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               239       53     169       72     145       55     149      38     60    124       67     170        24      42       94    142     207     26

Total Valid Responses        237       53     169       71     144       55     147      38     60    124       67     168        24      42       92    142     205     26
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      2        -       -        1       1        -       2       -      -      -        -       2         -       -        2      -       2      -

Always                       127       12     109       22      95       17      93       8     30     83       31      96         6      25       46     80     111     14
                           53.6%    22.6%   64.5%    31.0%   66.0%    30.9%   63.3%   21.1%  50.0%  66.9%    46.3%   57.1%     25.0%   59.5%    50.0%  56.3%   54.1%  53.8%
                                                B                D                F              H     HI                                  M

Usually                       54       15      36       22      29       17      31      11     14     26       17      37         7      10       21     32      49      3
                           22.8%    28.3%   21.3%    31.0%   20.1%    30.9%   21.1%   28.9%  23.3%  21.0%    25.4%   22.0%     29.2%   23.8%    22.8%  22.5%   23.9%  11.5%
                                                         e                                                                                                         r

Sometimes                     38       17      18       19      14       17      16      11     14     10       12      26         7       4       15     23      33      5
                           16.0%    32.1%   10.7%    26.8%    9.7%    30.9%   10.9%   28.9%  23.3%   8.1%    17.9%   15.5%     29.2%    9.5%    16.3%  16.2%   16.1%  19.2%
                                        C                E                G               J      J                                 n

Never                         18        9       6        8       6        4       7       8      2      5        7       9         4       3       10      7      12      4
                            7.6%    17.0%    3.6%    11.3%    4.2%     7.3%    4.8%   21.1%   3.3%   4.0%    10.4%    5.4%     16.7%    7.1%    10.9%   4.9%    5.9%  15.4%
                                        C                e                               IJ

HEDIS/CAHPS SUMMARY RATE     181       27     145       44     124       34     124      19     44    109       48     133        13      35       67    112     160     17
- Always/Usually           76.4%    50.9%   85.8%    62.0%   86.1%    61.8%   84.4%   50.0%  73.3%  87.9%    71.6%   79.2%     54.2%   83.3%    72.8%  78.9%   78.0%  65.4%
                                                B                D                F              H     HI                                  M

HEDIS/CAHPS SUMMARY RATE     127       12     109       22      95       17      93       8     30     83       31      96         6      25       46     80     111     14
- Always                   53.6%    22.6%   64.5%    31.0%   66.0%    30.9%   63.3%   21.1%  50.0%  66.9%    46.3%   57.1%     25.0%   59.5%    50.0%  56.3%   54.1%  53.8%
                                                B                D                F              H     HI                                  M

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q28.  In the last 6 months, did you look for any 
information in written materials or on the Internet about 
how your health plan works?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               516      108     364      129     273      108     317      74    123    275      108     388        37      69      259    241     440     64

Total Valid Responses        498      104     360      123     267      108     311      70    123    271      107     385        36      69      254    232     430     62
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     18        4       4        6       6        -       6       4      -      4        1       3         1       -        5      9      10      2

Yes                           79       21      54       20      46       20      40      14     20     41       41      38        12      29       35     43      62     16
                           15.9%    20.2%   15.0%    16.3%   17.2%    18.5%   12.9%   20.0%  16.3%  15.1%    38.3%    9.9%     33.3%   42.0%    13.8%  18.5%   14.4%  25.8%
                                                                                                                 L                                                        Q

No                           419       83     306      103     221       88     271      56    103    230       66     347        24      40      219    189     368     46
                           84.1%    79.8%   85.0%    83.7%   82.8%    81.5%   87.1%   80.0%  83.7%  84.9%    61.7%   90.1%     66.7%   58.0%    86.2%  81.5%   85.6%  74.2%
                                                                                                                         K                                         R

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
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Q29. In the last 6 months, how often did the written 
materials or the Internet provide the information you 
needed about how your health plan works?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible                79       21      54       20      46       20      40      14     20     41       41      38        12      29       35     43      62     16

Total Valid Responses         79       21      54       20      46       20      40      14     20     41       41      38        12      29       35     43      62     16
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -

Always                        34        6      27        6      25        9      17       4      5     24       18      16         3      15       16     18      28      5
                           43.0%    28.6%   50.0%    30.0%   54.3%    45.0%   42.5%   28.6%  25.0%  58.5%    43.9%   42.1%     25.0%   51.7%    45.7%  41.9%   45.2%  31.3%
                                                b                d                                     HI                                  m

Usually                       19        3      15        4      10        3       8       3      5     10        9      10         2       7       10      9      11      8
                           24.1%    14.3%   27.8%    20.0%   21.7%    15.0%   20.0%   21.4%  25.0%  24.4%    22.0%   26.3%     16.7%   24.1%    28.6%  20.9%   17.7%  50.0%
                                                                                                                                                                          Q

Sometimes                     19        7      10        8       9        4      12       4      7      6        9      10         3       6        7     12      16      3
                           24.1%    33.3%   18.5%    40.0%   19.6%    20.0%   30.0%   28.6%  35.0%  14.6%    22.0%   26.3%     25.0%   20.7%    20.0%  27.9%   25.8%  18.8%
                                                         e                                       j

Never                          7        5       2        2       2        4       3       3      3      1        5       2         4       1        2      4       7      -
                            8.9%    23.8%    3.7%    10.0%    4.3%    20.0%    7.5%   21.4%  15.0%   2.4%    12.2%    5.3%     33.3%    3.4%     5.7%   9.3%   11.3%       
                                        C                                                 j                                        N

HEDIS/CAHPS SUMMARY RATE      53        9      42       10      35       12      25       7     10     34       27      26         5      22       26     27      39     13
- Always/Usually           67.1%    42.9%   77.8%    50.0%   76.1%    60.0%   62.5%   50.0%  50.0%  82.9%    65.9%   68.4%     41.7%   75.9%    74.3%  62.8%   62.9%  81.3%
                                                B                D                                     HI                                  M

HEDIS/CAHPS SUMMARY RATE      34        6      27        6      25        9      17       4      5     24       18      16         3      15       16     18      28      5
- Always                   43.0%    28.6%   50.0%    30.0%   54.3%    45.0%   42.5%   28.6%  25.0%  58.5%    43.9%   42.1%     25.0%   51.7%    45.7%  41.9%   45.2%  31.3%
                                                b                d                                     HI                                  m

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q30.  In the last 6 months, did you try to get information 
or help from your health plan's customer service?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               516      108     364      129     273      108     317      74    123    275      108     388        37      69      259    241     440     64

Total Valid Responses        496      106     358      124     268      108     309      72    122    270      108     388        37      69      254    231     426     63
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     20        2       6        5       5        -       8       2      1      5        -       -         -       -        5     10      14      1

Yes                          108       30      72       34      59       35      51      25     24     53      108       -        37      69       42     65      90     18
                           21.8%    28.3%   20.1%    27.4%   22.0%    32.4%   16.5%   34.7%  19.7%  19.6%   100.0%            100.0%  100.0%    16.5%  28.1%   21.1%  28.6%
                                        c                                 G              IJ                                                                O

No                           388       76     286       90     209       73     258      47     98    217        -     388         -       -      212    166     336     45
                           78.2%    71.7%   79.9%    72.6%   78.0%    67.6%   83.5%   65.3%  80.3%  80.4%           100.0%                      83.5%  71.9%   78.9%  71.4%
                                                b                                 F              H      H                                           P

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 107

                                                                                    MDwise
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Q31. (CS)In the last 6 months, how often did your health 
plan's customer service give you the information or help 
you needed?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               108       30      72       34      59       35      51      25     24     53      108       -        37      69       42     65      90     18

Total Valid Responses        106       29      72       33      58       34      50      24     24     53      106       -        37      69       42     63      88     18
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%            100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      2        1       -        1       1        1       1       1      -      -        2       -         -       -        -      2       2      -

Always                        43        3      39        6      32        9      25       1      8     33       43       -         -      43       20     23      37      6
                           40.6%    10.3%   54.2%    18.2%   55.2%    26.5%   50.0%    4.2%  33.3%  62.3%    40.6%                     62.3%    47.6%  36.5%   42.0%  33.3%
                                                B                D                F              H     HI

Usually                       26        6      17       12      11       11      11       5      7     11       26       -         -      26        8     18      22      4
                           24.5%    20.7%   23.6%    36.4%   19.0%    32.4%   22.0%   20.8%  29.2%  20.8%    24.5%                     37.7%    19.0%  28.6%   25.0%  22.2%
                                                         e

Sometimes                     23       13      10       10      10        9       9      12      4      7       23       -        23       -       11     12      19      4
                           21.7%    44.8%   13.9%    30.3%   17.2%    26.5%   18.0%   50.0%  16.7%  13.2%    21.7%             62.2%            26.2%  19.0%   21.6%  22.2%
                                        C                                                IJ

Never                         14        7       6        5       5        5       5       6      5      2       14       -        14       -        3     10      10      4
                           13.2%    24.1%    8.3%    15.2%    8.6%    14.7%   10.0%   25.0%  20.8%   3.8%    13.2%             37.8%             7.1%  15.9%   11.4%  22.2%
                                        c                                                 J      J

HEDIS/CAHPS SUMMARY RATE      69        9      56       18      43       20      36       6     15     44       69       -         -      69       28     41      59     10
- Always/Usually           65.1%    31.0%   77.8%    54.5%   74.1%    58.8%   72.0%   25.0%  62.5%  83.0%    65.1%                    100.0%    66.7%  65.1%   67.0%  55.6%
                                                B                d                               H     Hi

HEDIS/CAHPS SUMMARY RATE      43        3      39        6      32        9      25       1      8     33       43       -         -      43       20     23      37      6
- Always                   40.6%    10.3%   54.2%    18.2%   55.2%    26.5%   50.0%    4.2%  33.3%  62.3%    40.6%                     62.3%    47.6%  36.5%   42.0%  33.3%
                                                B                D                F              H     HI

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q32. (CS)In the last 6 months, how often did your health 
plan's customer service staff treat you with courtesy and 
respect?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               108       30      72       34      59       35      51      25     24     53      108       -        37      69       42     65      90     18

Total Valid Responses        107       30      71       34      58       35      50      25     24     52      107       -        37      68       42     64      89     18
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%            100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      1        -       1        -       1        -       1       -      -      1        1       -         -       1        -      1       1      -

Always                        57        6      48       11      38       12      33       4      9     41       57       -         6      49       25     32      49      8
                           53.3%    20.0%   67.6%    32.4%   65.5%    34.3%   66.0%   16.0%  37.5%  78.8%    53.3%             16.2%   72.1%    59.5%  50.0%   55.1%  44.4%
                                                B                D                F              h     HI                                  M

Usually                       28       10      16       15      10       15       8       8     11      7       28       -        11      17       10     18      23      5
                           26.2%    33.3%   22.5%    44.1%   17.2%    42.9%   16.0%   32.0%  45.8%  13.5%    26.2%             29.7%   25.0%    23.8%  28.1%   25.8%  27.8%
                                                         E                G               j      J

Sometimes                     16       10       6        6       8        7       7       9      4      3       16       -        14       2        5     10      14      2
                           15.0%    33.3%    8.5%    17.6%   13.8%    20.0%   14.0%   36.0%  16.7%   5.8%    15.0%             37.8%    2.9%    11.9%  15.6%   15.7%  11.1%
                                        C                                                 J                                        N

Never                          6        4       1        2       2        1       2       4      -      1        6       -         6       -        2      4       3      3
                            5.6%    13.3%    1.4%     5.9%    3.4%     2.9%    4.0%   16.0%          1.9%     5.6%             16.2%             4.8%   6.3%    3.4%  16.7%
                                        c                                                 j

HEDIS/CAHPS SUMMARY RATE      85       16      64       26      48       27      41      12     20     48       85       -        17      66       35     50      72     13
- Always/Usually           79.4%    53.3%   90.1%    76.5%   82.8%    77.1%   82.0%   48.0%  83.3%  92.3%    79.4%             45.9%   97.1%    83.3%  78.1%   80.9%  72.2%
                                                B                                                H      H                                  M

HEDIS/CAHPS SUMMARY RATE      57        6      48       11      38       12      33       4      9     41       57       -         6      49       25     32      49      8
- Always                   53.3%    20.0%   67.6%    32.4%   65.5%    34.3%   66.0%   16.0%  37.5%  78.8%    53.3%             16.2%   72.1%    59.5%  50.0%   55.1%  44.4%
                                                B                D                F              h     HI                                  M

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q33.  In the last 6 months, did your health plan give you 
any forms to fill out?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               516      108     364      129     273      108     317      74    123    275      108     388        37      69      259    241     440     64

Total Valid Responses        496      106     358      124     265      106     309      72    123    269      105     381        35      68      254    230     426     62
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     20        2       6        5       8        2       8       2      -      6        3       7         2       1        5     11      14      2

Yes                          102       17      82       24      61       18      64      14     27     58       30      67         7      22       46     56      85     16
                           20.6%    16.0%   22.9%    19.4%   23.0%    17.0%   20.7%   19.4%  22.0%  21.6%    28.6%   17.6%     20.0%   32.4%    18.1%  24.3%   20.0%  25.8%
                                                                                                                 L                                         o

No                           394       89     276      100     204       88     245      58     96    211       75     314        28      46      208    174     341     46
                           79.4%    84.0%   77.1%    80.6%   77.0%    83.0%   79.3%   80.6%  78.0%  78.4%    71.4%   82.4%     80.0%   67.6%    81.9%  75.7%   80.0%  74.2%
                                                                                                                         K                          p

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q34. In the last 6 months, how often were the forms from 
your health plan easy to fill out?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               496      106     358      124     265      106     309      72    123    269      105     381        35      68      254    230     426     62

Total Valid Responses        490      105     353      122     263      105     305      71    122    265      103     378        35      66      252    226     420     62
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      6        1       5        2       2        1       4       1      1      4        2       3         -       2        2      4       6      -

Always                       453       97     326      110     241       96     284      66    107    250       92     354        29      62      238    203     389     56
                           92.4%    92.4%   92.4%    90.2%   91.6%    91.4%   93.1%   93.0%  87.7%  94.3%    89.3%   93.7%     82.9%   93.9%    94.4%  89.8%   92.6%  90.3%
                                                                                                        I                                           p

Usually                       16        3      12        1      14        3       9       2      6      7        4      12         3       1        7      9      12      4
                            3.3%     2.9%    3.4%     0.8%    5.3%     2.9%    3.0%    2.8%   4.9%   2.6%     3.9%    3.2%      8.6%    1.5%     2.8%   4.0%    2.9%   6.5%
                                                                 D

Sometimes                     18        4      13       10       7        6      10       2      8      7        6      11         2       3        5     13      16      2
                            3.7%     3.8%    3.7%     8.2%    2.7%     5.7%    3.3%    2.8%   6.6%   2.6%     5.8%    2.9%      5.7%    4.5%     2.0%   5.8%    3.8%   3.2%
                                                         E                                                                                                 O

Never                          3        1       2        1       1        -       2       1      1      1        1       1         1       -        2      1       3      -
                            0.6%     1.0%    0.6%     0.8%    0.4%             0.7%    1.4%   0.8%   0.4%     1.0%    0.3%      2.9%             0.8%   0.4%    0.7%       

HEDIS/CAHPS SUMMARY RATE     469      100     338      111     255       99     293      68    113    257       96     366        32      63      245    212     401     60
- Always/Usually           95.7%    95.2%   95.8%    91.0%   97.0%    94.3%   96.1%   95.8%  92.6%  97.0%    93.2%   96.8%     91.4%   95.5%    97.2%  93.8%   95.5%  96.8%
                                                                 D                                      i                                           p

HEDIS/CAHPS SUMMARY RATE     453       97     326      110     241       96     284      66    107    250       92     354        29      62      238    203     389     56
- Always                   92.4%    92.4%   92.4%    90.2%   91.6%    91.4%   93.1%   93.0%  87.7%  94.3%    89.3%   93.7%     82.9%   93.9%    94.4%  89.8%   92.6%  90.3%
                                                                                                        I                                           p

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q35. What number would you use to rate your health plan? 

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               516      108     364      129     273      108     317      74    123    275      108     388        37      69      259    241     440     64

Total Valid Responses        472      108     364      116     257      103     293      74    123    275      102     362        36      65      242    220     406     59
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     44        -       -       13      16        5      24       -      -      -        6      26         1       4       17     21      34      5

10 - Best health plan        203        -     203       27     135       24     150       -      -    203       36     162         3      33       99    100     180     21
possible                   43.0%            55.8%    23.3%   52.5%    23.3%   51.2%                 73.8%    35.3%   44.8%      8.3%   50.8%    40.9%  45.5%   44.3%  35.6%
                                                                 D                F                                      k                 M

9                             72        -      72       14      40       17      39       -      -     72       17      55         6      11       38     33      58     13
                           15.3%            19.8%    12.1%   15.6%    16.5%   13.3%                 26.2%    16.7%   15.2%     16.7%   16.9%    15.7%  15.0%   14.3%  22.0%

8                             89        -      89       25      50       19      59       -     89      -       19      69         7      12       49     39      79     10
                           18.9%            24.5%    21.6%   19.5%    18.4%   20.1%          72.4%           18.6%   19.1%     19.4%   18.5%    20.2%  17.7%   19.5%  16.9%

7                             34       34       -       13      14       16      12       -     34      -        5      29         2       3       17     15      28      6
                            7.2%    31.5%            11.2%    5.4%    15.5%    4.1%          27.6%            4.9%    8.0%      5.6%    4.6%     7.0%   6.8%    6.9%  10.2%
                                                         e                G

6                             26       26       -       16       4        8      14      26      -      -        6      19         4       2       15     10      22      3
                            5.5%    24.1%            13.8%    1.6%     7.8%    4.8%   35.1%                   5.9%    5.2%     11.1%    3.1%     6.2%   4.5%    5.4%   5.1%
                                                         E

5                             28       28       -       11       9       13      11      28      -      -        9      19         5       3       14     14      25      2
                            5.9%    25.9%             9.5%    3.5%    12.6%    3.8%   37.8%                   8.8%    5.2%     13.9%    4.6%     5.8%   6.4%    6.2%   3.4%
                                                         E                G

4                              5        5       -        4       1        1       4       5      -      -        2       3         1       1        -      5       5      -
                            1.1%     4.6%             3.4%    0.4%     1.0%    1.4%    6.8%                   2.0%    0.8%      2.8%    1.5%            2.3%    1.2%       
                                                         e

3                              6        6       -        3       1        3       1       6      -      -        3       2         3       -        4      1       4      1
                            1.3%     5.6%             2.6%    0.4%     2.9%    0.3%    8.1%                   2.9%    0.6%      8.3%             1.7%   0.5%    1.0%   1.7%

2                              3        3       -        2       1        -       1       3      -      -        1       2         1       -        2      1       1      1
                            0.6%     2.8%             1.7%    0.4%             0.3%    4.1%                   1.0%    0.6%      2.8%             0.8%   0.5%    0.2%   1.7%

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q35. What number would you use to rate your health plan? 

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

1                              1        1       -        -       1        -       1       1      -      -        1       -         1       -        -      1       1      -
                            0.2%     0.9%                     0.4%             0.3%    1.4%                   1.0%              2.8%                    0.5%    0.2%       

0 - Worst health plan          5        5       -        1       1        2       1       5      -      -        3       2         3       -        4      1       3      2
possible                    1.1%     4.6%             0.9%    0.4%     1.9%    0.3%    6.8%                   2.9%    0.6%      8.3%             1.7%   0.5%    0.7%   3.4%

SUMMARY  - 0-3                15       15       -        6       4        5       4      15      -      -        8       6         8       -       10      4       9      4
                            3.2%    13.9%             5.2%    1.6%     4.9%    1.4%   20.3%                   7.8%    1.7%     22.2%             4.1%   1.8%    2.2%   6.8%
                                                         e                                                       L

SUMMARY - 4-7                 93       93       -       44      28       38      41      59     34      -       22      70        12       9       46     44      80     11
                           19.7%    86.1%            37.9%   10.9%    36.9%   14.0%   79.7%  27.6%           21.6%   19.3%     33.3%   13.8%    19.0%  20.0%   19.7%  18.6%
                                                         E                G               I                                        N

HEDIS/CAHPS SUMMARY RATE     364        -     364       66     225       60     248       -     89    275       72     286        16      56      186    172     317     44
- 8-10                     77.1%           100.0%    56.9%   87.5%    58.3%   84.6%          72.4% 100.0%    70.6%   79.0%     44.4%   86.2%    76.9%  78.2%   78.1%  74.6%
                                                                 D                F                     I                k                 M

HEDIS/CAHPS SUMMARY RATE     275        -     275       41     175       41     189       -      -    275       53     217         9      44      137    133     238     34
- 9-10                     58.3%            75.5%    35.3%   68.1%    39.8%   64.5%                100.0%    52.0%   59.9%     25.0%   67.7%    56.6%  60.5%   58.6%  57.6%
                                                                 D                F                                                        M

Mean                         8.4      5.4     9.3      7.5     8.9      7.6     8.8     4.6    7.7    9.7      7.9     8.6       6.1     8.9      8.3    8.5     8.5    8.2

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q36.  In general, how would you rate your overall health?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               516      108     364      129     273      108     317      74    123    275      108     388        37      69      259    241     440     64

Total Valid Responses        499      106     361      126     267      108     312      73    120    274      108     383        37      69      255    233     431     61
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     17        2       3        3       6        -       5       1      3      1        -       5         -       -        4      8       9      3

Excellent                     68        7      59        9      39        7      46       5     12     49       19      47         7      12       46     22      54     14
                           13.6%     6.6%   16.3%     7.1%   14.6%     6.5%   14.7%    6.8%  10.0%  17.9%    17.6%   12.3%     18.9%   17.4%    18.0%   9.4%   12.5%  23.0%
                                                B                D                F                    HI                                           P                     q

Very good                    110       21      80       17      68       21      64      10     34     57       22      86         8      14       66     44      88     18
                           22.0%    19.8%   22.2%    13.5%   25.5%    19.4%   20.5%   13.7%  28.3%  20.8%    20.4%   22.5%     21.6%   20.3%    25.9%  18.9%   20.4%  29.5%
                                                                 D                               H                                                  p

Good                         185       41     132       50      99       41     123      30     45     98       32     150         9      23       89     90     169     15
                           37.1%    38.7%   36.6%    39.7%   37.1%    38.0%   39.4%   41.1%  37.5%  35.8%    29.6%   39.2%     24.3%   33.3%    34.9%  38.6%   39.2%  24.6%
                                                                                                                         k                                         R

Fair                          95       26      64       31      48       28      58      19     23     48       25      70        10      15       38     55      86      9
                           19.0%    24.5%   17.7%    24.6%   18.0%    25.9%   18.6%   26.0%  19.2%  17.5%    23.1%   18.3%     27.0%   21.7%    14.9%  23.6%   20.0%  14.8%
                                                                                                                                                           O

Poor                          41       11      26       19      13       11      21       9      6     22       10      30         3       5       16     22      34      5
                            8.2%    10.4%    7.2%    15.1%    4.9%    10.2%    6.7%   12.3%   5.0%   8.0%     9.3%    7.8%      8.1%    7.2%     6.3%   9.4%    7.9%   8.2%
                                                         E                                i

HEDIS/CAHPS SUMMARY RATE     178       28     139       26     107       28     110      15     46    106       41     133        15      26      112     66     142     32
- Excellent/Very good      35.7%    26.4%   38.5%    20.6%   40.1%    25.9%   35.3%   20.5%  38.3%  38.7%    38.0%   34.7%     40.5%   37.7%    43.9%  28.3%   32.9%  52.5%
                                                B                D                f              H      H                                           P                     Q

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q37.  Do you now smoke cigarettes every day, some days, or 
not at all?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               516      108     364      129     273      108     317      74    123    275      108     388        37      69      259    241     440     64

Total Valid Responses        502      107     361      127     267      108     312      73    123    272      108     384        37      69      258    233     432     63
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     14        1       3        2       6        -       5       1      -      3        -       4         -       -        1      8       8      1

Every day                    149       30     108       40      78       34      95      22     30     86       29     118         8      21       80     67     131     13
                           29.7%    28.0%   29.9%    31.5%   29.2%    31.5%   30.4%   30.1%  24.4%  31.6%    26.9%   30.7%     21.6%   30.4%    31.0%  28.8%   30.3%  20.6%
                                                                                                                                                                   r

Some days                     72       16      49       19      43       16      37       9     19     37       17      53         5      11       35     35      58     13
                           14.3%    15.0%   13.6%    15.0%   16.1%    14.8%   11.9%   12.3%  15.4%  13.6%    15.7%   13.8%     13.5%   15.9%    13.6%  15.0%   13.4%  20.6%

Not at all                   272       58     202       65     142       57     175      39     74    147       60     209        23      36      139    126     235     36
                           54.2%    54.2%   56.0%    51.2%   53.2%    52.8%   56.1%   53.4%  60.2%  54.0%    55.6%   54.4%     62.2%   52.2%    53.9%  54.1%   54.4%  57.1%

Don't know                     9        3       2        3       4        1       5       3      -      2        2       4         1       1        4      5       8      1
                            1.8%     2.8%    0.6%     2.4%    1.5%     0.9%    1.6%    4.1%          0.7%     1.9%    1.0%      2.7%    1.4%     1.6%   2.1%    1.9%   1.6%

HEDIS/CAHPS SUMMARY RATE     221       46     157       59     121       50     132      31     49    123       46     171        13      32      115    102     189     26
- % Smokers                44.0%    43.0%   43.5%    46.5%   45.3%    46.3%   42.3%   42.5%  39.8%  45.2%    42.6%   44.5%     35.1%   46.4%    44.6%  43.8%   43.8%  41.3%

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q38.  In the last 6 months, on how many visits were you 
advised to quit smoking by a doctor or other health 
provider in your plan?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               221       46     157       59     121       50     132      31     49    123       46     171        13      32      115    102     189     26

Total Valid Responses        206       43     146       57     118       47     127      28     47    114       42     160        12      29      101    101     180     20
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      3        -       2        -       1        -       1       -      -      2        1       2         -       1        3      -       1      2

None                          64       16      41       22      23       23      30      11     15     31       17      46         8       9       37     26      56      7
                           31.1%    37.2%   28.1%    38.6%   19.5%    48.9%   23.6%   39.3%  31.9%  27.2%    40.5%   28.8%     66.7%   31.0%    36.6%  25.7%   31.1%  35.0%
                                                         E                G                                                        N                p

1 visit                       45        6      34       10      33        5      32       5      7     28        9      35         2       6       30     15      38      5
                           21.8%    14.0%   23.3%    17.5%   28.0%    10.6%   25.2%   17.9%  14.9%  24.6%    21.4%   21.9%     16.7%   20.7%    29.7%  14.9%   21.1%  25.0%
                                                                                  F                                                                 P

2 to 4 visits                 67       15      48       19      41       12      46      11     15     37       12      53         1      11       30     35      60      5
                           32.5%    34.9%   32.9%    33.3%   34.7%    25.5%   36.2%   39.3%  31.9%  32.5%    28.6%   33.1%      8.3%   37.9%    29.7%  34.7%   33.3%  25.0%
                                                                                                                                           M

5 to 9 visits                 22        5      16        5      15        5      13       1      8     12        3      19         1       2        2     19      18      3
                           10.7%    11.6%   11.0%     8.8%   12.7%    10.6%   10.2%    3.6%  17.0%  10.5%     7.1%   11.9%      8.3%    6.9%     2.0%  18.8%   10.0%  15.0%
                                                                                                 H                                                         O

10 or more visits              8        1       7        1       6        2       6       -      2      6        1       7         -       1        2      6       8      -
                            3.9%     2.3%    4.8%     1.8%    5.1%     4.3%    4.7%           4.3%   5.3%     2.4%    4.4%              3.4%     2.0%   5.9%    4.4%       

Had no visits                 12        3       9        2       2        3       4       3      2      7        3       9         1       2       11      1       8      4

CURRENT YEAR SUMMARY         142       27     105       35      95       24      97      17     32     83       25     114         4      20       64     75     124     13
RATE - CURRENT YEAR ASTQ   68.9%    62.8%   71.9%    61.4%   80.5%    51.1%   76.4%   60.7%  68.1%  72.8%    59.5%   71.3%     33.3%   69.0%    63.4%  74.3%   68.9%  65.0%
RATE                                                             D                F                                                        M               o

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q39.  On how many visits was medication recommended or 
discussed to assist you with quitting smoking (for example: 
nicotine gum, patch, nasal spray, inhaler, prescription 
medication)?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               221       46     157       59     121       50     132      31     49    123       46     171        13      32      115    102     189     26

Total Valid Responses        201       41     142       55     119       46     123      26     47    110       43     156        12      30       99     99     174     22
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      8        2       6        2       -        1       5       2      -      6        -       6         -       -        5      2       7      -

None                         121       28      82       36      67       33      67      16     28     66       29      90         9      20       65     56     105     14
                           60.2%    68.3%   57.7%    65.5%   56.3%    71.7%   54.5%   61.5%  59.6%  60.0%    67.4%   57.7%     75.0%   66.7%    65.7%  56.6%   60.3%  63.6%
                                                                          G

1 visit                       43        8      33        9      29        7      28       6     13     22        7      36         2       4       25     17      35      6
                           21.4%    19.5%   23.2%    16.4%   24.4%    15.2%   22.8%   23.1%  27.7%  20.0%    16.3%   23.1%     16.7%   13.3%    25.3%  17.2%   20.1%  27.3%

2 to 4 visits                 27        3      20        7      17        4      22       2      5     16        5      22         -       5        8     17      26      -
                           13.4%     7.3%   14.1%    12.7%   14.3%     8.7%   17.9%    7.7%  10.6%  14.5%    11.6%   14.1%             16.7%     8.1%  17.2%   14.9%       
                                                                                  f                                                                        o

5 to 9 visits                  8        2       5        2       5        2       4       2      1      4        1       7         1       -        1      7       6      2
                            4.0%     4.9%    3.5%     3.6%    4.2%     4.3%    3.3%    7.7%   2.1%   3.6%     2.3%    4.5%      8.3%             1.0%   7.1%    3.4%   9.1%
                                                                                                                                                           O

10 or more visits              2        -       2        1       1        -       2       -      -      2        1       1         -       1        -      2       2      -
                            1.0%             1.4%     1.8%    0.8%             1.6%                  1.8%     2.3%    0.6%              3.3%            2.0%    1.1%       

Had no visits                 12        3       9        2       2        3       4       3      2      7        3       9         1       2       11      1       8      4

CURRENT YEAR SUMMARY          80       13      60       19      52       13      56      10     19     44       14      66         3      10       34     43      69      8
RATE - Discussing          39.8%    31.7%   42.3%    34.5%   43.7%    28.3%   45.5%   38.5%  40.4%  40.0%    32.6%   42.3%     25.0%   33.3%    34.3%  43.4%   39.7%  36.4%
Smoking Cessation                                                                 F
Medications              

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q40.  On how many visits did your doctor or health provider 
recommend or discuss methods and strategies (other than 
medications) to assist you with quitting smoking?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               221       46     157       59     121       50     132      31     49    123       46     171        13      32      115    102     189     26

Total Valid Responses        202       41     143       54     119       47     122      26     47    111       43     155        12      30      100     99     175     22
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      7        2       5        3       -        -       6       2      -      5        -       7         -       -        4      2       6      -

None                         130       27      93       36      74       36      74      17     30     73       28      99        11      16       66     63     115     13
                           64.4%    65.9%   65.0%    66.7%   62.2%    76.6%   60.7%   65.4%  63.8%  65.8%    65.1%   63.9%     91.7%   53.3%    66.0%  63.6%   65.7%  59.1%
                                                                          G                                                        N

1 visit                       36        8      24       12      20        8      21       5     11     16        9      27         -       9       23     12      29      4
                           17.8%    19.5%   16.8%    22.2%   16.8%    17.0%   17.2%   19.2%  23.4%  14.4%    20.9%   17.4%             30.0%    23.0%  12.1%   16.6%  18.2%
                                                                                                                                                    P

2 to 4 visits                 25        4      18        4      18        2      20       2      5     15        5      19         1       4        9     15      23      2
                           12.4%     9.8%   12.6%     7.4%   15.1%     4.3%   16.4%    7.7%  10.6%  13.5%    11.6%   12.3%      8.3%   13.3%     9.0%  15.2%   13.1%   9.1%
                                                                                  F

5 to 9 visits                  7        1       5        1       5        1       4       1      1      4        -       7         -       -        1      6       5      2
                            3.5%     2.4%    3.5%     1.9%    4.2%     2.1%    3.3%    3.8%   2.1%   3.6%             4.5%                       1.0%   6.1%    2.9%   9.1%
                                                                                                                                                           o

10 or more visits              4        1       3        1       2        -       3       1      -      3        1       3         -       1        1      3       3      1
                            2.0%     2.4%    2.1%     1.9%    1.7%             2.5%    3.8%          2.7%     2.3%    1.9%              3.3%     1.0%   3.0%    1.7%   4.5%

Had no visits                 12        3       9        2       2        3       4       3      2      7        3       9         1       2       11      1       8      4

CURRENT YEAR SUMMARY          72       14      50       18      45       11      48       9     17     38       15      56         1      14       34     36      60      9
RATE - Discussing          35.6%    34.1%   35.0%    33.3%   37.8%    23.4%   39.3%   34.6%  36.2%  34.2%    34.9%   36.1%      8.3%   46.7%    34.0%  36.4%   34.3%  40.9%
Smoking Cessation                                                                 F                                                        M
Strategies               

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q41.  In the last 6 months, have you seen a doctor or other 
health provider 3 or more times for the same condition or 
problem?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               516      108     364      129     273      108     317      74    123    275      108     388        37      69      259    241     440     64

Total Valid Responses        496      103     361      123     268      108     310      70    122    272      108     381        37      69      253    233     429     62
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     20        5       3        6       5        -       7       4      1      3        -       7         -       -        6      8      11      2

Yes                          184       44     129       59     115       48     118      32     42     99       56     125        18      36       33    145     170     13
                           37.1%    42.7%   35.7%    48.0%   42.9%    44.4%   38.1%   45.7%  34.4%  36.4%    51.9%   32.8%     48.6%   52.2%    13.0%  62.2%   39.6%  21.0%
                                                                                                                 L                                         O       R

No                           312       59     232       64     153       60     192      38     80    173       52     256        19      33      220     88     259     49
                           62.9%    57.3%   64.3%    52.0%   57.1%    55.6%   61.9%   54.3%  65.6%  63.6%    48.1%   67.2%     51.4%   47.8%    87.0%  37.8%   60.4%  79.0%
                                                                                                                         K                          P                     Q

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q42.  Is this a condition or problem that has lasted for at 
least 3 months?  Do not include pregnancy or menopause.

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               184       44     129       59     115       48     118      32     42     99       56     125        18      36       33    145     170     13

Total Valid Responses        181       43     128       58     113       47     117      31     42     98       56     123        18      36       33    142     167     13
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      3        1       1        1       2        1       1       1      -      1        -       2         -       -        -      3       3      -

Yes                          145       37     100       52      84       43      91      26     36     75       46      97        15      29       26    113     137      7
                           80.1%    86.0%   78.1%    89.7%   74.3%    91.5%   77.8%   83.9%  85.7%  76.5%    82.1%   78.9%     83.3%   80.6%    78.8%  79.6%   82.0%  53.8%
                                                         E                G                                                                                        R

No                            36        6      28        6      29        4      26       5      6     23       10      26         3       7        7     29      30      6
                           19.9%    14.0%   21.9%    10.3%   25.7%     8.5%   22.2%   16.1%  14.3%  23.5%    17.9%   21.1%     16.7%   19.4%    21.2%  20.4%   18.0%  46.2%
                                                                 D                F                                                                                       Q

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q43.  Do you now need or take medicine prescribed by a 
doctor?  Do not include birth control.

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               516      108     364      129     273      108     317      74    123    275      108     388        37      69      259    241     440     64

Total Valid Responses        496      105     362      125     266      107     312      71    122    274      107     382        37      68      252    234     430     61
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     20        3       2        4       7        1       5       3      1      1        1       6         -       1        7      7      10      3

Yes                          292       66     207       84     171       69     196      46     71    156       75     215        25      48      123    162     270     20
                           58.9%    62.9%   57.2%    67.2%   64.3%    64.5%   62.8%   64.8%  58.2%  56.9%    70.1%   56.3%     67.6%   70.6%    48.8%  69.2%   62.8%  32.8%
                                                                                                                 L                                         O       R

No                           204       39     155       41      95       38     116      25     51    118       32     167        12      20      129     72     160     41
                           41.1%    37.1%   42.8%    32.8%   35.7%    35.5%   37.2%   35.2%  41.8%  43.1%    29.9%   43.7%     32.4%   29.4%    51.2%  30.8%   37.2%  67.2%
                                                                                                                         K                          P                     Q

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q44.  Is this to treat a condition that has lasted for at 
least 3 months?  Do not include pregnancy or menopause.

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               292       66     207       84     171       69     196      46     71    156       75     215        25      48      123    162     270     20

Total Valid Responses        285       62     204       82     167       68     190      43     70    153       73     211        25      46      121    157     263     20
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      7        4       3        2       4        1       6       3      1      3        2       4         -       2        2      5       7      -

Yes                          253       54     183       77     147       60     173      37     65    135       64     188        21      41      106    141     236     15
                           88.8%    87.1%   89.7%    93.9%   88.0%    88.2%   91.1%   86.0%  92.9%  88.2%    87.7%   89.1%     84.0%   89.1%    87.6%  89.8%   89.7%  75.0%

No                            32        8      21        5      20        8      17       6      5     18        9      23         4       5       15     16      27      5
                           11.2%    12.9%   10.3%     6.1%   12.0%    11.8%    8.9%   14.0%   7.1%  11.8%    12.3%   10.9%     16.0%   10.9%    12.4%  10.2%   10.3%  25.0%

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q45.  What is your age?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               516      108     364      129     273      108     317      74    123    275      108     388        37      69      259    241     440     64

Total Valid Responses        499      105     362      123     269      106     313      71    123    273      107     383        37      68      253    234     429     62
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     17        3       2        6       4        2       4       3      -      2        1       5         -       1        6      7      11      2

18 to 24                     162       33     119       36      92       40      96      19     43     90       37     124        17      20       83     74     137     25
                           32.5%    31.4%   32.9%    29.3%   34.2%    37.7%   30.7%   26.8%  35.0%  33.0%    34.6%   32.4%     45.9%   29.4%    32.8%  31.6%   31.9%  40.3%

25 to 34                     184       45     125       51      96       39     112      31     49     90       36     144        12      24       92     90     157     23
                           36.9%    42.9%   34.5%    41.5%   35.7%    36.8%   35.8%   43.7%  39.8%  33.0%    33.6%   37.6%     32.4%   35.3%    36.4%  38.5%   36.6%  37.1%

35 to 44                      98       16      77       26      48       19      65      14     19     60       25      72         5      19       59     38      87     10
                           19.6%    15.2%   21.3%    21.1%   17.8%    17.9%   20.8%   19.7%  15.4%  22.0%    23.4%   18.8%     13.5%   27.9%    23.3%  16.2%   20.3%  16.1%

45 to 54                      47        9      35        8      29        5      36       5     12     27        5      39         1       3       17     27      41      3
                            9.4%     8.6%    9.7%     6.5%   10.8%     4.7%   11.5%    7.0%   9.8%   9.9%     4.7%   10.2%      2.7%    4.4%     6.7%  11.5%    9.6%   4.8%

55 to 64                       8        2       6        2       4        3       4       2      -      6        4       4         2       2        2      5       7      1
                            1.6%     1.9%    1.7%     1.6%    1.5%     2.8%    1.3%    2.8%          2.2%     3.7%    1.0%      5.4%    2.9%     0.8%   2.1%    1.6%   1.6%

65 to 74                       -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -
                                                                                                                                                                           

75 or older                    -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -
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Q46.  Are you male or female?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               516      108     364      129     273      108     317      74    123    275      108     388        37      69      259    241     440     64

Total Valid Responses        499      108     361      124     267      107     312      74    121    274      107     382        37      68      257    231     430     62
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     17        -       3        5       6        1       5       -      2      1        1       6         -       1        2     10      10      2

Male                          36       10      24        6      16       10      21       6      8     20        7      27         3       4       26      8      33      3
                            7.2%     9.3%    6.6%     4.8%    6.0%     9.3%    6.7%    8.1%   6.6%   7.3%     6.5%    7.1%      8.1%    5.9%    10.1%   3.5%    7.7%   4.8%

Female                       463       98     337      118     251       97     291      68    113    254      100     355        34      64      231    223     397     59
                           92.8%    90.7%   93.4%    95.2%   94.0%    90.7%   93.3%   91.9%  93.4%  92.7%    93.5%   92.9%     91.9%   94.1%    89.9%  96.5%   92.3%  95.2%
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Q47.  What is the highest grade or level of school that you 
have completed?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               516      108     364      129     273      108     317      74    123    275      108     388        37      69      259    241     440     64

Total Valid Responses        494      104     357      123     267      103     309      71    119    271      106     377        36      68      251    233     424     63
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     22        4       7        6       6        5       8       3      4      4        2      11         1       1        8      8      16      1

8th grade or less             10        4       5        4       4        2       7       4      -      5        4       5         1       2        3      6       9      1
                            2.0%     3.8%    1.4%     3.3%    1.5%     1.9%    2.3%    5.6%          1.8%     3.8%    1.3%      2.8%    2.9%     1.2%   2.6%    2.1%   1.6%

Some high school, but        124       19     102       27      64       21      86      14     23     84       21     101         5      16       64     56     110     14
did not graduate           25.1%    18.3%   28.6%    22.0%   24.0%    20.4%   27.8%   19.7%  19.3%  31.0%    19.8%   26.8%     13.9%   23.5%    25.5%  24.0%   25.9%  22.2%

High school graduate or      214       39     156       53     117       45     135      25     48    122       37     170        14      23      111     99     185     23
GED                        43.3%    37.5%   43.7%    43.1%   43.8%    43.7%   43.7%   35.2%  40.3%  45.0%    34.9%   45.1%     38.9%   33.8%    44.2%  42.5%   43.6%  36.5%

Some college or 2-year       136       39      87       36      79       32      77      25     46     55       39      96        15      23       67     68     113     22
degree                     27.5%    37.5%   24.4%    29.3%   29.6%    31.1%   24.9%   35.2%  38.7%  20.3%    36.8%   25.5%     41.7%   33.8%    26.7%  29.2%   26.7%  34.9%

4-year college graduate        5        1       4        2       1        1       2       1      2      2        2       3         1       1        2      3       3      2
                            1.0%     1.0%    1.1%     1.6%    0.4%     1.0%    0.6%    1.4%   1.7%   0.7%     1.9%    0.8%      2.8%    1.5%     0.8%   1.3%    0.7%   3.2%

More than 4-year college       5        2       3        1       2        2       2       2      -      3        3       2         -       3        4      1       4      1
degree                      1.0%     1.9%    0.8%     0.8%    0.7%     1.9%    0.6%    2.8%          1.1%     2.8%    0.5%              4.4%     1.6%   0.4%    0.9%   1.6%
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Q48.  Are you of Hispanic or Latino origin or descent?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               516      108     364      129     273      108     317      74    123    275      108     388        37      69      259    241     440     64

Total Valid Responses        488      103     352      123     261      104     306      70    122    263      103     375        35      67      252    227     422     60
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     28        5      12        6      12        4      11       4      1     12        5      13         2       2        7     14      18      4

Yes, Hispanic or Latino       26        4      18        7      12        4      16       3      4     15        6      19         3       3       15     11      23      3
                            5.3%     3.9%    5.1%     5.7%    4.6%     3.8%    5.2%    4.3%   3.3%   5.7%     5.8%    5.1%      8.6%    4.5%     6.0%   4.8%    5.5%   5.0%

No, not Hispanic or          462       99     334      116     249      100     290      67    118    248       97     356        32      64      237    216     399     57
Latino                     94.7%    96.1%   94.9%    94.3%   95.4%    96.2%   94.8%   95.7%  96.7%  94.3%    94.2%   94.9%     91.4%   95.5%    94.0%  95.2%   94.5%  95.0%
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Q49.  What is your race?  Please mark one or more.

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               516      108     364      129     273      108     317      74    123    275      108     388        37      69      259    241     440     64

Total Valid Responses        519      115     369      133     274      112     319      79    131    274      113     399        37      74      264    244     440     70

Total Respondents            485      102     352      122     260      105     305      70    118    266      103     375        34      67      248    226     418     59
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

White                        359       73     260       93     187       81     230      50     81    202       78     277        28      48      175    174     315     39
                           74.0%    71.6%   73.9%    76.2%   71.9%    77.1%   75.4%   71.4%  68.6%  75.9%    75.7%   73.9%     82.4%   71.6%    70.6%  77.0%   75.4%  66.1%

Black or African-            119       28      85       23      69       19      70      18     38     57       21      95         6      15       70     48      94     23
American                   24.5%    27.5%   24.1%    18.9%   26.5%    18.1%   23.0%   25.7%  32.2%  21.4%    20.4%   25.3%     17.6%   22.4%    28.2%  21.2%   22.5%  39.0%

Asian                          4        -       4        2       2        1       2       -      1      3        1       3         -       1        1      3       3      1
                            0.8%             1.1%     1.6%    0.8%     1.0%    0.7%           0.8%   1.1%     1.0%    0.8%              1.5%     0.4%   1.3%    0.7%   1.7%

Native Hawaiian or other       2        -       2        1       1        -       1       -      1      1        1       1         -       1        1      1       1      1
Pacific Islander            0.4%             0.6%     0.8%    0.4%             0.3%           0.8%   0.4%     1.0%    0.3%              1.5%     0.4%   0.4%    0.2%   1.7%

American Indian or            18        9       8        6       8        5       8       6      6      5        6      12         1       5        8     10      13      4
Alaska Native               3.7%     8.8%    2.3%     4.9%    3.1%     4.8%    2.6%    8.6%   5.1%   1.9%     5.8%    3.2%      2.9%    7.5%     3.2%   4.4%    3.1%   6.8%

Other                         17        5      10        8       7        6       8       5      4      6        6      11         2       4        9      8      14      2
                            3.5%     4.9%    2.8%     6.6%    2.7%     5.7%    2.6%    7.1%   3.4%   2.3%     5.8%    2.9%      5.9%    6.0%     3.6%   3.5%    3.3%   3.4%
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Q50.  Did someone help you complete this survey?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               277       68     181       85     144       61     181      51     76    122       63     208        22      40      143    132     244     27

Total Valid Responses        273       66     180       82     143       61     177      50     74    122       63     206        22      40      141    130     240     27
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      4        2       1        3       1        -       4       1      2      -        -       2         -       -        2      2       4      -

Yes                           14        2      10        5       8        2      12       -      3      9        3      11         1       2        9      5      14      -
                            5.1%     3.0%    5.6%     6.1%    5.6%     3.3%    6.8%           4.1%   7.4%     4.8%    5.3%      4.5%    5.0%     6.4%   3.8%    5.8%       

No                           259       64     170       77     135       59     165      50     71    113       60     195        21      38      132    125     226     27
                           94.9%    97.0%   94.4%    93.9%   94.4%    96.7%   93.2%  100.0%  95.9%  92.6%    95.2%   94.7%     95.5%   95.0%    93.6%  96.2%   94.2% 100.0%
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Q51.  How did that person help you?  Mark all that apply.

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible                15        2      11        5       9        3      12       -      3     10        3      12         1       2        9      6      15      -

Total Valid Responses         19        2      14        7      11        4      15       -      3     13        3      16         1       2       12      7      19      -

Total Respondents             15        2      11        5       9        3      12       -      3     10        3      12         1       2        9      6      15      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%         100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

Read the questions to me       6        1       4        2       3        2       4       -      1      4        -       6         -       -        4      2       6      -
                           40.0%    50.0%   36.4%    40.0%   33.3%    66.7%   33.3%          33.3%  40.0%            50.0%                      44.4%  33.3%   40.0%       

Wrote down the answers I       6        -       4        1       5        1       5       -      -      4        2       4         -       2        2      4       6      -
gave                       40.0%            36.4%    20.0%   55.6%    33.3%   41.7%                 40.0%    66.7%   33.3%            100.0%    22.2%  66.7%   40.0%       

Answered the questions         4        1       3        2       2        1       3       -      1      3        1       3         1       -        4      -       4      -
for me                     26.7%    50.0%   27.3%    40.0%   22.2%    33.3%   25.0%          33.3%  30.0%    33.3%   25.0%    100.0%            44.4%          26.7%       

Translated the questions       1        -       1        1       -        -       1       -      -      1        -       1         -       -        1      -       1      -
into my language            6.7%             9.1%    20.0%                     8.3%                 10.0%             8.3%                      11.1%           6.7%       

Helped in some other way       2        -       2        1       1        -       2       -      1      1        -       2         -       -        1      1       2      -
                           13.3%            18.2%    20.0%   11.1%            16.7%          33.3%  10.0%            16.7%                      11.1%  16.7%   13.3%       
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Q35a.  Would you recommend your health plan to your family 
or friends? (LOYALTY QUESTION 1)

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               516      108     364      129     273      108     317      74    123    275      108     388        37      69      259    241     440     64

Total Valid Responses        372       83     269      100     197       80     234      56     98    198       80     286        29      50      192    172     323     44
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    144       25      95       29      76       28      83      18     25     77       28     102         8      19       67     69     117     20

Definitely Yes               219       17     191       45     134       33     157      10     37    161       37     181         7      29      104    110     196     20
                           58.9%    20.5%   71.0%    45.0%   68.0%    41.3%   67.1%   17.9%  37.8%  81.3%    46.3%   63.3%     24.1%   58.0%    54.2%  64.0%   60.7%  45.5%

Probably Yes                 130       46      76       43      58       42      66      27     59     36       32      94        14      18       76     51     111     18
                           34.9%    55.4%   28.3%    43.0%   29.4%    52.5%   28.2%   48.2%  60.2%  18.2%    40.0%   32.9%     48.3%   36.0%    39.6%  29.7%   34.4%  40.9%

Probably Not                  18       15       2       10       3        5       9      14      2      1        8       9         5       3       10      8      14      4
                            4.8%    18.1%    0.7%    10.0%    1.5%     6.3%    3.8%   25.0%   2.0%   0.5%    10.0%    3.1%     17.2%    6.0%     5.2%   4.7%    4.3%   9.1%

Definitely Not                 5        5       -        2       2        -       2       5      -      -        3       2         3       -        2      3       2      2
                            1.3%     6.0%             2.0%    1.0%             0.9%    8.9%                   3.8%    0.7%     10.3%             1.0%   1.7%    0.6%   4.5%

TMG SUMMARY RATE -           349       63     267       88     192       75     223      37     96    197       69     275        21      47      180    161     307     38
Definitely Yes/Probably    93.8%    75.9%   99.3%    88.0%   97.5%    93.8%   95.3%   66.1%  98.0%  99.5%    86.3%   96.2%     72.4%   94.0%    93.8%  93.6%   95.0%  86.4%
Yes                      
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Q35b.  Do you intend to switch to a different health plan 
when you next have an opportunity? (LOYALTY QUESTION 2)

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               516      108     364      129     273      108     317      74    123    275      108     388        37      69      259    241     440     64

Total Valid Responses        377       82     267      102     196       79     239      55     98    196       78     292        26      51      196    172     327     44
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    139       26      97       27      77       29      78      19     25     79       30      96        11      18       63     69     113     20

Definitely Not               157       19     131       32      98       27     114      13     24    113       25     130         4      20       74     78     143     12
                           41.6%    23.2%   49.1%    31.4%   50.0%    34.2%   47.7%   23.6%  24.5%  57.7%    32.1%   44.5%     15.4%   39.2%    37.8%  45.3%   43.7%  27.3%

Probably Not                 151       35     101       48      73       34      90      22     56     58       36     114        15      21       81     67     128     20
                           40.1%    42.7%   37.8%    47.1%   37.2%    43.0%   37.7%   40.0%  57.1%  29.6%    46.2%   39.0%     57.7%   41.2%    41.3%  39.0%   39.1%  45.5%

Probably Yes                  48       17      26       15      16       13      26      10     15     18       13      32         4       9       30     18      41      7
                           12.7%    20.7%    9.7%    14.7%    8.2%    16.5%   10.9%   18.2%  15.3%   9.2%    16.7%   11.0%     15.4%   17.6%    15.3%  10.5%   12.5%  15.9%

Definitely Yes                21       11       9        7       9        5       9      10      3      7        4      16         3       1       11      9      15      5
                            5.6%    13.4%    3.4%     6.9%    4.6%     6.3%    3.8%   18.2%   3.1%   3.6%     5.1%    5.5%     11.5%    2.0%     5.6%   5.2%    4.6%  11.4%

TMG SUMMARY RATE -           308       54     232       80     171       61     204      35     80    171       61     244        19      41      155    145     271     32
Definitely Not/Probably    81.7%    65.9%   86.9%    78.4%   87.2%    77.2%   85.4%   63.6%  81.6%  87.2%    78.2%   83.6%     73.1%   80.4%    79.1%  84.3%   82.9%  72.7%
Not                      
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LOYALTY 

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               346       80     266       92     184       75     218      53     98    195       71     270        25      46      182    157     301     41

Total Valid Responses        346       80     266       92     184       75     218      53     98    195       71     270        25      46      182    157     301     41
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

LOYALTY ZONE                 178        -     178       32     116       22     132       -     30    148       30     147         6      24       85     90     160     16
                           51.4%            66.9%    34.8%   63.0%    29.3%   60.6%          30.6%  75.9%    42.3%   54.4%     24.0%   52.2%    46.7%  57.3%   53.2%  39.0%

INDIFFERENT ZONE             164       76      88       58      67       53      85      49     68     47       38     122        16      22       95     65     140     22
                           47.4%    95.0%   33.1%    63.0%   36.4%    70.7%   39.0%   92.5%  69.4%  24.1%    53.5%   45.2%     64.0%   47.8%    52.2%  41.4%   46.5%  53.7%

DEFECTION ZONE                 4        4       -        2       1        -       1       4      -      -        3       1         3       -        2      2       1      3
                            1.2%     5.0%             2.2%    0.5%             0.5%    7.5%                   4.2%    0.4%     12.0%             1.1%   1.3%    0.3%   7.3%
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Q4a.  In the last 6 months, how many times did you go to an 
emergency room to get care for yourself?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               246       50     174       80     142       61     156      38     56    130       64     175        22      40       88    154     222     21

Total Valid Responses        188       40     132       65     108       48     123      30     46     96       45     141        17      27       68    117     174     13
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     58       10      42       15      34       13      33       8     10     34       19      34         5      13       20     37      48      8

None                          68       14      48       22      42       19      44      11     14     37       18      50         5      12       27     41      63      4
                           36.2%    35.0%   36.4%    33.8%   38.9%    39.6%   35.8%   36.7%  30.4%  38.5%    40.0%   35.5%     29.4%   44.4%    39.7%  35.0%   36.2%  30.8%

1                             56       12      40       20      29       12      39       9     17     26        9      46         5       4       22     33      53      3
                           29.8%    30.0%   30.3%    30.8%   26.9%    25.0%   31.7%   30.0%  37.0%  27.1%    20.0%   32.6%     29.4%   14.8%    32.4%  28.2%   30.5%  23.1%

2                             34        2      31        7      25        5      25       1      9     23        8      26         3       5       14     20      31      3
                           18.1%     5.0%   23.5%    10.8%   23.1%    10.4%   20.3%    3.3%  19.6%  24.0%    17.8%   18.4%     17.6%   18.5%    20.6%  17.1%   17.8%  23.1%

3                             14        4       8        8       6        4       9       4      2      6        5       9         2       3        2     12      13      1
                            7.4%    10.0%    6.1%    12.3%    5.6%     8.3%    7.3%   13.3%   4.3%   6.3%    11.1%    6.4%     11.8%   11.1%     2.9%  10.3%    7.5%   7.7%

4                              5        2       2        4       1        4       1       2      -      2        2       3         -       2        2      3       5      -
                            2.7%     5.0%    1.5%     6.2%    0.9%     8.3%    0.8%    6.7%          2.1%     4.4%    2.1%              7.4%     2.9%   2.6%    2.9%       

5 to 9                         7        4       2        2       4        3       4       2      3      1        1       6         -       1        -      6       7      -
                            3.7%    10.0%    1.5%     3.1%    3.7%     6.3%    3.3%    6.7%   6.5%   1.0%     2.2%    4.3%              3.7%            5.1%    4.0%       

10 or more                     4        2       1        2       1        1       1       1      1      1        2       1         2       -        1      2       2      2
                            2.1%     5.0%    0.8%     3.1%    0.9%     2.1%    0.8%    3.3%   2.2%   1.0%     4.4%    0.7%     11.8%             1.5%   1.7%    1.1%  15.4%
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Q12a.  What number would you use to rate the ease of 
getting access to the medical care you needed in the last 6 
months?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               406       82     294      129     273       84     272      55    103    218       94     300        31      61      165    241     364     36

Total Valid Responses        306       64     219      105     200       64     210      44     80    159       69     231        23      45      129    177     279     23
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    100       18      75       24      73       20      62      11     23     59       25      69         8      16       36     64      85     13

10 - Best possible           119       10     104        8     111        9      99       8     16     90       25      91         6      19       45     74     110      8
                           38.9%    15.6%   47.5%     7.6%   55.5%    14.1%   47.1%   18.2%  20.0%  56.6%    36.2%   39.4%     26.1%   42.2%    34.9%  41.8%   39.4%  34.8%
                                                B                D                F                    HI

9                             37        3      31        6      31        7      26       -     16     18        9      28         3       6       18     19      33      4
                           12.1%     4.7%   14.2%     5.7%   15.5%    10.9%   12.4%          20.0%  11.3%    13.0%   12.1%     13.0%   13.3%    14.0%  10.7%   11.8%  17.4%
                                                B                D                               j

8                             48       10      34       12      35        8      32       3     21     20       11      37         3       8       19     29      42      5
                           15.7%    15.6%   15.5%    11.4%   17.5%    12.5%   15.2%    6.8%  26.3%  12.6%    15.9%   16.0%     13.0%   17.8%    14.7%  16.4%   15.1%  21.7%
                                                                                                HJ

7                             37       10      24       23      14        9      26       7     11     16        6      31         2       4       19     18      35      2
                           12.1%    15.6%   11.0%    21.9%    7.0%    14.1%   12.4%   15.9%  13.8%  10.1%     8.7%   13.4%      8.7%    8.9%    14.7%  10.2%   12.5%   8.7%
                                                         E

6                             19        8      10       14       5        7      10       7      7      4        4      15         2       2        9     10      17      1
                            6.2%    12.5%    4.6%    13.3%    2.5%    10.9%    4.8%   15.9%   8.8%   2.5%     5.8%    6.5%      8.7%    4.4%     7.0%   5.6%    6.1%   4.3%
                                        c                E                                J      j

5                             20       10       8       16       4        9      11       9      3      6        3      16         1       2       10     10      20      -
                            6.5%    15.6%    3.7%    15.2%    2.0%    14.1%    5.2%   20.5%   3.8%   3.8%     4.3%    6.9%      4.3%    4.4%     7.8%   5.6%    7.2%       
                                        C                E                g              IJ

4                             10        3       6       10       -        6       3       1      5      3        5       5         4       1        3      7       9      1
                            3.3%     4.7%    2.7%     9.5%             9.4%    1.4%    2.3%   6.3%   1.9%     7.2%    2.2%     17.4%    2.2%     2.3%   4.0%    3.2%   4.3%
                                                                          G                                                        n

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q12a.  What number would you use to rate the ease of 
getting access to the medical care you needed in the last 6 
months?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

3                              6        5       1        6       -        3       1       4      1      1        1       5         1       -        2      4       4      1
                            2.0%     7.8%    0.5%     5.7%             4.7%    0.5%    9.1%   1.3%   0.6%     1.4%    2.2%      4.3%             1.6%   2.3%    1.4%   4.3%
                                        C                                                ij

2                              4        3       1        4       -        2       1       3      -      1        3       1         1       2        2      2       3      1
                            1.3%     4.7%    0.5%     3.8%             3.1%    0.5%    6.8%          0.6%     4.3%    0.4%      4.3%    4.4%     1.6%   1.1%    1.1%   4.3%

1                              3        -       -        3       -        1       1       -      -      -        1       -         -       -        -      3       3      -
                            1.0%                      2.9%             1.6%    0.5%                           1.4%                                      1.7%    1.1%       

0 - Worst possible             3        2       -        3       -        3       -       2      -      -        1       2         -       1        2      1       3      -
                            1.0%     3.1%             2.9%             4.7%            4.5%                   1.4%    0.9%              2.2%     1.6%   0.6%    1.1%       

TMG SUMMARY RATE - 8-10      204       23     169       26     177       24     157      11     53    128       45     156        12      33       82    122     185     17
                           66.7%    35.9%   77.2%    24.8%   88.5%    37.5%   74.8%   25.0%  66.3%  80.5%    65.2%   67.5%     52.2%   73.3%    63.6%  68.9%   66.3%  73.9%
                                                B                D                F              H     HI                                  m

TMG SUMMARY RATE - 4-7        86       31      48       63      23       31      50      24     26     29       18      67         9       9       41     45      81      4
                           28.1%    48.4%   21.9%    60.0%   11.5%    48.4%   23.8%   54.5%  32.5%  18.2%    26.1%   29.0%     39.1%   20.0%    31.8%  25.4%   29.0%  17.4%
                                        C                E                G              IJ      J

TMG SUMMARY RATE - 0-3        16       10       2       16       -        9       3       9      1      2        6       8         2       3        6     10      13      2
                            5.2%    15.6%    0.9%    15.2%            14.1%    1.4%   20.5%   1.3%   1.3%     8.7%    3.5%      8.7%    6.7%     4.7%   5.6%    4.7%   8.7%
                                        C                                 G              IJ

Mean                        8.00     6.38    8.62     5.94    9.09     6.33    8.55    5.95   7.86   8.84     7.68    8.15      7.09    8.13     7.93   8.06    8.02   8.04

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q12b. In the last 6 months, how often did you have a hard 
time speaking with or understanding a doctor or other 
health care provider because you or the health care 
provider spoke different languages?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               406       82     294      129     273       84     272      55    103    218       94     300        31      61      165    241     364     36

Total Valid Responses        308       63     220      106     201       64     212      43     80    160       70     231        23      46      130    178     281     23
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     98       19      74       23      72       20      60      12     23     58       24      69         8      15       35     63      83     13

Always                         7        2       3        3       4        2       4       2      -      3        2       4         1       1        1      6       6      1
                            2.3%     3.2%    1.4%     2.8%    2.0%     3.1%    1.9%    4.7%          1.9%     2.9%    1.7%      4.3%    2.2%     0.8%   3.4%    2.1%   4.3%
                                                                                                                                                           o

Usually                        9        2       6        5       4        7       2       1      5      2        2       7         -       2        5      4       9      -
                            2.9%     3.2%    2.7%     4.7%    2.0%    10.9%    0.9%    2.3%   6.3%   1.3%     2.9%    3.0%              4.3%     3.8%   2.2%    3.2%       
                                                                          G                      j

Sometimes                     50       10      34       25      25       13      31       5     18     21       14      35         4      10       22     28      45      4
                           16.2%    15.9%   15.5%    23.6%   12.4%    20.3%   14.6%   11.6%  22.5%  13.1%    20.0%   15.2%     17.4%   21.7%    16.9%  15.7%   16.0%  17.4%
                                                         E                                       j

Never                        242       49     177       73     168       42     175      35     57    134       52     185        18      33      102    140     221     18
                           78.6%    77.8%   80.5%    68.9%   83.6%    65.6%   82.5%   81.4%  71.3%  83.8%    74.3%   80.1%     78.3%   71.7%    78.5%  78.7%   78.6%  78.3%
                                                                 D                F                     I

TMG SUMMARY RATE - Never/    292       59     211       98     193       55     206      40     75    155       66     220        22      43      124    168     266     22
Sometimes                  94.8%    93.7%   95.9%    92.5%   96.0%    85.9%   97.2%   93.0%  93.8%  96.9%    94.3%   95.2%     95.7%   93.5%    95.4%  94.4%   94.7%  95.7%
                                                                                  F

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q12c.  In the last 6 months, did you need an interpreter to 
help you speak with doctors or other health providers?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               406       82     294      129     273       84     272      55    103    218       94     300        31      61      165    241     364     36

Total Valid Responses        303       63     216      105     197       64     208      43     79    157       69     227        22      46      128    175     277     22
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    103       19      78       24      76       20      64      12     24     61       25      73         9      15       37     66      87     14

Yes                            4        2       2        2       2        1       2       2      -      2        2       2         1       1        2      2       3      1
                            1.3%     3.2%    0.9%     1.9%    1.0%     1.6%    1.0%    4.7%          1.3%     2.9%    0.9%      4.5%    2.2%     1.6%   1.1%    1.1%   4.5%

No                           299       61     214      103     195       63     206      41     79    155       67     225        21      45      126    173     274     21
                           98.7%    96.8%   99.1%    98.1%   99.0%    98.4%   99.0%   95.3% 100.0%  98.7%    97.1%   99.1%     95.5%   97.8%    98.4%  98.9%   98.9%  95.5%

TMG SUMMARY RATE - No        299       61     214      103     195       63     206      41     79    155       67     225        21      45      126    173     274     21
                           98.7%    96.8%   99.1%    98.1%   99.0%    98.4%   99.0%   95.3% 100.0%  98.7%    97.1%   99.1%     95.5%   97.8%    98.4%  98.9%   98.9%  95.5%

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q12d.  In the last 6 months, when you needed an interpreter 
to help you speak with doctors or other health providers, 
how often did you get one?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible                 4        2       2        2       2        1       2       2      -      2        2       2         1       1        2      2       3      1

Total Valid Responses          4        2       2        2       2        1       2       2      -      2        2       2         1       1        2      2       3      1
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0%        100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -

Always                         1        -       1        1       -        -       1       -      -      1        -       1         -       -        1      -       1      -
                           25.0%            50.0%    50.0%                    50.0%                 50.0%            50.0%                      50.0%          33.3%       

Usually                        -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -
                                                                                                                                                                           

Sometimes                      -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -
                                                                                                                                                                           

Never                          3        2       1        1       2        1       1       2      -      1        2       1         1       1        1      2       2      1
                           75.0%   100.0%   50.0%    50.0%  100.0%   100.0%   50.0%  100.0%         50.0%   100.0%   50.0%    100.0%  100.0%    50.0% 100.0%   66.7% 100.0%

TMG SUMMARY RATE -             1        -       1        1       -        -       1       -      -      1        -       1         -       -        1      -       1      -
Always/Usually             25.0%            50.0%    50.0%                    50.0%                 50.0%            50.0%                      50.0%          33.3%       

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q12e.  In the last 6 months, when you called your doctor's 
office after hours, how often did you get a return call as 
soon as you wanted?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               406       82     294      129     273       84     272      55    103    218       94     300        31      61      165    241     364     36

Total Valid Responses        158       43     101       61      96       37      98      30     42     72       40     113        16      23       58    100     138     18
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    100       19      75       23      74       21      59      12     23     59       24      71         8      15       37     63      83     14

Always                        68       10      49       17      50        8      52       8     11     40       13      52         3      10       24     44      63      4
                           43.0%    23.3%   48.5%    27.9%   52.1%    21.6%   53.1%   26.7%  26.2%  55.6%    32.5%   46.0%     18.8%   43.5%    41.4%  44.0%   45.7%  22.2%
                                                B                D                F                    HI                                  m                       R

Usually                       27       10      17       12      15       10      13       5     13      9        6      21         4       2        9     18      23      4
                           17.1%    23.3%   16.8%    19.7%   15.6%    27.0%   13.3%   16.7%  31.0%  12.5%    15.0%   18.6%     25.0%    8.7%    15.5%  18.0%   16.7%  22.2%
                                                                          g                      J

Sometimes                     33       14      17       14      19        8      22       9     11     11        8      23         4       4       11     22      30      3
                           20.9%    32.6%   16.8%    23.0%   19.8%    21.6%   22.4%   30.0%  26.2%  15.3%    20.0%   20.4%     25.0%   17.4%    19.0%  22.0%   21.7%  16.7%
                                        c

Never                         30        9      18       18      12       11      11       8      7     12       13      17         5       7       14     16      22      7
                           19.0%    20.9%   17.8%    29.5%   12.5%    29.7%   11.2%   26.7%  16.7%  16.7%    32.5%   15.0%     31.3%   30.4%    24.1%  16.0%   15.9%  38.9%
                                                         E                G                                      L                                                        q

I did not call after         148       20     118       45     103       26     115      13     38     87       30     116         7      23       70     78     143      4
hours                    

TMG SUMMARY RATE -            95       20      66       29      65       18      65      13     24     49       19      73         7      12       33     62      86      8
Always/Usually             60.1%    46.5%   65.3%    47.5%   67.7%    48.6%   66.3%   43.3%  57.1%  68.1%    47.5%   64.6%     43.8%   52.2%    56.9%  62.0%   62.3%  44.4%
                                                B                D                f                     H                k

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q12f.  In the last 6 months, when you needed care after 
regular office hours, how often did you get care as soon as 
you wanted?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               406       82     294      129     273       84     272      55    103    218       94     300        31      61      165    241     364     36

Total Valid Responses        157       39     102       61      95       34     103      28     38     75       38     114        14      23       61     96     139     15
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    102       19      78       23      76       21      62      12     25     60       25      72         9      15       38     64      86     14

Always                        70       14      49       17      52        6      59      11     11     41       14      54         6       8       25     45      66      3
                           44.6%    35.9%   48.0%    27.9%   54.7%    17.6%   57.3%   39.3%  28.9%  54.7%    36.8%   47.4%     42.9%   34.8%    41.0%  46.9%   47.5%  20.0%
                                                                 D                F                     I                                                          R

Usually                       33        8      22       15      18       10      16       2     14     14        5      26         1       4       14     19      27      6
                           21.0%    20.5%   21.6%    24.6%   18.9%    29.4%   15.5%    7.1%  36.8%  18.7%    13.2%   22.8%      7.1%   17.4%    23.0%  19.8%   19.4%  40.0%
                                                                                                HJ      h

Sometimes                     30        9      18       15      15       11      16       9      8     10        8      22         4       4       12     18      27      2
                           19.1%    23.1%   17.6%    24.6%   15.8%    32.4%   15.5%   32.1%  21.1%  13.3%    21.1%   19.3%     28.6%   17.4%    19.7%  18.8%   19.4%  13.3%
                                                                          g               j

Never                         24        8      13       14      10        7      12       6      5     10       11      12         3       7       10     14      19      4
                           15.3%    20.5%   12.7%    23.0%   10.5%    20.6%   11.7%   21.4%  13.2%  13.3%    28.9%   10.5%     21.4%   30.4%    16.4%  14.6%   13.7%  26.7%
                                                         E                                                       L

I did not call after         147       24     114       45     102       29     107      15     40     83       31     114         8      23       66     81     139      7
hours                    

TMG SUMMARY RATE -           103       22      71       32      70       16      75      13     25     55       19      80         7      12       39     64      93      9
Always/Usually             65.6%    56.4%   69.6%    52.5%   73.7%    47.1%   72.8%   46.4%  65.8%  73.3%    50.0%   70.2%     50.0%   52.2%    63.9%  66.7%   66.9%  60.0%
                                                                 D                F                     H                K

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q29a.  How much of a problem was it to understand the 
information provided?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible                79       21      54       20      46       20      40      14     20     41       41      38        12      29       35     43      62     16

Total Valid Responses         61       17      40       14      35       16      31      11     15     31       34      27        10      24       28     32      49     11
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     18        4      14        6      11        4       9       3      5     10        7      11         2       5        7     11      13      5

Not a Problem                 47       12      33       10      30       12      24       7     12     26       26      21         6      20       21     25      38      8
                           77.0%    70.6%   82.5%    71.4%   85.7%    75.0%   77.4%   63.6%  80.0%  83.9%    76.5%   77.8%     60.0%   83.3%    75.0%  78.1%   77.6%  72.7%

A Small Problem               10        3       7        4       3        3       5       2      3      5        5       5         2       3        4      6       8      2
                           16.4%    17.6%   17.5%    28.6%    8.6%    18.8%   16.1%   18.2%  20.0%  16.1%    14.7%   18.5%     20.0%   12.5%    14.3%  18.8%   16.3%  18.2%

A Big Problem                  4        2       -        -       2        1       2       2      -      -        3       1         2       1        3      1       3      1
                            6.6%    11.8%                     5.7%     6.3%    6.5%   18.2%                   8.8%    3.7%     20.0%    4.2%    10.7%   3.1%    6.1%   9.1%

TMG SUMMARY RATE - Not a      47       12      33       10      30       12      24       7     12     26       26      21         6      20       21     25      38      8
Problem                    77.0%    70.6%   82.5%    71.4%   85.7%    75.0%   77.4%   63.6%  80.0%  83.9%    76.5%   77.8%     60.0%   83.3%    75.0%  78.1%   77.6%  72.7%

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q32a.  What number would you use to rate the overall 
customer service at your health plan in the last 6 months?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               108       30      72       34      59       35      51      25     24     53      108       -        37      69       42     65      90     18

Total Valid Responses         82       23      53       27      43       27      37      19     19     38       82       -        29      52       34     47      67     15
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%            100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     26        7      19        7      16        8      14       6      5     15       26       -         8      17        8     18      23      3

10 - Best customer            23        -      22        3      17        5      14       -      2     20       23       -         2      21       13     10      19      4
service possible           28.0%            41.5%    11.1%   39.5%    18.5%   37.8%          10.5%  52.6%    28.0%              6.9%   40.4%    38.2%  21.3%   28.4%  26.7%
                                                                 D                f                     I                                  M        p

9                             15        1      13        6       8        4       5       -      3     11       15       -         3      12        6      9      12      3
                           18.3%     4.3%   24.5%    22.2%   18.6%    14.8%   13.5%          15.8%  28.9%    18.3%             10.3%   23.1%    17.6%  19.1%   17.9%  20.0%
                                                B

8                             10        1       7        4       6        4       5       1      6      1       10       -         3       7        2      8       9      1
                           12.2%     4.3%   13.2%    14.8%   14.0%    14.8%   13.5%    5.3%  31.6%   2.6%    12.2%             10.3%   13.5%     5.9%  17.0%   13.4%   6.7%
                                                                                                HJ

7                             12        3       9        6       3        5       5       1      6      5       12       -         4       8        5      7      10      2
                           14.6%    13.0%   17.0%    22.2%    7.0%    18.5%   13.5%    5.3%  31.6%  13.2%    14.6%             13.8%   15.4%    14.7%  14.9%   14.9%  13.3%
                                                         e                                       H

6                              5        4       -        2       2        2       2       4      -      -        5       -         3       1        1      4       4      1
                            6.1%    17.4%             7.4%    4.7%     7.4%    5.4%   21.1%                   6.1%             10.3%    1.9%     2.9%   8.5%    6.0%   6.7%

5                              5        5       -        4       1        3       1       5      -      -        5       -         2       3        1      4       4      1
                            6.1%    21.7%            14.8%    2.3%    11.1%    2.7%   26.3%                   6.1%              6.9%    5.8%     2.9%   8.5%    6.0%   6.7%
                                                         e

4                              3        2       1        -       2        1       2       1      2      -        3       -         3       -        2      -       3      -
                            3.7%     8.7%    1.9%             4.7%     3.7%    5.4%    5.3%  10.5%            3.7%             10.3%             5.9%           4.5%       

3                              -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -
                                                                                                                                                                           

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q32a.  What number would you use to rate the overall 
customer service at your health plan in the last 6 months?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

2                              4        3       -        2       1        2       -       3      -      -        4       -         4       -        2      2       2      2
                            4.9%    13.0%             7.4%    2.3%     7.4%           15.8%                   4.9%             13.8%             5.9%   4.3%    3.0%  13.3%

1                              -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -
                                                                                                                                                                           

0 - Worst customer             5        4       1        -       3        1       3       4      -      1        5       -         5       -        2      3       4      1
service possible            6.1%    17.4%    1.9%             7.0%     3.7%    8.1%   21.1%          2.6%     6.1%             17.2%             5.9%   6.4%    6.0%   6.7%
                                        c                                                 j

TMG SUMMARY RATE - 8-10       48        2      42       13      31       13      24       1     11     32       48       -         8      40       21     27      40      8
                           58.5%     8.7%   79.2%    48.1%   72.1%    48.1%   64.9%    5.3%  57.9%  84.2%    58.5%             27.6%   76.9%    61.8%  57.4%   59.7%  53.3%
                                                B                D                               H     HI                                  M

TMG SUMMARY RATE - 4-7        25       14      10       12       8       11      10      11      8      5       25       -        12      12        9     15      21      4
                           30.5%    60.9%   18.9%    44.4%   18.6%    40.7%   27.0%   57.9%  42.1%  13.2%    30.5%             41.4%   23.1%    26.5%  31.9%   31.3%  26.7%
                                        C                E                                J      J                                 n

TMG SUMMARY RATE - 0-3         9        7       1        2       4        3       3       7      -      1        9       -         9       -        4      5       6      3
                           11.0%    30.4%    1.9%     7.4%    9.3%    11.1%    8.1%   36.8%          2.6%    11.0%             31.0%            11.8%  10.6%    9.0%  20.0%
                                        C                                                 J

Mean                        7.37     4.39    8.68     7.19    7.86     6.96    7.70    3.89   7.63   9.00     7.37       -      5.07    8.67     7.59   7.28    7.46   6.93

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q49A.  What language do you mainly speak at home?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               516      108     364      129     273      108     317      74    123    275      108     388        37      69      259    241     440     64

Total Valid Responses        381       86     267      104     196       83     240      59     97    197       81     294        28      52      198    175     332     44
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    135       22      97       25      77       25      77      15     26     78       27      94         9      17       61     66     108     20

English                      375       85     263      100     196       82     237      58     95    195       79     292        27      51      195    173     327     44
                           98.4%    98.8%   98.5%    96.2%  100.0%    98.8%   98.8%   98.3%  97.9%  99.0%    97.5%   99.3%     96.4%   98.1%    98.5%  98.9%   98.5% 100.0%
                                                                 D                                                                                                        Q

Spanish                        4        1       2        2       -        1       1       1      1      1        1       1         -       1        2      1       3      -
                            1.0%     1.2%    0.7%     1.9%             1.2%    0.4%    1.7%   1.0%   0.5%     1.2%    0.3%              1.9%     1.0%   0.6%    0.9%       

Other                          2        -       2        2       -        -       2       -      1      1        1       1         1       -        1      1       2      -
                            0.5%             0.7%     1.9%                     0.8%           1.0%   0.5%     1.2%    0.3%      3.6%             0.5%   0.6%    0.6%       

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q52.  We'd like to ask about the most recent visit to your 
personal doctor.  How satisfied are you with the ease of 
getting through to your doctor's office by telephone?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               516      108     364      129     273      108     317      74    123    275      108     388        37      69      259    241     440     64

Total Valid Responses        360       83     250      100     189       81     237      57     93    183       74     281        25      48      185    167     321     34
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    156       25     114       29      84       27      80      17     30     92       34     107        12      21       74     74     119     30

Very satisfied               197       28     156       30     131       18     162      21     35    128       36     159         9      27       93     99     181     14
                           54.7%    33.7%   62.4%    30.0%   69.3%    22.2%   68.4%   36.8%  37.6%  69.9%    48.6%   56.6%     36.0%   56.3%    50.3%  59.3%   56.4%  41.2%

Somewhat satisfied            59       17      35       26      20       18      32       9     21     22       15      42         7       8       37     20      51      6
                           16.4%    20.5%   14.0%    26.0%   10.6%    22.2%   13.5%   15.8%  22.6%  12.0%    20.3%   14.9%     28.0%   16.7%    20.0%  12.0%   15.9%  17.6%

Satisfied                     66       20      43       20      30       26      29      13     27     23       13      52         7       6       34     31      55     11
                           18.3%    24.1%   17.2%    20.0%   15.9%    32.1%   12.2%   22.8%  29.0%  12.6%    17.6%   18.5%     28.0%   12.5%    18.4%  18.6%   17.1%  32.4%

Somewhat dissatisfied         22       11       8       15       4       13       8       7      8      4        7      15         1       6       11     11      21      -
                            6.1%    13.3%    3.2%    15.0%    2.1%    16.0%    3.4%   12.3%   8.6%   2.2%     9.5%    5.3%      4.0%   12.5%     5.9%   6.6%    6.5%       

Very dissatisfied             16        7       8        9       4        6       6       7      2      6        3      13         1       1       10      6      13      3
                            4.4%     8.4%    3.2%     9.0%    2.1%     7.4%    2.5%   12.3%   2.2%   3.3%     4.1%    4.6%      4.0%    2.1%     5.4%   3.6%    4.0%   8.8%

TMG SUMMARY RATE - Very      322       65     234       76     181       62     223      43     83    173       64     253        23      41      164    150     287     31
satisfied/Satisfied        89.4%    78.3%   93.6%    76.0%   95.8%    76.5%   94.1%   75.4%  89.2%  94.5%    86.5%   90.0%     92.0%   85.4%    88.6%  89.8%   89.4%  91.2%
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Q53.  In the last 6 months, how many times did you go to 
the emergency room to get care for yourself because your 
doctor was not able to see you during regular office hours?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               516      108     364      129     273      108     317      74    123    275      108     388        37      69      259    241     440     64

Total Valid Responses        369       84     257      103     192       82     233      57     95    189       78     286        27      50      191    172     322     42
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    147       24     107       26      81       26      84      17     28     86       30     102        10      19       68     69     118     22

1 time                        56       14      38       17      34       11      39      10     16     26       12      43         7       5       23     33      51      4
                           15.2%    16.7%   14.8%    16.5%   17.7%    13.4%   16.7%   17.5%  16.8%  13.8%    15.4%   15.0%     25.9%   10.0%    12.0%  19.2%   15.8%   9.5%

2 times                       33        8      23       12      15        9      18       5     12     14        5      28         1       4       12     20      27      6
                            8.9%     9.5%    8.9%    11.7%    7.8%    11.0%    7.7%    8.8%  12.6%   7.4%     6.4%    9.8%      3.7%    8.0%     6.3%  11.6%    8.4%  14.3%

3 or more times               20        9       9       12       5        7       8       7      3      8        7      12         3       4        7     12      16      4
                            5.4%    10.7%    3.5%    11.7%    2.6%     8.5%    3.4%   12.3%   3.2%   4.2%     9.0%    4.2%     11.1%    8.0%     3.7%   7.0%    5.0%   9.5%

I did not need to go to      260       53     187       62     138       55     168      35     64    141       54     203        16      37      149    107     228     28
the emergency room         70.5%    63.1%   72.8%    60.2%   71.9%    67.1%   72.1%   61.4%  67.4%  74.6%    69.2%   71.0%     59.3%   74.0%    78.0%  62.2%   70.8%  66.7%

TMG SUMMARY RATE - Did       260       53     187       62     138       55     168      35     64    141       54     203        16      37      149    107     228     28
not need to go             70.5%    63.1%   72.8%    60.2%   71.9%    67.1%   72.1%   61.4%  67.4%  74.6%    69.2%   71.0%     59.3%   74.0%    78.0%  62.2%   70.8%  66.7%
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Q54.  How easy is it to find and understand information 
using the Member Handbook?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               516      108     364      129     273      108     317      74    123    275      108     388        37      69      259    241     440     64

Total Valid Responses        192       29     147       45     105       35     132      19     48    109       36     154         9      26      101     85     168     20
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    134       22      97       25      76       26      77      15     25     79       26      94         8      17       60     67     109     19

Very easy                    113       10      96       16      71       16      86       7     17     82       16      96         2      14       58     50     102      7
                           58.9%    34.5%   65.3%    35.6%   67.6%    45.7%   65.2%   36.8%  35.4%  75.2%    44.4%   62.3%     22.2%   53.8%    57.4%  58.8%   60.7%  35.0%

Somewhat easy                 69       15      47       22      33       15      43       9     28     25       18      50         5      12       34     34      58     11
                           35.9%    51.7%   32.0%    48.9%   31.4%    42.9%   32.6%   47.4%  58.3%  22.9%    50.0%   32.5%     55.6%   46.2%    33.7%  40.0%   34.5%  55.0%

Difficult                     10        4       4        7       1        4       3       3      3      2        2       8         2       -        9      1       8      2
                            5.2%    13.8%    2.7%    15.6%    1.0%    11.4%    2.3%   15.8%   6.3%   1.8%     5.6%    5.2%     22.2%             8.9%   1.2%    4.8%  10.0%

I did not try to look up      77       21      51       18      44       17      47      12     27     33       16      61         3      13       48     29      65     11
information in the       
Member Handbook          

I do not have a copy of      113       36      69       41      48       30      61      28     23     54       30      79        17      13       50     60      98     14
my health plan's Member  
Handbook                 

TMG SUMMARY RATE - Very      113       10      96       16      71       16      86       7     17     82       16      96         2      14       58     50     102      7
easy                       58.9%    34.5%   65.3%    35.6%   67.6%    45.7%   65.2%   36.8%  35.4%  75.2%    44.4%   62.3%     22.2%   53.8%    57.4%  58.8%   60.7%  35.0%
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Q55.  In the last 6 months, if you had a problem getting 
the help you needed from Customer Service, what kind of 
problem did you have?  (Mark all that apply)

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               516      108     364      129     273      108     317      74    123    275      108     388        37      69      259    241     440     64

Total Valid Responses        370      101     235      113     180       93     218      72     99    165      100     264        52      47      197    163     316     49

Total Respondents            332       81     224       92     172       77     209      56     90    159       73     253        28      44      178    148     291     36
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

I did not have a problem     244       44     181       53     145       49     168      26     66    133       38     204         3      34      135    105     221     19
getting help from          73.5%    54.3%   80.8%    57.6%   84.3%    63.6%   80.4%   46.4%  73.3%  83.6%    52.1%   80.6%     10.7%   77.3%    75.8%  70.9%   75.9%  52.8%
Customer Service         

It was difficult to get       28       13      12       12       8        6      14      12      8      5       13      14        10       3       15     11      20      7
through to Customer         8.4%    16.0%    5.4%    13.0%    4.7%     7.8%    6.7%   21.4%   8.9%   3.1%    17.8%    5.5%     35.7%    6.8%     8.4%   7.4%    6.9%  19.4%
Service on the telephone 

The Customer Service          17       10       5        5       8        7       6       8      3      4       12       5         8       4        6     10      13      4
Representative did not      5.1%    12.3%    2.2%     5.4%    4.7%     9.1%    2.9%   14.3%   3.3%   2.5%    16.4%    2.0%     28.6%    9.1%     3.4%   6.8%    4.5%  11.1%
have the information I   
needed                   

The Customer Service          15        7       6        6       6        5       5       6      5      2       10       5         9       1        7      7      10      5
Representative did not      4.5%     8.6%    2.7%     6.5%    3.5%     6.5%    2.4%   10.7%   5.6%   1.3%    13.7%    2.0%     32.1%    2.3%     3.9%   4.7%    3.4%  13.9%
give me the correct      
information              

The Customer Service          14        7       5        9       2        9       2       6      3      3       10       4         9       1        7      6      11      3
Representative did not      4.2%     8.6%    2.2%     9.8%    1.2%    11.7%    1.0%   10.7%   3.3%   1.9%    13.7%    1.6%     32.1%    2.3%     3.9%   4.1%    3.8%   8.3%
follow-up with me        

The Customer Service           6        5       1        4       -        4       1       4      1      1        3       3         3       -        2      3       5      1
Representative did not      1.8%     6.2%    0.4%     4.3%             5.2%    0.5%    7.1%   1.1%   0.6%     4.1%    1.2%     10.7%             1.1%   2.0%    1.7%   2.8%
follow-up with me in a   
timely manner            

Other                         46       15      25       24      11       13      22      10     13     17       14      29        10       4       25     21      36     10
                           13.9%    18.5%   11.2%    26.1%    6.4%    16.9%   10.5%   17.9%  14.4%  10.7%    19.2%   11.5%     35.7%    9.1%    14.0%  14.2%   12.4%  27.8%
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                                                                                 770-978-3173
                                                                                     2009
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Q56.  Are you familiar with your health plan's NURSE on-
call, a service that allows you to ask health information 
questions to a nurse?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               516      108     364      129     273      108     317      74    123    275      108     388        37      69      259    241     440     64

Total Valid Responses        374       82     265      100     195       82     235      55     95    197       76     294        26      49      195    171     326     43
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    142       26      99       29      78       26      82      19     28     78       32      94        11      20       64     70     114     21

Yes                          216       39     167       53     123       46     144      26     56    124       41     173        10      31      104    107     191     22
                           57.8%    47.6%   63.0%    53.0%   63.1%    56.1%   61.3%   47.3%  58.9%  62.9%    53.9%   58.8%     38.5%   63.3%    53.3%  62.6%   58.6%  51.2%

No                           158       43      98       47      72       36      91      29     39     73       35     121        16      18       91     64     135     21
                           42.2%    52.4%   37.0%    47.0%   36.9%    43.9%   38.7%   52.7%  41.1%  37.1%    46.1%   41.2%     61.5%   36.7%    46.7%  37.4%   41.4%  48.8%

TMG SUMMARY RATE - Yes       216       39     167       53     123       46     144      26     56    124       41     173        10      31      104    107     191     22
                           57.8%    47.6%   63.0%    53.0%   63.1%    56.1%   61.3%   47.3%  58.9%  62.9%    53.9%   58.8%     38.5%   63.3%    53.3%  62.6%   58.6%  51.2%

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q1.  Our records show that you are now in MDwise.  Is that 
right?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Valid Responses         1580       512      151       165       131      154         104       156      119      120         3        3      174      300
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       12         4        1         -         1        3           1         -        5        -         -        -        -        1

Yes                           1580       512      151       165       131      154         104       156      119      120         3        3      174      300
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No                               -         -        -         -         -        -           -         -        -        -         -        -        -        -
                                                                                                                                                               

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
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Q3.  In the last 6 months, did you have an illness, injury, 
or condition that needed care right away in a clinic, 
emergency room or doctor's office?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1592       516      152       165       132      157         105       156      124      120         3        3      174      301

Total Valid Responses         1568       511      149       165       131      155         103       152      124      117         3        3      170      296
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       24         5        3         -         1        2           2         4        -        3         -        -        4        5

Yes                            719       246       57        71        65       73          52        62       54       50         1        1       86      147
                             45.9%     48.1%    38.3%     43.0%     49.6%    47.1%       50.5%     40.8%    43.5%    42.7%     33.3%    33.3%    50.6%    49.7%
                                           C                            c                    c                                                      Ch       Ch

No                             849       265       92        94        66       82          51        90       70       67         2        2       84      149
                             54.1%     51.9%    61.7%     57.0%     50.4%    52.9%       49.5%     59.2%    56.5%    57.3%     66.7%    66.7%    49.4%    50.3%
                                                BegMN                                                 mn

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q4.  (GCQ)In the last 6 months, when you needed care right 
away, how often did you get care as soon as you thought you 
needed?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 719       246       57        71        65       73          52        62       54       50         1        1       86      147

Total Valid Responses          712       245       56        71        64       73          50        62       53       49         1        1       85      147
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                        7         1        1         -         1        -           2         -        1        1         -        -        1        -

Always                         406       135       29        41        39       43          28        34       28       24         1        -       53       86
                             57.0%     55.1%    51.8%     57.7%     60.9%    58.9%       56.0%     54.8%    52.8%    49.0%    100.0%             62.4%    58.5%
                                                                                                                           DEFGHIJMN
                                                                                                                                  BC

Usually                        179        67       17        16        10       18          12        13       15       11         -        1       26       40
                             25.1%     27.3%    30.4%     22.5%     15.6%    24.7%       24.0%     21.0%    28.3%    22.4%             100.0%    30.6%    27.2%
                                           E        e                                                           e                    EFGHIJMN        E        E
                                                                                                                                          BCD

Sometimes                      115        39        9        12        15        9          10        15       10       12         -        -        5       18
                             16.2%     15.9%    16.1%     16.9%     23.4%    12.3%       20.0%     24.2%    18.9%    24.5%                        5.9%    12.2%
                                           M        m         M       fMn                    M       fMN        M      fMn                                    m

Never                           12         4        1         2         -        3           -         -        -        2         -        -        1        3
                              1.7%      1.6%     1.8%      2.8%               4.1%                                    4.1%                        1.2%     2.0%

HEDIS/CAHPS SUMMARY RATE       585       202       46        57        49       61          40        47       43       35         1        1       79      126
- Always/Usually             82.2%     82.4%    82.1%     80.3%     76.6%    83.6%       80.0%     75.8%    81.1%    71.4%    100.0%   100.0%    92.9%    85.7%
                                                                                                                           DEFGHIJMN EFGHIJMN DEfGHiJn        J
                                                                                                                                  BC      BCD       Bc

HEDIS/CAHPS SUMMARY RATE       406       135       29        41        39       43          28        34       28       24         1        -       53       86
- Always                     57.0%     55.1%    51.8%     57.7%     60.9%    58.9%       56.0%     54.8%    52.8%    49.0%    100.0%             62.4%    58.5%
                                                                                                                           DEFGHIJMN
                                                                                                                                  BC

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q5.  In the last 6 months, not counting the times you 
needed health care right away, did you make any 
appointments for your health care at a doctor's office or 
clinic?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1592       516      152       165       132      157         105       156      124      120         3        3      174      301

Total Valid Responses         1566       511      148       164       130      152         102       155      122      117         3        3      172      298
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       26         5        4         1         2        5           3         1        2        3         -        -        2        3

Yes                           1136       389       99       116        93      111          80       102       85       80         2        3      143      222
                             72.5%     76.1%    66.9%     70.7%     71.5%    73.0%       78.4%     65.8%    69.7%    68.4%     66.7%   100.0%    83.1%    74.5%
                                         CHj                                               CHj                                       EFGHIJMN CDEFHIJN       ch
                                                                                                                                          BCD        B

No                             430       122       49        48        37       41          22        53       37       37         1        -       29       76
                             27.5%     23.9%    33.1%     29.3%     28.5%    27.0%       21.6%     34.2%    30.3%    31.6%     33.3%             16.9%    25.5%
                                           M     BGMn         M         M        M                  BGMn        M      bgM                                    M

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q6. (GCQ)In the last 6 months, not counting the times you 
needed health care right away, how often did you get an 
appointment for your health care at a doctor's office or 
clinic as soon as you thought you needed?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1136       389       99       116        93      111          80       102       85       80         2        3      143      222

Total Valid Responses         1121       384       98       114        91      110          78       100       84       80         2        3      142      219
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       15         5        1         2         2        1           2         2        1        -         -        -        1        3

Always                         642       235       49        69        59       70          43        56       44       27         1        1       82      141
                             57.3%     61.2%    50.0%     60.5%     64.8%    63.6%       55.1%     56.0%    52.4%    33.8%     50.0%    33.3%    57.7%    64.4%
                                          CJ        J         J       CiJ       CJ           J         J        J                                    J      CiJ

Usually                        243        72       22        29        19       17          15        20       24       12         -        2       42       41
                             21.7%     18.8%    22.4%     25.4%     20.9%    15.5%       19.2%     20.0%    28.6%    15.0%              66.7%    29.6%    18.7%
                                                             fj                                              bFJn                     befghjn   BFghJN

Sometimes                      193        69       20        13        11       16          18        21       15       30         1        -       14       34
                             17.2%     18.0%    20.4%     11.4%     12.1%    14.5%       23.1%     21.0%    17.9%    37.5%     50.0%              9.9%    15.5%
                                          dM       dM                                      DeM       deM          DEFGHIMN
                                                                                                                        BC

Never                           43         8        7         3         2        7           2         3        1       11         -        -        4        3
                              3.8%      2.1%     7.1%      2.6%      2.2%     6.4%        2.6%      3.0%     1.2%    13.8%                        2.8%     1.4%
                                                  bIN                          bIN                                BDEGHIMN

HEDIS/CAHPS SUMMARY RATE       885       307       71        98        78       87          58        76       68       39         1        3      124      182
- Always/Usually             78.9%     79.9%    72.4%     86.0%     85.7%    79.1%       74.4%     76.0%    81.0%    48.8%     50.0%   100.0%    87.3%    83.1%
                                           J        J      CGhJ      CghJ        J           J         J        J                    EFGHIJMN   BCfGHJ       CJ
                                                                                                                                          BCD

HEDIS/CAHPS SUMMARY RATE       642       235       49        69        59       70          43        56       44       27         1        1       82      141
- Always                     57.3%     61.2%    50.0%     60.5%     64.8%    63.6%       55.1%     56.0%    52.4%    33.8%     50.0%    33.3%    57.7%    64.4%
                                          CJ        J         J       CiJ       CJ           J         J        J                                    J      CiJ

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q7.  In the last 6 months, not counting the times you went 
to an emergency room, how many times did you go to a 
doctor's office or clinic to get care for yourself?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1592       516      152       165       132      157         105       156      124      120         3        3      174      301

Total Valid Responses         1543       500      147       163       124      154         103       152      121      116         3        3      168      289
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       49        16        5         2         8        3           2         4        3        4         -        -        6       12

None                           351        94       41        38        30       34          18        41       31       33         -        -       29       56
                             22.7%     18.8%    27.9%     23.3%     24.2%    22.1%       17.5%     27.0%    25.6%    28.4%                       17.3%    19.4%
                                                 BGMn                                               BgMn        m     BgMn

1                              234        80       17        24        20       24          19        18       15       20         2        -       29       46
                             15.2%     16.0%    11.6%     14.7%     16.1%    15.6%       18.4%     11.8%    12.4%    17.2%     66.7%             17.3%    15.9%
                                                                                                                           defgHIjmn
                                                                                                                                  bC

2                              258        85       32        25        19       29          19        27       26       13         1        -       24       43
                             16.7%     17.0%    21.8%     15.3%     15.3%    18.8%       18.4%     17.8%    21.5%    11.2%     33.3%             14.3%    14.9%
                                           j      Jmn                            j                              J

3                              225        74       17        23        21       21          12        22       19       18         -        2       29       41
                             14.6%     14.8%    11.6%     14.1%     16.9%    13.6%       11.7%     14.5%    15.7%    15.5%              66.7%    17.3%    14.2%
                                                                                                                                     efGhijmn
                                                                                                                                          bCd

4                              126        43       14        14         5       13          13        10        9        7         -        -       13       28
                              8.2%      8.6%     9.5%      8.6%      4.0%     8.4%       12.6%      6.6%     7.4%     6.0%                        7.7%     9.7%
                                           E        e                                       Ej                                                                E

5 to 9                         208        79       14        28        19       17           9        20        9       16         -        1       23       52
                             13.5%     15.8%     9.5%     17.2%     15.3%    11.0%        8.7%     13.2%     7.4%    13.8%              33.3%    13.7%    18.0%
                                         CGI                CGI         I                                                                            i     CFGI

10 or more                     141        45       12        11        10       16          13        14       12        9         -        -       21       23
                              9.1%      9.0%     8.2%      6.7%      8.1%    10.4%       12.6%      9.2%     9.9%     7.8%                       12.5%     8.0%
                                                                                                                                                     d

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q8.  (HPE)In the last 6 months, how often did you and a 
doctor or other health provider talk about specific things 
you could do to prevent illness?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1192       406      106       125        94      120          85       111       90       83         3        3      139      233

Total Valid Responses         1179       406      106       123        93      120          83       110       87       82         3        3      136      233
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       13         -        -         2         1        -           2         1        3        1         -        -        3        -

Always                         427       151       37        38        31       46          31        46       46       21         -        1       48       82
                             36.2%     37.2%    34.9%     30.9%     33.3%    38.3%       37.3%     41.8%    52.9%    25.6%              33.3%    35.3%    35.2%
                                           J                                     j                    dJ CDEFGJMN                                             j
                                                                                                                B

Usually                        257        86       20        29        23       25          20        25       13       13         2        -       31       56
                             21.8%     21.2%    18.9%     23.6%     24.7%    20.8%       24.1%     22.7%    14.9%    15.9%     66.7%             22.8%    24.0%
                                                                        i                                                      bcfij                         ij

Sometimes                      321       106       37        29        24       35          23        26       19       32         -        2       34       60
                             27.2%     26.1%    34.9%     23.6%     25.8%    29.2%       27.7%     23.6%    21.8%    39.0%              66.7%    25.0%    25.8%
                                               bdhImn                                                              BDeHIMN

Never                          174        63       12        27        15       14           9        13        9       16         1        -       23       35
                             14.8%     15.5%    11.3%     22.0%     16.1%    11.7%       10.8%     11.8%    10.3%    19.5%     33.3%             16.9%    15.0%
                                                          CFGHI                                                          i

HEDIS/CAHPS SUMMARY RATE       684       237       57        67        54       71          51        71       59       34         2        1       79      138
- Always/Usually             58.0%     58.4%    53.8%     54.5%     58.1%    59.2%       61.4%     64.5%    67.8%    41.5%     66.7%    33.3%    58.1%    59.2%
                                           J        j         j         J        J           J         J     bCDJ                                    J        J

HEDIS/CAHPS SUMMARY RATE       427       151       37        38        31       46          31        46       46       21         -        1       48       82
- Always                     36.2%     37.2%    34.9%     30.9%     33.3%    38.3%       37.3%     41.8%    52.9%    25.6%              33.3%    35.3%    35.2%
                                           J                                     j                    dJ CDEFGJMN                                             j
                                                                                                                B

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q9.  In the last 6 months, did a doctor or other health 
provider tell you there was more than one choice for your 
treatment or health care?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1192       406      106       125        94      120          85       111       90       83         3        3      139      233

Total Valid Responses         1163       403      102       122        93      116          82       109       86       81         3        3      135      231
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       29         3        4         3         1        4           3         2        4        2         -        -        4        2

Yes                            633       216       53        65        52       72          43        63       60       26         1        2       72      124
                             54.4%     53.6%    52.0%     53.3%     55.9%    62.1%       52.4%     57.8%    69.8%    32.1%     33.3%    66.7%    53.3%    53.7%
                                           J        J         J         J       bJ           J         J CDeGhJMN                                    J        J
                                                                                                                B

No                             530       187       49        57        41       44          39        46       26       55         2        1       63      107
                             45.6%     46.4%    48.0%     46.7%     44.1%    37.9%       47.6%     42.2%    30.2%    67.9%     66.7%    33.3%    46.7%    46.3%
                                          fI        I         I         i                    I         i          DEFGHIMN                           I        I
                                                                                                                        BC

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q10.  (SDM)In the last 6 months, did a doctor or other 
health provider talk with you about the pros and cons of 
each choice for your treatment or health care? 

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                 633       216       53        65        52       72          43        63       60       26         1        2       72      124

Total Valid Responses          629       216       53        65        52       72          43        61       60       25         1        2       71      124
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                        4         -        -         -         -        -           -         2        -        1         -        -        1        -

Definitely Yes                 412       144       33        44        37       41          27        40       38       17         1        2       50       82
                             65.5%     66.7%    62.3%     67.7%     71.2%    56.9%       62.8%     65.6%    63.3%    68.0%    100.0%   100.0%    70.4%    66.1%

Somewhat Yes                   175        55       16        17        15       24          12        17       19        5         -        -       16       34
                             27.8%     25.5%    30.2%     26.2%     28.8%    33.3%       27.9%     27.9%    31.7%    20.0%                       22.5%    27.4%

Somewhat No                     24         7        2         1         -        4           3         1        1        3         -        -        4        5
                              3.8%      3.2%     3.8%      1.5%               5.6%        7.0%      1.6%     1.7%    12.0%                        5.6%     4.0%

Definitely No                   18        10        2         3         -        3           1         3        2        -         -        -        1        3
                              2.9%      4.6%     3.8%      4.6%               4.2%        2.3%      4.9%     3.3%                                 1.4%     2.4%

HEDIS/CAHPS SUMMARY RATE       412       144       33        44        37       41          27        40       38       17         1        2       50       82
- Definitely Yes             65.5%     66.7%    62.3%     67.7%     71.2%    56.9%       62.8%     65.6%    63.3%    68.0%    100.0%   100.0%    70.4%    66.1%

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 10

                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q11.  (SDM)In the last 6 months, when there was more than 
one choice for your treatment or health care, did a doctor 
or other health provider ask which choice you thought was 
best for you?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                 633       216       53        65        52       72          43        63       60       26         1        2       72      124

Total Valid Responses          627       213       52        65        52       71          43        63       59       26         1        2       70      123
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                        6         3        1         -         -        1           -         -        1        -         -        -        2        1

Definitely Yes                 386       136       29        37        37       46          21        43       36       12         1        2       45       77
                             61.6%     63.8%    55.8%     56.9%     71.2%    64.8%       48.8%     68.3%    61.0%    46.2%    100.0%   100.0%    64.3%    62.6%

Somewhat Yes                   174        54       15        22        15       18          18        13       14        9         -        -       19       31
                             27.8%     25.4%    28.8%     33.8%     28.8%    25.4%       41.9%     20.6%    23.7%    34.6%                       27.1%    25.2%

Somewhat No                     31        11        3         2         -        5           1         1        3        3         -        -        4        9
                              4.9%      5.2%     5.8%      3.1%               7.0%        2.3%      1.6%     5.1%    11.5%                        5.7%     7.3%

Definitely No                   36        12        5         4         -        2           3         6        6        2         -        -        2        6
                              5.7%      5.6%     9.6%      6.2%               2.8%        7.0%      9.5%    10.2%     7.7%                        2.9%     4.9%

HEDIS/CAHPS SUMMARY RATE       386       136       29        37        37       46          21        43       36       12         1        2       45       77
- Definitely Yes             61.6%     63.8%    55.8%     56.9%     71.2%    64.8%       48.8%     68.3%    61.0%    46.2%    100.0%   100.0%    64.3%    62.6%

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 11

                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q12.  What number would you use to rate all your health 
care in the last 6 months?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1192       406      106       125        94      120          85       111       90       83         3        3      139      233

Total Valid Responses         1174       402      105       123        94      116          82       110       88       82         2        3      136      233
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       18         4        1         2         -        4           3         1        2        1         1        -        3        -

10 - Best health care          374       128       36        41        39       28          25        35       28       19         2        1       46       74
possible                     31.9%     31.8%    34.3%     33.3%     41.5%    24.1%       30.5%     31.8%    31.8%    23.2%    100.0%    33.3%    33.8%    31.8%
                                          fj       fj                 bFJ                                                  EFGHIJLMN                fj
                                                                                                                                 BCD

9                              175        58       12        19        14       18          14        12       19        9         -        -       27       31
                             14.9%     14.4%    11.4%     15.4%     14.9%    15.5%       17.1%     10.9%    21.6%    11.0%                       19.9%    13.3%
                                                                                                             cHjn                                  cHj

8                              248        87       24        23        18       32          16        24       23       16         -        1       22       49
                             21.1%     21.6%    22.9%     18.7%     19.1%    27.6%       19.5%     21.8%    26.1%    19.5%              33.3%    16.2%    21.0%
                                                                                 M                              m

7                              141        51       11        13        11       19           9        16        9        6         -        1       16       30
                             12.0%     12.7%    10.5%     10.6%     11.7%    16.4%       11.0%     14.5%    10.2%     7.3%              33.3%    11.8%    12.9%
                                                                                 J

6                               82        31        9         6         7        4           8         5        3        8         -        -       10       22
                              7.0%      7.7%     8.6%      4.9%      7.4%     3.4%        9.8%      4.5%     3.4%     9.8%                        7.4%     9.4%
                                          Fi                                                fi                          fi                                 dFhI

5                               75        24        8         9         4        5           5        11        4        8         -        -        5       16
                              6.4%      6.0%     7.6%      7.3%      4.3%     4.3%        6.1%     10.0%     4.5%     9.8%                        3.7%     6.9%
                                                                                                      fm                 m

4                               26         8        3         5         1        3           4         3        1        2         -        -        2        2
                              2.2%      2.0%     2.9%      4.1%      1.1%     2.6%        4.9%      2.7%     1.1%     2.4%                        1.5%     0.9%
                                                              n

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                                                                                                   (Continued)
                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q12.  What number would you use to rate all your health 
care in the last 6 months?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

3                               21         6        1         2         -        4           1         3        -        3         -        -        4        3
                              1.8%      1.5%     1.0%      1.6%               3.4%        1.2%      2.7%              3.7%                        2.9%     1.3%

2                               11         3        1         2         -        -           -         -        -        4         -        -        2        2
                              0.9%      0.7%     1.0%      1.6%                                                       4.9%                        1.5%     0.9%
                                                                                                                         b

1                               11         2        -         2         -        1           -         1        1        4         -        -        1        1
                              0.9%      0.5%               1.6%               0.9%                  0.9%     1.1%     4.9%                        0.7%     0.4%
                                                                                                                       bmn

0 - Worst health care           10         4        -         1         -        2           -         -        -        3         -        -        1        3
possible                      0.9%      1.0%               0.8%               1.7%                                    3.7%                        0.7%     1.3%

HEDIS/CAHPS SUMMARY RATE       797       273       72        83        71       78          55        71       70       44         2        2       95      154
- 8-10                       67.9%     67.9%    68.6%     67.5%     75.5%    67.2%       67.1%     64.5%    79.5%    53.7%    100.0%    66.7%    69.9%    66.1%
                                           J        J         J       hJn        j           j           cDFgHJmN          DEFGHIJMN                 J        J
                                                                                                                B                 BC

HEDIS/CAHPS SUMMARY RATE       549       186       48        60        53       46          39        47       47       28         2        1       73      105
- 9-10                       46.8%     46.3%    45.7%     48.8%     56.4%    39.7%       47.6%     42.7%    53.4%    34.1%    100.0%    33.3%    53.7%    45.1%
                                           J                  J     bFHJn                    j                 FJ          EFGHIJLMN               FhJ        j
                                                                                                                                 BCD

Mean                          7.97      8.01     8.08      7.88      8.54     7.80        8.04      7.90     8.42     6.80     10.00     8.33     8.10     7.96

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q13.  Do you have a personal doctor?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1592       516      152       165       132      157         105       156      124      120         3        3      174      301

Total Valid Responses         1533       504      142       158       129      150          99       153      117      115         3        3      168      296
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       59        12       10         7         3        7           6         3        7        5         -        -        6        5

Yes                           1275       440      108       131       113      124          73       130       95       82         2        3      144      270
                             83.2%     87.3%    76.1%     82.9%     87.6%    82.7%       73.7%     85.0%    81.2%    71.3%     66.7%   100.0%    85.7%    91.2%
                                         CGJ                 gJ       CGJ       gJ                   cGJ        j                    EFGHIJMN      CGJ CDFGhIJm
                                                                                                                                          BCD                 b

No                             258        64       34        27        16       26          26        23       22       33         1        -       24       26
                             16.8%     12.7%    23.9%     17.1%     12.4%    17.3%       26.3%     15.0%    18.8%    28.7%     33.3%             14.3%     8.8%
                                           n    BEhMN         N                  N     BdEfHMN         n        N BDEFHiMN                           n

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q14.  In the last 6 months, how many times did you visit 
your personal doctor to get care for yourself?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1275       440      108       131       113      124          73       130       95       82         2        3      144      270

Total Valid Responses         1257       434      107       129       111      123          73       126       94       81         2        3      140      268
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       18         6        1         2         2        1           -         4        1        1         -        -        4        2

None                           275        92       22        31        27       20          12        35       19       26         -        -       21       62
                             21.9%     21.2%    20.6%     24.0%     24.3%    16.3%       16.4%     27.8%    20.2%    32.1%                       15.0%    23.1%
                                           m                  m         m                            FgM            BcFGiM                                    M

1                              247        71       20        19        24       32          19        22       20       16         2        -       30       43
                             19.6%     16.4%    18.7%     14.7%     21.6%    26.0%       26.0%     17.5%    21.3%    19.8%    100.0%             21.4%    16.0%
                                                                               BDN         bdn                             DEFGHIJMN
                                                                                                                                  BC

2                              255        86       26        29        19       32          14        24       25        8         -        -       34       44
                             20.3%     19.8%    24.3%     22.5%     17.1%    26.0%       19.2%     19.0%    26.6%     9.9%                       24.3%    16.4%
                                           J       Jn         J                eJN                     j       JN                                   Jn

3                              161        60       14        14        14       13           8        20       11       10         -        1       19       37
                             12.8%     13.8%    13.1%     10.9%     12.6%    10.6%       11.0%     15.9%    11.7%    12.3%              33.3%    13.6%    13.8%

4                               98        44        8        15         7        4           8         9        3        5         -        1        9       29
                              7.8%     10.1%     7.5%     11.6%      6.3%     3.3%       11.0%      7.1%     3.2%     6.2%              33.3%     6.4%    10.8%
                                          FI                 FI                             fi                                                               FI

5 to 9                         156        64       11        13        16       17           6        13        9       10         -        1       16       44
                             12.4%     14.7%    10.3%     10.1%     14.4%    13.8%        8.2%     10.3%     9.6%    12.3%              33.3%    11.4%    16.4%
                                           g                                                                                                              cdGhi

10 or more                      65        17        6         8         4        5           6         3        7        6         -        -       11        9
                              5.2%      3.9%     5.6%      6.2%      3.6%     4.1%        8.2%      2.4%     7.4%     7.4%                        7.9%     3.4%
                                                                                             h                  h                                   Hn

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q15.  (HWDC)In the last 6 months, how often did your 
personal doctor explain things in a way that was easy to 
understand?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 982       342       85        98        84      103          61        91       75       55         2        3      119      206

Total Valid Responses          972       336       85        97        83      103          61        90       75       53         2        3      118      202
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       10         6        -         1         1        -           -         1        -        2         -        -        1        4

Always                         719       253       62        72        60       76          47        67       63       27         1        3       87      154
                             74.0%     75.3%    72.9%     74.2%     72.3%    73.8%       77.0%     74.4%    84.0%    50.9%     50.0%   100.0%    73.7%    76.2%
                                           J        J         J         J        J           J         J   bcefJm                    EFGHIJMN        J        J
                                                                                                                                          BCD

Usually                        148        51       11        15        16       20           4        14        8       15         1        -       14       30
                             15.2%     15.2%    12.9%     15.5%     19.3%    19.4%        6.6%     15.6%    10.7%    28.3%     50.0%             11.9%    14.9%
                                           G                  g         G       Gi                     g          BCdGhIMN                                    G

Sometimes                       85        28       11         7         4        6           9         8        4        9         -        -       13       14
                              8.7%      8.3%    12.9%      7.2%      4.8%     5.8%       14.8%      8.9%     5.3%    17.0%                       11.0%     6.9%
                                                  efi                                      efi                       dEFIn                           e

Never                           20         4        1         3         3        1           1         1        -        2         -        -        4        4
                              2.1%      1.2%     1.2%      3.1%      3.6%     1.0%        1.6%      1.1%              3.8%                        3.4%     2.0%

HEDIS/CAHPS SUMMARY RATE       867       304       73        87        76       96          51        81       71       42         2        3      101      184
- Always/Usually             89.2%     90.5%    85.9%     89.7%     91.6%    93.2%       83.6%     90.0%    94.7%    79.2%    100.0%   100.0%    85.6%    91.1%
                                           j                            j      gJm                     j     cGJM          DEFGHIJMN EFGHIJMN                 J
                                                                                                                                  BC      BCD

HEDIS/CAHPS SUMMARY RATE       719       253       62        72        60       76          47        67       63       27         1        3       87      154
- Always                     74.0%     75.3%    72.9%     74.2%     72.3%    73.8%       77.0%     74.4%    84.0%    50.9%     50.0%   100.0%    73.7%    76.2%
                                           J        J         J         J        J           J         J   bcefJm                    EFGHIJMN        J        J
                                                                                                                                          BCD

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q16.  (HWDC)In the last 6 months, how often did your 
personal doctor listen carefully to you?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 982       342       85        98        84      103          61        91       75       55         2        3      119      206

Total Valid Responses          968       335       85        97        84      103          61        90       74       51         2        3      117      201
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       14         7        -         1         -        -           -         1        1        4         -        -        2        5

Always                         709       246       63        70        64       77          47        65       59       25         2        3       85      149
                             73.2%     73.4%    74.1%     72.2%     76.2%    74.8%       77.0%     72.2%    79.7%    49.0%    100.0%   100.0%    72.6%    74.1%
                                           J        J         J         J        J           J         J        J          DEFGHIJMN EFGHIJMN        J        J
                                                                                                                                  BC      BCD

Usually                        140        48       10        15        10       16           5        15        9       10         -        -       17       33
                             14.5%     14.3%    11.8%     15.5%     11.9%    15.5%        8.2%     16.7%    12.2%    19.6%                       14.5%    16.4%
                                                                                                                         g                                    g

Sometimes                       96        33       11         8         9        8           8         9        6       11         -        -       12       14
                              9.9%      9.9%    12.9%      8.2%     10.7%     7.8%       13.1%     10.0%     8.1%    21.6%                       10.3%     7.0%
                                                                                                                   bDFhImN

Never                           23         8        1         4         1        2           1         1        -        5         -        -        3        5
                              2.4%      2.4%     1.2%      4.1%      1.2%     1.9%        1.6%      1.1%              9.8%                        2.6%     2.5%
                                                                                                                   bCEfgHn

HEDIS/CAHPS SUMMARY RATE       849       294       73        85        74       93          52        80       68       35         2        3      102      182
- Always/Usually             87.7%     87.8%    85.9%     87.6%     88.1%    90.3%       85.2%     88.9%    91.9%    68.6%    100.0%   100.0%    87.2%    90.5%
                                           J        J         J         J        J           J         J        J          DEFGHIJMN EFGHIJMN        J        J
                                                                                                                                  BC      BCD

HEDIS/CAHPS SUMMARY RATE       709       246       63        70        64       77          47        65       59       25         2        3       85      149
- Always                     73.2%     73.4%    74.1%     72.2%     76.2%    74.8%       77.0%     72.2%    79.7%    49.0%    100.0%   100.0%    72.6%    74.1%
                                           J        J         J         J        J           J         J        J          DEFGHIJMN EFGHIJMN        J        J
                                                                                                                                  BC      BCD

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q17. (HWDC)In the last 6 months, how often did your 
personal doctor show respect for what you had to say?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 982       342       85        98        84      103          61        91       75       55         2        3      119      206

Total Valid Responses          970       339       85        98        83      102          59        90       74       52         2        3      118      204
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       12         3        -         -         1        1           2         1        1        3         -        -        1        2

Always                         742       254       68        79        66       78          46        73       61       26         2        3       90      150
                             76.5%     74.9%    80.0%     80.6%     79.5%    76.5%       78.0%     81.1%    82.4%    50.0%    100.0%   100.0%    76.3%    73.5%
                                           J        J         J         J        J           J         J       Jn          DEFGHIJMN EFGHIJMN        J        J
                                                                                                                                  BC      BCD

Usually                        123        48        7         9         8       13           6        11        8       14         -        -       15       32
                             12.7%     14.2%     8.2%      9.2%      9.6%    12.7%       10.2%     12.2%    10.8%    26.9%                       12.7%    15.7%
                                           c                                                                      DEFGHIMn                                   cd
                                                                                                                        BC

Sometimes                       86        31       10         7         9        8           6         5        5        9         -        -       10       17
                              8.9%      9.1%    11.8%      7.1%     10.8%     7.8%       10.2%      5.6%     6.8%    17.3%                        8.5%     8.3%
                                                                                                                       dHi

Never                           19         6        -         3         -        3           1         1        -        3         -        -        3        5
                              2.0%      1.8%               3.1%               2.9%        1.7%      1.1%              5.8%                        2.5%     2.5%

HEDIS/CAHPS SUMMARY RATE       865       302       75        88        74       91          52        84       69       40         2        3      105      182
- Always/Usually             89.2%     89.1%    88.2%     89.8%     89.2%    89.2%       88.1%     93.3%    93.2%    76.9%    100.0%   100.0%    89.0%    89.2%
                                           J        j         j         j        j                     J        J          DEFGHIJMN EFGHIJMN        j        J
                                                                                                                                  BC      BCD

HEDIS/CAHPS SUMMARY RATE       742       254       68        79        66       78          46        73       61       26         2        3       90      150
- Always                     76.5%     74.9%    80.0%     80.6%     79.5%    76.5%       78.0%     81.1%    82.4%    50.0%    100.0%   100.0%    76.3%    73.5%
                                           J        J         J         J        J           J         J       Jn          DEFGHIJMN EFGHIJMN        J        J
                                                                                                                                  BC      BCD

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q18. (HWDC)In the last 6 months, how often did your 
personal doctor spend enough time with you?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 982       342       85        98        84      103          61        91       75       55         2        3      119      206

Total Valid Responses          966       334       84        96        83      103          61        89       74       52         2        3      119      200
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       16         8        1         2         1        -           -         2        1        3         -        -        -        6

Always                         629       216       56        62        62       64          38        59       57       26         2        3       77      123
                             65.1%     64.7%    66.7%     64.6%     74.7%    62.1%       62.3%     66.3%    77.0%    50.0%    100.0%   100.0%    64.7%    61.5%
                                           J        j         j      bfJN                              j  BdFgJmN          DEFGHIJMN EFGHIJMN        j
                                                                                                                                  BC      BCD

Usually                        183        66       13        19        13       24          12        14        7       16         -        -       17       48
                             18.9%     19.8%    15.5%     19.8%     15.7%    23.3%       19.7%     15.7%     9.5%    30.8%                       14.3%    24.0%
                                           I                  i                 Im           i                       CEHIM                                cehIM

Sometimes                      118        37       11         9         6       11           9        14        9        7         -        -       22       20
                             12.2%     11.1%    13.1%      9.4%      7.2%    10.7%       14.8%     15.7%    12.2%    13.5%                       18.5%    10.0%
                                                                                                       e                                         bDEfN

Never                           36        15        4         6         2        4           2         2        1        3         -        -        3        9
                              3.7%      4.5%     4.8%      6.3%      2.4%     3.9%        3.3%      2.2%     1.4%     5.8%                        2.5%     4.5%
                                           i                  i

HEDIS/CAHPS SUMMARY RATE       812       282       69        81        75       88          50        73       64       42         2        3       94      171
- Always/Usually             84.1%     84.4%    82.1%     84.4%     90.4%    85.4%       82.0%     82.0%    86.5%    80.8%    100.0%   100.0%    79.0%    85.5%
                                                                        M                                                  DEFGHIJMN EFGHIJMN
                                                                                                                                  BC      BCD

HEDIS/CAHPS SUMMARY RATE       629       216       56        62        62       64          38        59       57       26         2        3       77      123
- Always                     65.1%     64.7%    66.7%     64.6%     74.7%    62.1%       62.3%     66.3%    77.0%    50.0%    100.0%   100.0%    64.7%    61.5%
                                           J        j         j      bfJN                              j  BdFgJmN          DEFGHIJMN EFGHIJMN        j
                                                                                                                                  BC      BCD

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 19

                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q19. In the last 6 months, did you get care from a doctor 
or other health provider besides your personal doctor?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 982       342       85        98        84      103          61        91       75       55         2        3      119      206

Total Valid Responses          963       333       84        98        84       99          61        90       74       53         2        3      117      198
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       19         9        1         -         -        4           -         1        1        2         -        -        2        8

Yes                            522       178       42        60        48       49          35        53       34       29         -        2       63      107
                             54.2%     53.5%    50.0%     61.2%     57.1%    49.5%       57.4%     58.9%    45.9%    54.7%              66.7%    53.8%    54.0%
                                                             fI                                        i

No                             441       155       42        38        36       50          26        37       40       24         2        1       54       91
                             45.8%     46.5%    50.0%     38.8%     42.9%    50.5%       42.6%     41.1%    54.1%    45.3%    100.0%    33.3%    46.2%    46.0%
                                                                                 d                             Dh          EFGHIJLMN
                                                                                                                                 BCD

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q20. (CC)In the last 6 months, how often did your personal 
doctor seem informed and up-to-date about the care you got 
from these doctors or other health providers?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 522       178       42        60        48       49          35        53       34       29         -        2       63      107

Total Valid Responses          505       176       42        57        48       48          34        50       31       28         -        2       60      105
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%             100.0%   100.0%   100.0%

No Answer                       17         2        -         3         -        1           1         3        3        1         -        -        3        2

Always                         265       103       19        36        29       26          13        24       19        7         -        1       30       61
                             52.5%     58.5%    45.2%     63.2%     60.4%    54.2%       38.2%     48.0%    61.3%    25.0%              50.0%    50.0%    58.1%
                                          GJ        j       cGJ        GJ        J                     J       gJ                                    J       GJ

Usually                        111        30        8        12         9        8          10        10        8        5         -        1       20       20
                             22.0%     17.0%    19.0%     21.1%     18.8%    16.7%       29.4%     20.0%    25.8%    17.9%              50.0%    33.3%    19.0%
                                                                                                                                                 BceFN

Sometimes                       80        23       11         8         3       11           7        10        4        9         -        -        6       11
                             15.8%     13.1%    26.2%     14.0%      6.3%    22.9%       20.6%     20.0%    12.9%    32.1%                       10.0%    10.5%
                                                 bEMN                          Emn           e         E            BdEiMN

Never                           49        20        4         1         7        3           4         6        -        7         -        -        4       13
                              9.7%     11.4%     9.5%      1.8%     14.6%     6.3%       11.8%     12.0%             25.0%                        6.7%    12.4%
                                           D                            D                    d         D              cDFM                                    D

HEDIS/CAHPS SUMMARY RATE       376       133       27        48        38       34          23        34       27       12         -        2       50       81
- Always/Usually             74.5%     75.6%    64.3%     84.2%     79.2%    70.8%       67.6%     68.0%    87.1%    42.9%             100.0%    83.3%    77.1%
                                           J        j      CgHJ         J        J           J         J   bCfgHJ                    EFGHIJMN     CghJ        J
                                                                                                                                          BCD

HEDIS/CAHPS SUMMARY RATE       265       103       19        36        29       26          13        24       19        7         -        1       30       61
- Always                     52.5%     58.5%    45.2%     63.2%     60.4%    54.2%       38.2%     48.0%    61.3%    25.0%              50.0%    50.0%    58.1%
                                          GJ        j       cGJ        GJ        J                     J       gJ                                    J       GJ

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q21. What number would you use to rate your personal doctor?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1275       440      108       131       113      124          73       130       95       82         2        3      144      270

Total Valid Responses         1216       425      103       124       107      122          70       123       91       71         2        3      140      260
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       59        15        5         7         6        2           3         7        4       11         -        -        4       10

10 - Best personal             574       204       44        60        56       54          31        70       44       19         1        1       70      124
doctor possible              47.2%     48.0%    42.7%     48.4%     52.3%    44.3%       44.3%     56.9%    48.4%    26.8%     50.0%    33.3%    50.0%    47.7%
                                           J        J         J         J        J           J    bCFgJn        J                                    J        J

9                              193        62       21        23        15       20          11        17       26        6         1        -       21       32
                             15.9%     14.6%    20.4%     18.5%     14.0%    16.4%       15.7%     13.8%    28.6%     8.5%     50.0%             15.0%    12.3%
                                           j       Jn         J                  j                       dEFGHJMN
                                                                                                                B

8                              153        51       17        16        12       18           9         9       10       13         -        2       15       32
                             12.6%     12.0%    16.5%     12.9%     11.2%    14.8%       12.9%      7.3%    11.0%    18.3%              66.7%    10.7%    12.3%
                                           h        H                            h                                       H           EfgHIjMN
                                                                                                                                          BcD

7                               88        38        5         3         6       13           3         8        4        9         -        -       10       27
                              7.2%      8.9%     4.9%      2.4%      5.6%    10.7%        4.3%      6.5%     4.4%    12.7%                        7.1%    10.4%
                                         Dgi                                  cDgi                                    cDgi                           d     cDGI

6                               55        23        3         5         6        5           6         3        1        4         -        -        8       14
                              4.5%      5.4%     2.9%      4.0%      5.6%     4.1%        8.6%      2.4%     1.1%     5.6%                        5.7%     5.4%
                                          hI                            i                   hI                                                       I        I

5                               67        16        7         6         8        6           6         9        3        4         -        -        8       10
                              5.5%      3.8%     6.8%      4.8%      7.5%     4.9%        8.6%      7.3%     3.3%     5.6%                        5.7%     3.8%

4                               24        11        2         -         -        1           3         2        -        5         -        -        3        8
                              2.0%      2.6%     1.9%                         0.8%        4.3%      1.6%              7.0%                        2.1%     3.1%
                                                                                                                        Fh                                    f

3                               19         4        1         2         2        1           -         3        -        4         -        -        3        3
                              1.6%      0.9%     1.0%      1.6%      1.9%     0.8%                  2.4%              5.6%                        2.1%     1.2%
                                                                                                                        bf

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                                                                                                   (Continued)
                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q21. What number would you use to rate your personal doctor?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

2                               13         7        1         3         1        -           1         -        1        1         -        -        2        3
                              1.1%      1.6%     1.0%      2.4%      0.9%                 1.4%               1.1%     1.4%                        1.4%     1.2%

1                               13         3        -         1         -        3           -         2        1        3         -        -        -        3
                              1.1%      0.7%               0.8%               2.5%                  1.6%     1.1%     4.2%                                 1.2%

0 - Worst personal              17         6        2         5         1        1           -         -        1        3         -        -        -        4
doctor possible               1.4%      1.4%     1.9%      4.0%      0.9%     0.8%                           1.1%     4.2%                                 1.5%
                                                              f

HEDIS/CAHPS SUMMARY RATE       920       317       82        99        83       92          51        96       80       38         2        3      106      188
- 8-10                       75.7%     74.6%    79.6%     79.8%     77.6%    75.4%       72.9%     78.0%    87.9%    53.5%    100.0%   100.0%    75.7%    72.3%
                                           J        J        Jn         J        J           J         J BeFGhJMN          DEFGHIJMN EFGHIJMN        J        J
                                                                                                                                  BC      BCD

HEDIS/CAHPS SUMMARY RATE       767       266       65        83        71       74          42        87       70       25         2        1       91      156
- 9-10                       63.1%     62.6%    63.1%     66.9%     66.4%    60.7%       60.0%     70.7%    76.9%    35.2%    100.0%    33.3%    65.0%    60.0%
                                           J        J         J         J        J           J      bfJN BCeFGJMN          EFGHIJLMN                 J        J
                                                                                                                                 BCD

Mean                          8.37      8.38     8.41      8.30      8.57     8.40        8.31      8.64     8.86     6.93      9.50     8.67     8.51     8.30

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q22. In the last 6 months, did you try to make any 
appointments to see a specialist?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1592       516      152       165       132      157         105       156      124      120         3        3      174      301

Total Valid Responses         1525       502      141       157       130      149          99       152      116      115         3        3      163      297
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       67        14       11         8         2        8           6         4        8        5         -        -       11        4

Yes                            500       174       38        49        51       51          37        45       40       33         -        -       55      101
                             32.8%     34.7%    27.0%     31.2%     39.2%    34.2%       37.4%     29.6%    34.5%    28.7%                       33.7%    34.0%
                                           c                          Chj                    c

No                            1025       328      103       108        79       98          62       107       76       82         3        3      108      196
                             67.2%     65.3%    73.0%     68.8%     60.8%    65.8%       62.6%     70.4%    65.5%    71.3%    100.0%   100.0%    66.3%    66.0%
                                                  bEg                                                  e                 e DEFGHIJMN EFGHIJMN
                                                                                                                                  BC      BCD

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q23. (GNC)In the last 6 months, how often was it easy to 
get appointments with specialists?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 500       174       38        49        51       51          37        45       40       33         -        -       55      101

Total Valid Responses          496       172       38        49        51       50          37        45       39       33         -        -       54      100
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%                      100.0%   100.0%

No Answer                        4         2        -         -         -        1           -         -        1        -         -        -        1        1

Always                         257        94       13        26        31       25          19        23       20       13         -        -       32       55
                             51.8%     54.7%    34.2%     53.1%     60.8%    50.0%       51.4%     51.1%    51.3%    39.4%                       59.3%    55.0%
                                           C                  c        CJ                                                                           Cj        C

Usually                        104        42        7        12        14        9           8         6        9        4         -        -        9       26
                             21.0%     24.4%    18.4%     24.5%     27.5%    18.0%       21.6%     13.3%    23.1%    12.1%                       16.7%    26.0%
                                          hj                           hj                                                                                    hj

Sometimes                       76        22       12         4         4        8           7        11        4        5         -        -        8       13
                             15.3%     12.8%    31.6%      8.2%      7.8%    16.0%       18.9%     24.4%    10.3%    15.2%                       14.8%    13.0%
                                             BDEfIjmN                                               bDEi

Never                           59        14        6         7         2        8           3         5        6       11         -        -        5        6
                             11.9%      8.1%    15.8%     14.3%      3.9%    16.0%        8.1%     11.1%    15.4%    33.3%                        9.3%     6.0%
                                                    e         e                 En                              e DEfGHiMN
                                                                                                                        Bc

HEDIS/CAHPS SUMMARY RATE       361       136       20        38        45       34          27        29       29       17         -        -       41       81
- Always/Usually             72.8%     79.1%    52.6%     77.6%     88.2%    68.0%       73.0%     64.4%    74.4%    51.5%                       75.9%    81.0%
                                         ChJ                 CJ  bCFgHiJm                   cj                 CJ                                   CJ     CfHJ

HEDIS/CAHPS SUMMARY RATE       257        94       13        26        31       25          19        23       20       13         -        -       32       55
- Always                     51.8%     54.7%    34.2%     53.1%     60.8%    50.0%       51.4%     51.1%    51.3%    39.4%                       59.3%    55.0%
                                           C                  c        CJ                                                                           Cj        C

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q24.  How many specialists have you seen in the last 6 
months?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 500       174       38        49        51       51          37        45       40       33         -        -       55      101

Total Valid Responses          493       170       37        49        50       50          37        45       39       33         -        -       54       99
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%                      100.0%   100.0%

No Answer                        7         4        1         -         1        1           -         -        1        -         -        -        1        2

None                            58        16        8         9         5        4           1         5        7       10         -        -        3        6
                             11.8%      9.4%    21.6%     18.4%     10.0%     8.0%        2.7%     11.1%    17.9%    30.3%                        5.6%     6.1%
                                           g    bfGMN       GMN                                               Gmn  BEFGHMN

1 specialist                   241        88       15        22        27       22          23        20       17       16         -        -       28       51
                             48.9%     51.8%    40.5%     44.9%     54.0%    44.0%       62.2%     44.4%    43.6%    48.5%                       51.9%    51.5%
                                                                                           cfi

2                              119        42        9        11        10       16           7        12       10        4         -        -       13       27
                             24.1%     24.7%    24.3%     22.4%     20.0%    32.0%       18.9%     26.7%    25.6%    12.1%                       24.1%    27.3%
                                           j                                     J                     j                                                      J

3                               51        13        5         4         5        5           4         6        3        1         -        -       10        8
                             10.3%      7.6%    13.5%      8.2%     10.0%    10.0%       10.8%     13.3%     7.7%     3.0%                       18.5%     8.1%
                                                    j                                                  j                                           bJn

4                               14         6        -         3         2        2           -         1        -        1         -        -        -        5
                              2.8%      3.5%               6.1%      4.0%     4.0%                  2.2%              3.0%                                 5.1%

5 or more specialist            10         5        -         -         1        1           2         1        2        1         -        -        -        2
                              2.0%      2.9%                         2.0%     2.0%        5.4%      2.2%     5.1%     3.0%                                 2.0%

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q25.  What number would you use to rate that specialist?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 435       154       29        40        45       46          36        40       32       23         -        -       51       93

Total Valid Responses          430       152       29        40        45       46          36        39       32       22         -        -       49       92
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%                      100.0%   100.0%

No Answer                        5         2        -         -         -        -           -         1        -        1         -        -        2        1

10 - Best specialist           203        76        6        26        19       26          17        18       11       12         -        -       24       44
possible                     47.2%     50.0%    20.7%     65.0%     42.2%    56.5%       47.2%     46.2%    34.4%    54.5%                       49.0%    47.8%
                                          Ci             bCEhIn         C       CI           C         C                 C                           C        C

9                               71        19        6         6        10        6           5         9        8        1         -        -        9       11
                             16.5%     12.5%    20.7%     15.0%     22.2%    13.0%       13.9%     23.1%    25.0%     4.5%                       18.4%    12.0%
                                                    j                   J                              J        J                                    j

8                               56        24        3         4         7        4           3         2        6        3         -        -        8       16
                             13.0%     15.8%    10.3%     10.0%     15.6%     8.7%        8.3%      5.1%    18.8%    13.6%                       16.3%    17.4%
                                           H                                                                    h                                    h        H

7                               37        13        4         4         3        3           4         3        2        2         -        -        1       11
                              8.6%      8.6%    13.8%     10.0%      6.7%     6.5%       11.1%      7.7%     6.3%     9.1%                        2.0%    12.0%
                                           M        m                                                                                                         M

6                               17         8        1         -         2        1           3         2        3        -         -        -        1        4
                              4.0%      5.3%     3.4%                4.4%     2.2%        8.3%      5.1%     9.4%                                 2.0%     4.3%

5                               19         5        4         -         1        2           1         3        2        2         -        -        1        3
                              4.4%      3.3%    13.8%                2.2%     4.3%        2.8%      7.7%     6.3%     9.1%                        2.0%     3.3%
                                                   em

4                                5         2        1         -         2        -           -         -        -        1         -        -        -        1
                              1.2%      1.3%     3.4%                4.4%                                             4.5%                                 1.1%

3                               10         1        1         -         -        1           2         1        -        1         -        -        3        1
                              2.3%      0.7%     3.4%                         2.2%        5.6%      2.6%              4.5%                        6.1%     1.1%

2                                1         1        1         -         -        -           -         -        -        -         -        -        -        -
                              0.2%      0.7%     3.4%                                                                                                          

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                                                                                                   (Continued)
                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q25.  What number would you use to rate that specialist?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

1                                5         1        -         -         1        2           1         -        -        -         -        -        -        1
                              1.2%      0.7%                         2.2%     4.3%        2.8%                                                             1.1%

0 - Worst specialist             6         2        2         -         -        1           -         1        -        -         -        -        2        -
possible                      1.4%      1.3%     6.9%                         2.2%                  2.6%                                          4.1%         

HEDIS/CAHPS SUMMARY RATE       330       119       15        36        36       36          25        29       25       16         -        -       41       71
- 8-10                       76.7%     78.3%    51.7%     90.0%     80.0%    78.3%       69.4%     74.4%    78.1%    72.7%                       83.7%    77.2%
                                           C              BCGhN         C        C                     c        C                                    C        C

HEDIS/CAHPS SUMMARY RATE       274        95       12        32        29       32          22        27       19       13         -        -       33       55
- 9-10                       63.7%     62.5%    41.4%     80.0%     64.4%    69.6%       61.1%     69.2%    59.4%    59.1%                       67.3%    59.8%
                                           C             BCgijN         C        C                     C                                             C        c

Mean                          8.44      8.56     6.93      9.35      8.51     8.43        8.25      8.41     8.50     8.36         -        -     8.41     8.60

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q26.  In the last 6 months, did you get any kind of care, 
tests or treatment through your health plan?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1592       516      152       165       132      157         105       156      124      120         3        3      174      301

Total Valid Responses         1519       495      141       160       128      151         101       144      119      115         3        3      165      289
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       73        21       11         5         4        6           4        12        5        5         -        -        9       12

Yes                            710       239       62        74        60       68          45        66       57       48         2        -       89      139
                             46.7%     48.3%    44.0%     46.3%     46.9%    45.0%       44.6%     45.8%    47.9%    41.7%     66.7%             53.9%    48.1%
                                                                                                                                                    cJ

No                             809       256       79        86        68       83          56        78       62       67         1        3       76      150
                             53.3%     51.7%    56.0%     53.8%     53.1%    55.0%       55.4%     54.2%    52.1%    58.3%     33.3%   100.0%    46.1%    51.9%
                                                    m                                                                    M           FGHIJKMN
                                                                                                                                         BCDE

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q27. (GNC)In the last 6 months, how often was it easy to 
get the care, tests or treatment you thought you needed 
through your health plan?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 710       239       62        74        60       68          45        66       57       48         2        -       89      139

Total Valid Responses          697       237       62        74        58       65          43        65       56       48         1        -       87      138
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%            100.0%   100.0%

No Answer                       13         2        -         -         2        3           2         1        1        -         1        -        2        1

Always                         378       127       29        42        36       39          23        31       29       16         1        -       54       78
                             54.2%     53.6%    46.8%     56.8%     62.1%    60.0%       53.5%     47.7%    51.8%    33.3%    100.0%             62.1%    56.5%
                                           J                  J        cJ        J           J                  j          DEFGHIJMN               chJ        J
                                                                                                                                  BC

Usually                        168        54       17        19        13       10          12        19       17       12         -        -       20       29
                             24.1%     22.8%    27.4%     25.7%     22.4%    15.4%       27.9%     29.2%    30.4%    25.0%                       23.0%    21.0%
                                                    f                                                  f        F

Sometimes                      107        38       10         9         7       13           6        11        8       14         -        -        6       23
                             15.4%     16.0%    16.1%     12.2%     12.1%    20.0%       14.0%     16.9%    14.3%    29.2%                        6.9%    16.7%
                                           M        m                            M                     m           bDEgiMn                                    M

Never                           44        18        6         4         2        3           2         4        2        6         -        -        7        8
                              6.3%      7.6%     9.7%      5.4%      3.4%     4.6%        4.7%      6.2%     3.6%    12.5%                        8.0%     5.8%
                                                                                                                        ei

HEDIS/CAHPS SUMMARY RATE       546       181       46        61        49       49          35        50       46       28         1        -       74      107
- Always/Usually             78.3%     76.4%    74.2%     82.4%     84.5%    75.4%       81.4%     76.9%    82.1%    58.3%    100.0%             85.1%    77.5%
                                           J        j         J         J        j           J         J        J          DEFGHIJMN                bJ        J
                                                                                                                                  BC

HEDIS/CAHPS SUMMARY RATE       378       127       29        42        36       39          23        31       29       16         1        -       54       78
- Always                     54.2%     53.6%    46.8%     56.8%     62.1%    60.0%       53.5%     47.7%    51.8%    33.3%    100.0%             62.1%    56.5%
                                           J                  J        cJ        J           J                  j          DEFGHIJMN               chJ        J
                                                                                                                                  BC

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 30

                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q28.  In the last 6 months, did you look for any 
information in written materials or on the Internet about 
how your health plan works?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1592       516      152       165       132      157         105       156      124      120         3        3      174      301

Total Valid Responses         1518       498      141       159       130      146         101       145      118      112         3        3      166      294
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       74        18       11         6         2       11           4        11        6        8         -        -        8        7

Yes                            235        79       20        25        14       19          20        19       23       21         -        -       28       46
                             15.5%     15.9%    14.2%     15.7%     10.8%    13.0%       19.8%     13.1%    19.5%    18.8%                       16.9%    15.6%
                                                                                             e                  e        e

No                            1283       419      121       134       116      127          81       126       95       91         3        3      138      248
                             84.5%     84.1%    85.8%     84.3%     89.2%    87.0%       80.2%     86.9%    80.5%    81.3%    100.0%   100.0%    83.1%    84.4%
                                                                      gij                                                  DEFGHIJMN EFGHIJMN
                                                                                                                                  BC      BCD

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q29. In the last 6 months, how often did the written 
materials or the Internet provide the information you 
needed about how your health plan works?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 235        79       20        25        14       19          20        19       23       21         -        -       28       46

Total Valid Responses          232        79       19        25        14       19          20        19       21       21         -        -       28       46
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%                      100.0%   100.0%

No Answer                        3         -        1         -         -        -           -         -        2        -         -        -        -        -

Always                          92        34        7        16         3        8           5         5       10        5         -        -       12       21
                             39.7%     43.0%    36.8%     64.0%     21.4%    42.1%       25.0%     26.3%    47.6%    23.8%                       42.9%    45.7%
                                          ej             bcEGHJ                                                ej                                           egj

Usually                         46        19        6         6         5        3           3         1        7        3         -        -        5        7
                             19.8%     24.1%    31.6%     24.0%     35.7%    15.8%       15.0%      5.3%    33.3%    14.3%                       17.9%    15.2%
                                           H        H         h         H                                       H

Sometimes                       70        19        5         1         4        7          11        11        2        9         -        -        6       14
                             30.2%     24.1%    26.3%      4.0%     28.6%    36.8%       55.0%     57.9%     9.5%    42.9%                       21.4%    30.4%
                                          Di        D                   d       DI      BcDIMn   BCDeIMN                DI                           D       DI

Never                           24         7        1         2         2        1           1         2        2        4         -        -        5        4
                             10.3%      8.9%     5.3%      8.0%     14.3%     5.3%        5.0%     10.5%     9.5%    19.0%                       17.9%     8.7%

HEDIS/CAHPS SUMMARY RATE       138        53       13        22         8       11           8         6       17        8         -        -       17       28
- Always/Usually             59.5%     67.1%    68.4%     88.0%     57.1%    57.9%       40.0%     31.6%    81.0%    38.1%                       60.7%    60.9%
                                         GHJ      gHJ  BEFGHJMN                  h                           GHJn                                    H       Hj

HEDIS/CAHPS SUMMARY RATE        92        34        7        16         3        8           5         5       10        5         -        -       12       21
- Always                     39.7%     43.0%    36.8%     64.0%     21.4%    42.1%       25.0%     26.3%    47.6%    23.8%                       42.9%    45.7%
                                          ej             bcEGHJ                                                ej                                           egj

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q30.  In the last 6 months, did you try to get information 
or help from your health plan's customer service?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1592       516      152       165       132      157         105       156      124      120         3        3      174      301

Total Valid Responses         1518       496      140       158       127      147         102       145      119      114         3        3      168      292
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       74        20       12         7         5       10           3        11        5        6         -        -        6        9

Yes                            341       108       23        33        29       34          29        29       29       34         2        -       40       59
                             22.5%     21.8%    16.4%     20.9%     22.8%    23.1%       28.4%     20.0%    24.4%    29.8%     66.7%             23.8%    20.2%
                                                                                             C                       bCdhN     bcdhn

No                            1177       388      117       125        98      113          73       116       90       80         1        3      128      233
                             77.5%     78.2%    83.6%     79.1%     77.2%    76.9%       71.6%     80.0%    75.6%    70.2%     33.3%   100.0%    76.2%    79.8%
                                          jk      GJk        jk                                       jk                             FGHIJKMN                Jk
                                                                                                                                         BCDE

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q31. (CS)In the last 6 months, how often did your health 
plan's customer service give you the information or help 
you needed?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 341       108       23        33        29       34          29        29       29       34         2        -       40       59

Total Valid Responses          338       106       23        33        29       33          29        29       29       34         2        -       40       57
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%            100.0%   100.0%

No Answer                        3         2        -         -         -        1           -         -        -        -         -        -        -        2

Always                         148        43       10        15        11       16           9         8       18       16         -        -       24       21
                             43.8%     40.6%    43.5%     45.5%     37.9%    48.5%       31.0%     27.6%    62.1%    47.1%                       60.0%    36.8%
                                                                                 h                          BeGHN                                BeGHN

Usually                         70        26        6         5         4        6           8        10        3        4         -        -        5       19
                             20.7%     24.5%    26.1%     15.2%     13.8%    18.2%       27.6%     34.5%    10.3%    11.8%                       12.5%    33.3%
                                         Ijm                                                 i     deIJM                                                 DEfIJM

Sometimes                       83        23        5         9         9        7           9         7        8        9         2        -        6       12
                             24.6%     21.7%    21.7%     27.3%     31.0%    21.2%       31.0%     24.1%    27.6%    26.5%    100.0%             15.0%    21.1%
                                                                                                                           DEFGHIJMN
                                                                                                                                  BC

Never                           37        14        2         4         5        4           3         4        -        5         -        -        5        5
                             10.9%     13.2%     8.7%     12.1%     17.2%    12.1%       10.3%     13.8%             14.7%                       12.5%     8.8%

HEDIS/CAHPS SUMMARY RATE       218        69       16        20        15       22          17        18       21       20         -        -       29       40
- Always/Usually             64.5%     65.1%    69.6%     60.6%     51.7%    66.7%       58.6%     62.1%    72.4%    58.8%                       72.5%    70.2%
                                                                                                                e                                    e        e

HEDIS/CAHPS SUMMARY RATE       148        43       10        15        11       16           9         8       18       16         -        -       24       21
- Always                     43.8%     40.6%    43.5%     45.5%     37.9%    48.5%       31.0%     27.6%    62.1%    47.1%                       60.0%    36.8%
                                                                                 h                          BeGHN                                BeGHN

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q32. (CS)In the last 6 months, how often did your health 
plan's customer service staff treat you with courtesy and 
respect?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 341       108       23        33        29       34          29        29       29       34         2        -       40       59

Total Valid Responses          338       107       22        33        29       34          28        28       29       34         2        -       40       59
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%            100.0%   100.0%

No Answer                        3         1        1         -         -        -           1         1        -        -         -        -        -        -

Always                         211        57       14        17        16       22          17        19       21       23         1        -       28       33
                             62.4%     53.3%    63.6%     51.5%     55.2%    64.7%       60.7%     67.9%    72.4%    67.6%     50.0%             70.0%    55.9%
                                                                                                               Bd                                    b

Usually                         69        28        4        10         6        8           5         5        4        5         1        -        4       17
                             20.4%     26.2%    18.2%     30.3%     20.7%    23.5%       17.9%     17.9%    13.8%    14.7%     50.0%             10.0%    28.8%
                                           M                  M                                                                                             ijM

Sometimes                       45        16        3         4         4        4           6         2        4        5         -        -        6        7
                             13.3%     15.0%    13.6%     12.1%     13.8%    11.8%       21.4%      7.1%    13.8%    14.7%                       15.0%    11.9%

Never                           13         6        1         2         3        -           -         2        -        1         -        -        2        2
                              3.8%      5.6%     4.5%      6.1%     10.3%                           7.1%              2.9%                        5.0%     3.4%

HEDIS/CAHPS SUMMARY RATE       280        85       18        27        22       30          22        24       25       28         2        -       32       50
- Always/Usually             82.8%     79.4%    81.8%     81.8%     75.9%    88.2%       78.6%     85.7%    86.2%    82.4%    100.0%             80.0%    84.7%
                                                                                                                           DEFGHIJMN
                                                                                                                                  BC

HEDIS/CAHPS SUMMARY RATE       211        57       14        17        16       22          17        19       21       23         1        -       28       33
- Always                     62.4%     53.3%    63.6%     51.5%     55.2%    64.7%       60.7%     67.9%    72.4%    67.6%     50.0%             70.0%    55.9%
                                                                                                               Bd                                    b

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q33.  In the last 6 months, did your health plan give you 
any forms to fill out?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1592       516      152       165       132      157         105       156      124      120         3        3      174      301

Total Valid Responses         1508       496      139       160       128      143         100       147      117      114         3        3      162      292
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       84        20       13         5         4       14           5         9        7        6         -        -       12        9

Yes                            339       102       23        30        30       29          27        36       25       26         -        -       47       66
                             22.5%     20.6%    16.5%     18.8%     23.4%    20.3%       27.0%     24.5%    21.4%    22.8%                       29.0%    22.6%
                                                                                             c         c                                          BCDf

No                            1169       394      116       130        98      114          73       111       92       88         3        3      115      226
                             77.5%     79.4%    83.5%     81.3%     76.6%    79.7%       73.0%     75.5%    78.6%    77.2%    100.0%   100.0%    71.0%    77.4%
                                           M      ghM         M                  m                                         DEFGHIJMN EFGHIJMN
                                                                                                                                  BC      BCD

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 36

                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q34. In the last 6 months, how often were the forms from 
your health plan easy to fill out?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1508       496      139       160       128      143         100       147      117      114         3        3      162      292

Total Valid Responses         1494       490      138       157       128      142          99       145      116      113         3        3      160      290
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       14         6        1         3         -        1           1         2        1        1         -        -        2        2

Always                        1361       453      130       150       121      127          90       132      105       99         3        3      140      261
                             91.1%     92.4%    94.2%     95.5%     94.5%    89.4%       90.9%     91.0%    90.5%    87.6%    100.0%   100.0%    87.5%    90.0%
                                           m       jM      FJMN       jMn                                                  DEFGHIJMN EFGHIJMN
                                                                                                                                  BC      BCD

Usually                         74        16        6         4         4       11           5         8        7        6         -        -       12       11
                              5.0%      3.3%     4.3%      2.5%      3.1%     7.7%        5.1%      5.5%     6.0%     5.3%                        7.5%     3.8%
                                                                               bDe                                                                 bDe

Sometimes                       51        18        2         3         2        4           2         4        4        7         -        -        7       16
                              3.4%      3.7%     1.4%      1.9%      1.6%     2.8%        2.0%      2.8%     3.4%     6.2%                        4.4%     5.5%
                                           c                                                                           cde                                 CDEg

Never                            8         3        -         -         1        -           2         1        -        1         -        -        1        2
                              0.5%      0.6%                         0.8%                 2.0%      0.7%              0.9%                        0.6%     0.7%

HEDIS/CAHPS SUMMARY RATE      1435       469      136       154       125      138          95       140      112      105         3        3      152      272
- Always/Usually             96.1%     95.7%    98.6%     98.1%     97.7%    97.2%       96.0%     96.6%    96.6%    92.9%    100.0%   100.0%    95.0%    93.8%
                                                 BJmN       bjN        jN        n                                         deFGHIJMN eFGHIJMN
                                                                                                                                   B       Bd

HEDIS/CAHPS SUMMARY RATE      1361       453      130       150       121      127          90       132      105       99         3        3      140      261
- Always                     91.1%     92.4%    94.2%     95.5%     94.5%    89.4%       90.9%     91.0%    90.5%    87.6%    100.0%   100.0%    87.5%    90.0%
                                           m       jM      FJMN       jMn                                                  DEFGHIJMN EFGHIJMN
                                                                                                                                  BC      BCD

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q35. What number would you use to rate your health plan? 

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1592       516      152       165       132      157         105       156      124      120         3        3      174      301

Total Valid Responses         1465       472      127       155       124      141          99       149      115      110         2        3      161      279
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                      127        44       25        10         8       16           6         7        9       10         1        -       13       22

10 - Best health plan          582       203       49        70        59       52          30        66       40       30         1        2       60      123
possible                     39.7%     43.0%    38.6%     45.2%     47.6%    36.9%       30.3%     44.3%    34.8%    27.3%     50.0%    66.7%    37.3%    44.1%
                                         GiJ        j       GiJ     fGIJm                             GJ                                             j      GiJ

9                              212        72       16        24        26       16          17        13       21       16         -        1       24       38
                             14.5%     15.3%    12.6%     15.5%     21.0%    11.3%       17.2%      8.7%    18.3%    14.5%              33.3%    14.9%    13.6%
                                           H                  h      cFHn                    h                  H                                    h

8                              281        89       26        22        18       30          24        27       28       20         1        -       30       55
                             19.2%     18.9%    20.5%     14.2%     14.5%    21.3%       24.2%     18.1%    24.3%    18.2%     50.0%             18.6%    19.7%
                                                                                            de                 De

7                              144        34       14        15         6       25          11        15       14       15         -        -       14       15
                              9.8%      7.2%    11.0%      9.7%      4.8%    17.7%       11.1%     10.1%    12.2%    13.6%                        8.7%     5.4%
                                                   en                       BDEhMN          en        en       EN      bEN

6                               76        26        4         9         5        5           8        10        2        8         -        -        6       19
                              5.2%      5.5%     3.1%      5.8%      4.0%     3.5%        8.1%      6.7%     1.7%     7.3%                        3.7%     6.8%
                                           I                  i                              I         I                 I                                   cI

5                               94        28        8         8         4        6           6         9        7       11         -        -       15       20
                              6.4%      5.9%     6.3%      5.2%      3.2%     4.3%        6.1%      6.0%     6.1%    10.0%                        9.3%     7.2%
                                                                                                                        Ef                          Ef        e

4                               17         5        4         2         2        -           1         3        -        -         -        -        3        2
                              1.2%      1.1%     3.1%      1.3%      1.6%                 1.0%      2.0%                                          1.9%     0.7%

3                               23         6        1         3         2        3           1         3        2        3         -        -        2        3
                              1.6%      1.3%     0.8%      1.9%      1.6%     2.1%        1.0%      2.0%     1.7%     2.7%                        1.2%     1.1%

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                                                                                                   (Continued)
                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q35. What number would you use to rate your health plan? 

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

2                               11         3        2         -         1        3           -         -        1        2         -        -        1        1
                              0.8%      0.6%     1.6%                0.8%     2.1%                           0.9%     1.8%                        0.6%     0.4%

1                                8         1        -         1         -        -           1         2        -        1         -        -        3        -
                              0.5%      0.2%               0.6%                           1.0%      1.3%              0.9%                        1.9%         

0 - Worst health plan           17         5        3         1         1        1           -         1        -        4         -        -        3        3
possible                      1.2%      1.1%     2.4%      0.6%      0.8%     0.7%                  0.7%              3.6%                        1.9%     1.1%

SUMMARY  - 0-3                  59        15        6         5         4        7           2         6        3       10         -        -        9        7
                              4.0%      3.2%     4.7%      3.2%      3.2%     5.0%        2.0%      4.0%     2.6%     9.1%                        5.6%     2.5%
                                                                                                                    BdeGIN

SUMMARY - 4-7                  331        93       30        34        17       36          26        37       23       34         -        -       38       56
                             22.6%     19.7%    23.6%     21.9%     13.7%    25.5%       26.3%     24.8%    20.0%    30.9%                       23.6%    20.1%
                                           e        E         e                  E           E         E              BEiN                           E

HEDIS/CAHPS SUMMARY RATE      1075       364       91       116       103       98          71       106       89       66         2        3      114      216
- 8-10                       73.4%     77.1%    71.7%     74.8%     83.1%    69.5%       71.7%     71.1%    77.4%    60.0%    100.0%   100.0%    70.8%    77.4%
                                          fJ        j         J   CdFGHJM                    j         j        J          DEFGHIJMN EFGHIJMN        j       fJ
                                                                                                                                  BC      BCD

HEDIS/CAHPS SUMMARY RATE       794       275       65        94        85       68          47        79       61       46         1        3       84      161
- 9-10                       54.2%     58.3%    51.2%     60.6%     68.5%    48.2%       47.5%     53.0%    53.0%    41.8%     50.0%   100.0%    52.2%    57.7%
                                         FgJ                FGJ BCFGHIJMN                              j        j                    EFGHIJMN        j      fgJ
                                                                                                                                          BCD

Mean                           8.2       8.4      8.1       8.4       8.7      8.2         8.2       8.2      8.4      7.5       9.0      9.7      8.0      8.4

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q36.  In general, how would you rate your overall health?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1592       516      152       165       132      157         105       156      124      120         3        3      174      301

Total Valid Responses         1529       499      141       159       128      149         102       148      120      114         3        3      168      294
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       63        17       11         6         4        8           3         8        4        6         -        -        6        7

Excellent                      215        68       25        31        23       16          13        23       14       11         1        -       22       36
                             14.1%     13.6%    17.7%     19.5%     18.0%    10.7%       12.7%     15.5%    11.7%     9.6%     33.3%             13.1%    12.2%
                                                   fj     bFiJN        fj

Very good                      366       110       22        34        34       43          26        36       31       29         1        1       45       64
                             23.9%     22.0%    15.6%     21.4%     26.6%    28.9%       25.5%     24.3%    25.8%    25.4%     33.3%    33.3%    26.8%    21.8%
                                           c                            C        C           c         c        C        c                           C

Good                           555       185       51        53        44       52          46        52       49       38         1        2       54      113
                             36.3%     37.1%    36.2%     33.3%     34.4%    34.9%       45.1%     35.1%    40.8%    33.3%     33.3%    66.7%    32.1%    38.4%
                                                                                          dejM

Fair                           297        95       32        32        20       29          11        32       21       29         -        -       34       57
                             19.4%     19.0%    22.7%     20.1%     15.6%    19.5%       10.8%     21.6%    17.5%    25.4%                       20.2%    19.4%
                                           G        G         G                  g                     G                eG                           G        G

Poor                            96        41       11         9         7        9           6         5        5        7         -        -       13       24
                              6.3%      8.2%     7.8%      5.7%      5.5%     6.0%        5.9%      3.4%     4.2%     6.1%                        7.7%     8.2%
                                          Hi                                                                                                         h       Hi

HEDIS/CAHPS SUMMARY RATE       581       178       47        65        57       59          39        59       45       40         2        1       67      100
- Excellent/Very good        38.0%     35.7%    33.3%     40.9%     44.5%    39.6%       38.2%     39.9%    37.5%    35.1%     66.7%    33.3%    39.9%    34.0%
                                                                      bcN

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q37.  Do you now smoke cigarettes every day, some days, or 
not at all?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1592       516      152       165       132      157         105       156      124      120         3        3      174      301

Total Valid Responses         1530       502      142       160       129      148         100       151      117      114         3        3      168      295
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       62        14       10         5         3        9           5         5        7        6         -        -        6        6

Every day                      409       149       35        47        42       38          20        19       25       38         1        2       47       95
                             26.7%     29.7%    24.6%     29.4%     32.6%    25.7%       20.0%     12.6%    21.4%    33.3%     33.3%    66.7%    28.0%    32.2%
                                         GHi        H        gH       GHI        H                              h      GHI                gHi        H     cGHI

Some days                      236        72       23        27        18       22          16        28       10       21         2        1       27       41
                             15.4%     14.3%    16.2%     16.9%     14.0%    14.9%       16.0%     18.5%     8.5%    18.4%     66.7%    33.3%    16.1%    13.9%
                                           i        i         I                              i         I                 I defghIjmn                 I
                                                                                                                                  bc

Not at all                     869       272       81        83        69       88          64       101       82       52         -        -       94      155
                             56.8%     54.2%    57.0%     51.9%     53.5%    59.5%       64.0%     66.9%    70.1%    45.6%                       56.0%    52.5%
                                           j        j                            J        bdJN   BcDEJMN BCDEfJMN                                    j

Don't know                      16         9        3         3         -        -           -         3        -        3         -        -        -        4
                              1.0%      1.8%     2.1%      1.9%                                     2.0%              2.6%                                 1.4%

HEDIS/CAHPS SUMMARY RATE       645       221       58        74        60       60          36        47       35       59         3        3       74      136
- % Smokers                  42.2%     44.0%    40.8%     46.3%     46.5%    40.5%       36.0%     31.1%    29.9%    51.8%    100.0%   100.0%    44.0%    46.1%
                                          HI       hi       gHI        HI       hi                                   cfGHI DEFGHIJMN EFGHIJMN       HI      gHI
                                                                                                                                  BC      BCD

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q38.  In the last 6 months, on how many visits were you 
advised to quit smoking by a doctor or other health 
provider in your plan?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 645       221       58        74        60       60          36        47       35       59         3        3       74      136

Total Valid Responses          562       206       51        60        47       56          30        36       29       51         3        3       69      127
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       26         3        3         5         6        2           1         4        2        1         -        -        2        -

None                           180        64       18        13        12       17          10        13        7       27         2        1       17       43
                             32.0%     31.1%    35.3%     21.7%     25.5%    30.4%       33.3%     36.1%    24.1%    52.9%     66.7%    33.3%    24.6%    33.9%
                                                                                                                  cDEFgIMN                                    d
                                                                                                                         B

1 visit                        124        45       14        13        17       12           4         7        5        8         1        -       16       27
                             22.1%     21.8%    27.5%     21.7%     36.2%    21.4%       13.3%     19.4%    17.2%    15.7%     33.3%             23.2%    21.3%
                                                                 bdfGhiJn

2 to 4 visits                  173        67       12        24        14       18           9        11       12       13         -        1       20       39
                             30.8%     32.5%    23.5%     40.0%     29.8%    32.1%       30.0%     30.6%    41.4%    25.5%              33.3%    29.0%    30.7%
                                                             cj

5 to 9 visits                   49        22        3         5         1        5           6         2        3        2         -        1        8       13
                              8.7%     10.7%     5.9%      8.3%      2.1%     8.9%       20.0%      5.6%    10.3%     3.9%              33.3%    11.6%    10.2%
                                          Ej                                              cEhJ                                                       E       Ej

10 or more visits               36         8        4         5         3        4           1         3        2        1         -        -        8        5
                              6.4%      3.9%     7.8%      8.3%      6.4%     7.1%        3.3%      8.3%     6.9%     2.0%                       11.6%     3.9%
                                                                                                                                                   bJn

Had no visits                   57        12        4         9         7        2           5         7        4        7         -        -        3        9

CURRENT YEAR SUMMARY           382       142       33        47        35       39          20        23       22       24         1        2       52       84
RATE - CURRENT YEAR ASTQ     68.0%     68.9%    64.7%     78.3%     74.5%    69.6%       66.7%     63.9%    75.9%    47.1%     33.3%    66.7%    75.4%    66.1%
RATE                                       J        j        Jn         J        J           j                  J                                    J        J

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q39.  On how many visits was medication recommended or 
discussed to assist you with quitting smoking (for example: 
nicotine gum, patch, nasal spray, inhaler, prescription 
medication)?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 645       221       58        74        60       60          36        47       35       59         3        3       74      136

Total Valid Responses          559       201       49        62        48       56          29        38       29       49         3        3       69      124
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       31         8        6         4         5        2           2         2        3        2         -        -        2        3

None                           339       121       33        30        24       32          21        29       16       37         2        2       42       71
                             60.6%     60.2%    67.3%     48.4%     50.0%    57.1%       72.4%     76.3%    55.2%    75.5%     66.7%    66.7%    60.9%    57.3%
                                                   De                                       DE   BDEFimN           BDEFimN

1 visit                        102        43        5        15        16       11           3         2        5        8         1        -        8       28
                             18.2%     21.4%    10.2%     24.2%     33.3%    19.6%       10.3%      5.3%    17.2%    16.3%     33.3%             11.6%    22.6%
                                        CgHM               CgHm    CGHiJM        H                                       h                                 CgHM

2 to 4 visits                   85        27        7        14         7        9           3         5        4        4         -        1       14       17
                             15.2%     13.4%    14.3%     22.6%     14.6%    16.1%       10.3%     13.2%    13.8%     8.2%              33.3%    20.3%    13.7%
                                                              J                                                                                      j

5 to 9 visits                   25         8        3         2         1        4           2         -        4        -         -        -        3        6
                              4.5%      4.0%     6.1%      3.2%      2.1%     7.1%        6.9%              13.8%                                 4.3%     4.8%
                                                                                                                e

10 or more visits                8         2        1         1         -        -           -         2        -        -         -        -        2        2
                              1.4%      1.0%     2.0%      1.6%                                     5.3%                                          2.9%     1.6%

Had no visits                   55        12        3         8         7        2           5         7        3        8         -        -        3        9

CURRENT YEAR SUMMARY           220        80       16        32        24       24           8         9       13       12         1        1       27       53
RATE - Discussing            39.4%     39.8%    32.7%     51.6%     50.0%    42.9%       27.6%     23.7%    44.8%    24.5%     33.3%    33.3%    39.1%    42.7%
Smoking Cessation                         HJ               CGHJ      cGHJ       HJ                             hj                                   hj       HJ
Medications              

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q40.  On how many visits did your doctor or health provider 
recommend or discuss methods and strategies (other than 
medications) to assist you with quitting smoking?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 645       221       58        74        60       60          36        47       35       59         3        3       74      136

Total Valid Responses          557       202       47        62        48       54          28        39       30       50         3        3       68      125
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       29         7        7         3         5        3           2         1        2        1         -        -        3        2

None                           333       130       33        32        20       31          20        23       16       38         2        2       34       82
                             59.8%     64.4%    70.2%     51.6%     41.7%    57.4%       71.4%     59.0%    53.3%    76.0%     66.7%    66.7%    50.0%    65.6%
                                         dEM      DEM                                      dEM                     bDEFhIM                                  dEM

1 visit                         98        36        4        10        16       12           2         5        5        6         1        -       14       23
                             17.6%     17.8%     8.5%     16.1%     33.3%    22.2%        7.1%     12.8%    16.7%    12.0%     33.3%             20.6%    18.4%
                                          cg                     BCDGHiJn       CG                                                                  cg       cg

2 to 4 visits                   88        25        8        14        11        7           4         7        6        5         -        1       14       11
                             15.8%     12.4%    17.0%     22.6%     22.9%    13.0%       14.3%     17.9%    20.0%    10.0%              33.3%    20.6%     8.8%
                                                            bjN        jN                                                                            N

5 to 9 visits                   22         7        1         3         1        3           2         1        2        1         -        -        3        5
                              3.9%      3.5%     2.1%      4.8%      2.1%     5.6%        7.1%      2.6%     6.7%     2.0%                        4.4%     4.0%

10 or more visits               16         4        1         3         -        1           -         3        1        -         -        -        3        4
                              2.9%      2.0%     2.1%      4.8%               1.9%                  7.7%     3.3%                                 4.4%     3.2%

Had no visits                   59        12        4         9         7        3           6         7        3        8         -        -        3        9

CURRENT YEAR SUMMARY           224        72       14        30        28       23           8        16       14       12         1        1       34       43
RATE - Discussing            40.2%     35.6%    29.8%     48.4%     58.3%    42.6%       28.6%     41.0%    46.7%    24.0%     33.3%    33.3%    50.0%    34.4%
Smoking Cessation                          j              bCgJn     BCGJN        J                     j        J                                BCGJN
Strategies               

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q41.  In the last 6 months, have you seen a doctor or other 
health provider 3 or more times for the same condition or 
problem?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1592       516      152       165       132      157         105       156      124      120         3        3      174      301

Total Valid Responses         1518       496      140       157       130      148         100       146      120      113         3        3      166      292
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       74        20       12         8         2        9           5        10        4        7         -        -        8        9

Yes                            561       184       47        55        39       51          47        49       45       40         -        1       71      116
                             37.0%     37.1%    33.6%     35.0%     30.0%    34.5%       47.0%     33.6%    37.5%    35.4%              33.3%    42.8%    39.7%
                                                                                       bCdEFHj                                                     cEh        E

No                             957       312       93       102        91       97          53        97       75       73         3        2       95      176
                             63.0%     62.9%    66.4%     65.0%     70.0%    65.5%       53.0%     66.4%    62.5%    64.6%    100.0%    66.7%    57.2%    60.3%
                                           g       Gm         g       GMN        G                    Gm                 g DEFGHIJMN
                                                                                                                                  BC

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q42.  Is this a condition or problem that has lasted for at 
least 3 months?  Do not include pregnancy or menopause.

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 561       184       47        55        39       51          47        49       45       40         -        1       71      116

Total Valid Responses          554       181       46        54        39       50          47        49       44       40         -        1       70      114
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%             100.0%   100.0%   100.0%

No Answer                        7         3        1         1         -        1           -         -        1        -         -        -        1        2

Yes                            430       145       33        37        34       42          32        35       38       33         -        1       50       95
                             77.6%     80.1%    71.7%     68.5%     87.2%    84.0%       68.1%     71.4%    86.4%    82.5%             100.0%    71.4%    83.3%
                                           d                        cDGhM      dgm                          cDGhM                    EFGHIJMN               DGm
                                                                                                                                          BCD

No                             124        36       13        17         5        8          15        14        6        7         -        -       20       19
                             22.4%     19.9%    28.3%     31.5%     12.8%    16.0%       31.9%     28.6%    13.6%    17.5%                       28.6%    16.7%
                                                   ei     bEfIN                           EfIN        ei                                          EfIn

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q43.  Do you now need or take medicine prescribed by a 
doctor?  Do not include birth control.

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1592       516      152       165       132      157         105       156      124      120         3        3      174      301

Total Valid Responses         1522       496      137       158       129      149         101       148      120      113         3        3      167      294
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       70        20       15         7         3        8           4         8        4        7         -        -        7        7

Yes                            837       292       74        71        70       87          54        73       64       54         2        1       99      188
                             55.0%     58.9%    54.0%     44.9%     54.3%    58.4%       53.5%     49.3%    53.3%    47.8%     66.7%    33.3%    59.3%    63.9%
                                         DHJ                                    Dj                                                                 Dhj  cDegHIJ

No                             685       204       63        87        59       62          47        75       56       59         1        2       68      106
                             45.0%     41.1%    46.0%     55.1%     45.7%    41.6%       46.5%     50.7%    46.7%    52.2%     33.3%    66.7%    40.7%    36.1%
                                                    n      BFMN         n                    n       BmN        N     BfmN

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q44.  Is this to treat a condition that has lasted for at 
least 3 months?  Do not include pregnancy or menopause.

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 837       292       74        71        70       87          54        73       64       54         2        1       99      188

Total Valid Responses          817       285       73        65        68       87          52        71       63       54         2        1       96      185
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       20         7        1         6         2        -           2         2        1        -         -        -        3        3

Yes                            712       253       64        55        61       73          47        61       55       45         1        1       83      166
                             87.1%     88.8%    87.7%     84.6%     89.7%    83.9%       90.4%     85.9%    87.3%    83.3%     50.0%   100.0%    86.5%    89.7%
                                                                                                                                     EFGHIJMN
                                                                                                                                          BCD

No                             105        32        9        10         7       14           5        10        8        9         1        -       13       19
                             12.9%     11.2%    12.3%     15.4%     10.3%    16.1%        9.6%     14.1%    12.7%    16.7%     50.0%             13.5%    10.3%

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q45.  What is your age?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                1592       516      152       165       132      157         105       156      124      120         3        3      174      301

Total Valid Responses         1527       499      142       159       128      150         102       149      118      114         3        3      167      292
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       65        17       10         6         4        7           3         7        6        6         -        -        7        9

18 to 24                       484       162       51        50        42       56          25        45       30       39         2        3       51       90
                             31.7%     32.5%    35.9%     31.4%     32.8%    37.3%       24.5%     30.2%    25.4%    34.2%     66.7%   100.0%    30.5%    30.8%

25 to 34                       599       184       45        66        51       58          50        55       50       45         1        -       70      108
                             39.2%     36.9%    31.7%     41.5%     39.8%    38.7%       49.0%     36.9%    42.4%    39.5%     33.3%             41.9%    37.0%

35 to 44                       295        98       27        30        25       29          23        27       29       18         -        -       28       59
                             19.3%     19.6%    19.0%     18.9%     19.5%    19.3%       22.5%     18.1%    24.6%    15.8%                       16.8%    20.2%

45 to 54                       125        47       16         9        10        7           3        18        8       10         -        -       16       28
                              8.2%      9.4%    11.3%      5.7%      7.8%     4.7%        2.9%     12.1%     6.8%     8.8%                        9.6%     9.6%

55 to 64                        23         8        3         4         -        -           1         4        1        1         -        -        2        7
                              1.5%      1.6%     2.1%      2.5%                           1.0%      2.7%     0.8%     0.9%                        1.2%     2.4%

65 to 74                         1         -        -         -         -        -           -         -        -        1         -        -        -        -
                              0.1%                                                                                    0.9%                                     

75 or older                      -         -        -         -         -        -           -         -        -        -         -        -        -        -
                                                                                                                                                               

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q46.  Are you male or female?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                1592       516      152       165       132      157         105       156      124      120         3        3      174      301

Total Valid Responses         1524       499      140       161       127      150         102       148      118      114         3        3      166      292
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       68        17       12         4         5        7           3         8        6        6         -        -        8        9

Male                           132        36       10         9        14       11           5        11       11       15         1        1       17       27
                              8.7%      7.2%     7.1%      5.6%     11.0%     7.3%        4.9%      7.4%     9.3%    13.2%     33.3%    33.3%    10.2%     9.2%

Female                        1392       463      130       152       113      139          97       137      107       99         2        2      149      265
                             91.3%     92.8%    92.9%     94.4%     89.0%    92.7%       95.1%     92.6%    90.7%    86.8%     66.7%    66.7%    89.8%    90.8%

                                                                         Presented by The Myers Group
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                                                                                     2009



                                                                                                                                                                   Page 50

                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q47.  What is the highest grade or level of school that you 
have completed?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                1592       516      152       165       132      157         105       156      124      120         3        3      174      301

Total Valid Responses         1517       494      141       156       128      149         101       149      120      113         3        3      165      289
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       75        22       11         9         4        8           4         7        4        7         -        -        9       12

8th grade or less               42        10        3         4         5        4           -         4        4        4         -        -        7        7
                              2.8%      2.0%     2.1%      2.6%      3.9%     2.7%                  2.7%     3.3%     3.5%                        4.2%     2.4%

Some high school, but          384       124       48        55        35       30          10        30       25       31         1        2       49       68
did not graduate             25.3%     25.1%    34.0%     35.3%     27.3%    20.1%        9.9%     20.1%    20.8%    27.4%     33.3%    66.7%    29.7%    23.5%

High school graduate or        583       214       55        52        44       58          33        57       44       53         2        1       54      130
GED                          38.4%     43.3%    39.0%     33.3%     34.4%    38.9%       32.7%     38.3%    36.7%    46.9%     66.7%    33.3%    32.7%    45.0%

Some college or 2-year         452       136       32        37        37       50          51        53       42       23         -        -       49       78
degree                       29.8%     27.5%    22.7%     23.7%     28.9%    33.6%       50.5%     35.6%    35.0%    20.4%                       29.7%    27.0%

4-year college graduate         44         5        1         8         3        7           7         3        4        2         -        -        6        3
                              2.9%      1.0%     0.7%      5.1%      2.3%     4.7%        6.9%      2.0%     3.3%     1.8%                        3.6%     1.0%

More than 4-year college        12         5        2         -         4        -           -         2        1        -         -        -        -        3
degree                        0.8%      1.0%     1.4%                3.1%                           1.3%     0.8%                                          1.0%

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q48.  Are you of Hispanic or Latino origin or descent?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                1592       516      152       165       132      157         105       156      124      120         3        3      174      301

Total Valid Responses         1505       488      140       157       128      147         101       147      119      110         3        3      165      285
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       87        28       12         8         4       10           4         9        5       10         -        -        9       16

Yes, Hispanic or Latino        123        26        2         4         3        8           5        43       30        3         1        -       11       13
                              8.2%      5.3%     1.4%      2.5%      2.3%     5.4%        5.0%     29.3%    25.2%     2.7%     33.3%              6.7%     4.6%

No, not Hispanic or           1382       462      138       153       125      139          96       104       89      107         2        3      154      272
Latino                       91.8%     94.7%    98.6%     97.5%     97.7%    94.6%       95.0%     70.7%    74.8%    97.3%     66.7%   100.0%    93.3%    95.4%
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q49.  What is your race?  Please mark one or more.

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                1592       516      152       165       132      157         105       156      124      120         3        3      174      301

Total Valid Responses         1563       519      148       164       128      148         100       140      117      119         4        3      181      311

Total Respondents             1472       485      140       156       123      144          97       131      109      114         3        3      163      289
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

White                          917       359       50        88       115       78          46        38       65       81         2        3      108      243
                             62.3%     74.0%    35.7%     56.4%     93.5%    54.2%       47.4%     29.0%    59.6%    71.1%     66.7%   100.0%    66.3%    84.1%

Black or African-              501       119       90        69         9       58          45        78       32       31         1        -       49       39
American                     34.0%     24.5%    64.3%     44.2%      7.3%    40.3%       46.4%     59.5%    29.4%    27.2%     33.3%             30.1%    13.5%

Asian                           15         4        2         1         1        2           -         3        -        1         -        -        3        2
                              1.0%      0.8%     1.4%      0.6%      0.8%     1.4%                  2.3%              0.9%                        1.8%     0.7%

Native Hawaiian or other         5         2        -         -         -        -           1         2        -        -         -        -        -        2
Pacific Islander              0.3%      0.4%                                              1.0%      1.5%                                                   0.7%

American Indian or              50        18        4         3         2        5           4         3        4        2         -        -       10       13
Alaska Native                 3.4%      3.7%     2.9%      1.9%      1.6%     3.5%        4.1%      2.3%     3.7%     1.8%                        6.1%     4.5%

Other                           75        17        2         3         1        5           4        16       16        4         1        -       11       12
                              5.1%      3.5%     1.4%      1.9%      0.8%     3.5%        4.1%     12.2%    14.7%     3.5%     33.3%              6.7%     4.2%

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 53

                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q50.  Did someone help you complete this survey?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                 809       277       71        85        78       72          57        74       54       50         1        2       93      172

Total Valid Responses          795       273       68        83        77       71          56        71       54       50         1        2       92      170
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       14         4        3         2         1        1           1         3        -        -         -        -        1        2

Yes                             52        14        8         7         5        4           2         4        2        4         1        1        5        9
                              6.5%      5.1%    11.8%      8.4%      6.5%     5.6%        3.6%      5.6%     3.7%     8.0%    100.0%    50.0%     5.4%     5.3%

No                             743       259       60        76        72       67          54        67       52       46         -        1       87      161
                             93.5%     94.9%    88.2%     91.6%     93.5%    94.4%       96.4%     94.4%    96.3%    92.0%              50.0%    94.6%    94.7%
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q51.  How did that person help you?  Mark all that apply.

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                  54        15        8         7         5        4           2         4        3        4         1        1        5       10

Total Valid Responses           63        19        8        10         7        4           1         4        4        6         2        1        5       11

Total Respondents               52        15        7         7         5        4           1         4        3        4         1        1        5       10
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

Read the questions to me        24         6        2         2         4        3           -         1        3        2         1        1        2        3
                             46.2%     40.0%    28.6%     28.6%     80.0%    75.0%                 25.0%   100.0%    50.0%    100.0%   100.0%    40.0%    30.0%

Wrote down the answers I        10         6        1         2         1        -           -         -        1        1         1        -        -        3
gave                         19.2%     40.0%    14.3%     28.6%     20.0%                                   33.3%    25.0%    100.0%                      30.0%

Answered the questions          12         4        -         1         1        1           -         2        -        2         -        -        1        4
for me                       23.1%     26.7%              14.3%     20.0%    25.0%                 50.0%             50.0%                       20.0%    40.0%

Translated the questions         6         1        2         2         -        -           1         -        -        1         -        -        -        -
into my language             11.5%      6.7%    28.6%     28.6%                         100.0%                       25.0%                                     

Helped in some other way        11         2        3         3         1        -           -         1        -        -         -        -        2        1
                             21.2%     13.3%    42.9%     42.9%     20.0%                          25.0%                                         40.0%    10.0%
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q35a.  Would you recommend your health plan to your family 
or friends? (LOYALTY QUESTION 1)

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                1592       516      152       165       132      157         105       156      124      120         3        3      174      301

Total Valid Responses         1114       372       97       128        99       93          74       111       81       80         1        2      126      222
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                      478       144       55        37        33       64          31        45       43       40         2        1       48       79

Definitely Yes                 625       219       61        78        67       49          39        62       47       32         1        2       62      125
                             56.1%     58.9%    62.9%     60.9%     67.7%    52.7%       52.7%     55.9%    58.0%    40.0%    100.0%   100.0%    49.2%    56.3%

Probably Yes                   395       130       33        41        26       41          27        34       26       36         -        -       48       83
                             35.5%     34.9%    34.0%     32.0%     26.3%    44.1%       36.5%     30.6%    32.1%    45.0%                       38.1%    37.4%

Probably Not                    67        18        1         7         3        3           6        11        6        7         -        -       11       12
                              6.0%      4.8%     1.0%      5.5%      3.0%     3.2%        8.1%      9.9%     7.4%     8.8%                        8.7%     5.4%

Definitely Not                  27         5        2         2         3        -           2         4        2        5         -        -        5        2
                              2.4%      1.3%     2.1%      1.6%      3.0%                 2.7%      3.6%     2.5%     6.3%                        4.0%     0.9%

TMG SUMMARY RATE -            1020       349       94       119        93       90          66        96       73       68         1        2      110      208
Definitely Yes/Probably      91.6%     93.8%    96.9%     93.0%     93.9%    96.8%       89.2%     86.5%    90.1%    85.0%    100.0%   100.0%    87.3%    93.7%
Yes                      
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q35b.  Do you intend to switch to a different health plan 
when you next have an opportunity? (LOYALTY QUESTION 2)

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                1592       516      152       165       132      157         105       156      124      120         3        3      174      301

Total Valid Responses         1108       377      100       123        99       92          75       111       80       76         1        2      123      226
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                      484       139       52        42        33       65          30        45       44       44         2        1       51       75

Definitely Not                 454       157       46        57        42       37          28        40       37       24         -        2       43       98
                             41.0%     41.6%    46.0%     46.3%     42.4%    40.2%       37.3%     36.0%    46.3%    31.6%             100.0%    35.0%    43.4%

Probably Not                   440       151       31        46        40       43          31        50       25       30         1        -       52       91
                             39.7%     40.1%    31.0%     37.4%     40.4%    46.7%       41.3%     45.0%    31.3%    39.5%    100.0%             42.3%    40.3%

Probably Yes                   143        48       16        12        10        8           7        15       14       14         -        -       20       27
                             12.9%     12.7%    16.0%      9.8%     10.1%     8.7%        9.3%     13.5%    17.5%    18.4%                       16.3%    11.9%

Definitely Yes                  71        21        7         8         7        4           9         6        4        8         -        -        8       10
                              6.4%      5.6%     7.0%      6.5%      7.1%     4.3%       12.0%      5.4%     5.0%    10.5%                        6.5%     4.4%

TMG SUMMARY RATE -             894       308       77       103        82       80          59        90       62       54         1        2       95      189
Definitely Not/Probably      80.7%     81.7%    77.0%     83.7%     82.8%    87.0%       78.7%     81.1%    77.5%    71.1%    100.0%   100.0%    77.2%    83.6%
Not                      

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 57

                                                                                    MDwise
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LOYALTY 

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                1036       346       89       117        93       86          72       106       75       71         -        2      116      209

Total Valid Responses         1036       346       89       117        93       86          72       106       75       71         -        2      116      209
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%             100.0%   100.0%   100.0%

LOYALTY ZONE                   537       178       46        66        54       46          32        58       42       31         -        2       55      105
                             51.8%     51.4%    51.7%     56.4%     58.1%    53.5%       44.4%     54.7%    56.0%    43.7%             100.0%    47.4%    50.2%

INDIFFERENT ZONE               478       164       43        49        37       40          38        46       31       33         -        -       59      102
                             46.1%     47.4%    48.3%     41.9%     39.8%    46.5%       52.8%     43.4%    41.3%    46.5%                       50.9%    48.8%

DEFECTION ZONE                  21         4        -         2         2        -           2         2        2        7         -        -        2        2
                              2.0%      1.2%               1.7%      2.2%                 2.8%      1.9%     2.7%     9.9%                        1.7%     1.0%
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q4a.  In the last 6 months, how many times did you go to an 
emergency room to get care for yourself?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                 719       246       57        71        65       73          52        62       54       50         1        1       86      147

Total Valid Responses          552       188       39        59        52       49          41        47       41       42         1        1       68      112
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                      167        58       18        12        13       24          11        15       13        8         -        -       18       35

None                           196        68       11        16        17       13          11        16       19       10         -        1       32       50
                             35.5%     36.2%    28.2%     27.1%     32.7%    26.5%       26.8%     34.0%    46.3%    23.8%             100.0%    47.1%    44.6%

1                              177        56       12        24        21       13          11        15       14       16         1        -       22       28
                             32.1%     29.8%    30.8%     40.7%     40.4%    26.5%       26.8%     31.9%    34.1%    38.1%    100.0%             32.4%    25.0%

2                              105        34       11        11        12       13          11         9        4        9         -        -        9       16
                             19.0%     18.1%    28.2%     18.6%     23.1%    26.5%       26.8%     19.1%     9.8%    21.4%                       13.2%    14.3%

3                               35        14        3         2         1        5           3         6        2        2         -        -        3        8
                              6.3%      7.4%     7.7%      3.4%      1.9%    10.2%        7.3%     12.8%     4.9%     4.8%                        4.4%     7.1%

4                               18         5        2         2         1        2           4         -        1        2         -        -        1        3
                              3.3%      2.7%     5.1%      3.4%      1.9%     4.1%        9.8%               2.4%     4.8%                        1.5%     2.7%

5 to 9                          14         7        -         4         -        1           -         1        1        2         -        -        -        5
                              2.5%      3.7%               6.8%               2.0%                  2.1%     2.4%     4.8%                                 4.5%

10 or more                       7         4        -         -         -        2           1         -        -        1         -        -        1        2
                              1.3%      2.1%                                  4.1%        2.4%                        2.4%                        1.5%     1.8%
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                                                                                    MDwise
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Q12a.  What number would you use to rate the ease of 
getting access to the medical care you needed in the last 6 
months?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1192       406      106       125        94      120          85       111       90       83         3        3      139      233

Total Valid Responses          872       306       76       101        73       75          63        78       60       63         2        2      103      176
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                      320       100       30        24        21       45          22        33       30       20         1        1       36       57

10 - Best possible             298       119       23        36        34       21          18        23       15       10         2        1       46       69
                             34.2%     38.9%    30.3%     35.6%     46.6%    28.0%       28.6%     29.5%    25.0%    15.9%    100.0%    50.0%    44.7%    39.2%
                                         fIJ        J         J    CFGHIJ        j           j         J                   DEFGHIJMN            CFGHIJ      fIJ
                                                                                                                                  BC

9                              131        37        9        19        13       13           5        10       17        9         -        -       15       21
                             15.0%     12.1%    11.8%     18.8%     17.8%    17.3%        7.9%     12.8%    28.3%    14.3%                       14.6%    11.9%
                                                              G         g        g                        BCGHjMN

8                              141        48       16        14         9       17          11        13       13       12         -        -       14       22
                             16.2%     15.7%    21.1%     13.9%     12.3%    22.7%       17.5%     16.7%    21.7%    19.0%                       13.6%    12.5%
                                                                                en

7                               99        37        5         6         8       12          12         8        7        7         -        1        8       25
                             11.4%     12.1%     6.6%      5.9%     11.0%    16.0%       19.0%     10.3%    11.7%    11.1%              50.0%     7.8%    14.2%
                                           D                                   cDm         CDM                                                              CDm

6                               59        19        7         9         3        3           5         8        3        2         -        -        6       13
                              6.8%      6.2%     9.2%      8.9%      4.1%     4.0%        7.9%     10.3%     5.0%     3.2%                        5.8%     7.4%
                                                                                                       j

5                               50        20        7         7         2        2           4         7        2        4         -        -        1       14
                              5.7%      6.5%     9.2%      6.9%      2.7%     2.7%        6.3%      9.0%     3.3%     6.3%                        1.0%     8.0%
                                          fM      efM         M                              m       efM                 m                                  efM

4                               30        10        4         2         1        2           4         4        2        3         -        -        5        3
                              3.4%      3.3%     5.3%      2.0%      1.4%     2.7%        6.3%      5.1%     3.3%     4.8%                        4.9%     1.7%

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q12a.  What number would you use to rate the ease of 
getting access to the medical care you needed in the last 6 
months?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

3                               27         6        3         6         -        3           2         3        1        2         -        -        4        3
                              3.1%      2.0%     3.9%      5.9%               4.0%        3.2%      3.8%     1.7%     3.2%                        3.9%     1.7%
                                                              n

2                               14         4        1         1         2        1           2         -        -        3         -        -        1        3
                              1.6%      1.3%     1.3%      1.0%      2.7%     1.3%        3.2%                        4.8%                        1.0%     1.7%

1                               12         3        -         1         1        1           -         1        -        4         -        -        2        2
                              1.4%      1.0%               1.0%      1.4%     1.3%                  1.3%              6.3%                        1.9%     1.1%
                                                                                                                        bd

0 - Worst possible              11         3        1         -         -        -           -         1        -        7         -        -        1        1
                              1.3%      1.0%     1.3%                                               1.3%             11.1%                        1.0%     0.6%
                                                                                                                     BCHMN

TMG SUMMARY RATE - 8-10        570       204       48        69        56       51          34        46       45       31         2        1       75      112
                             65.4%     66.7%    63.2%     68.3%     76.7%    68.0%       54.0%     59.0%    75.0%    49.2%    100.0%    50.0%    72.8%    63.6%
                                          gJ        j        gJ    bcGHJN       gJ                           GHJn          DEFGHIJMN               GhJ        J
                                                                                                                                  BC

TMG SUMMARY RATE - 4-7         238        86       23        24        14       19          25        27       14       16         -        1       20       55
                             27.3%     28.1%    30.3%     23.8%     19.2%    25.3%       39.7%     34.6%    23.3%    25.4%              50.0%    19.4%    31.3%
                                          em        m                                  bDEfIjM        EM                                                     EM

TMG SUMMARY RATE - 0-3          64        16        5         8         3        5           4         5        1       16         -        -        8        9
                              7.3%      5.2%     6.6%      7.9%      4.1%     6.7%        6.3%      6.4%     1.7%    25.4%                        7.8%     5.1%
                                           i                  I                                                   DEFGHIMN                           I
                                                                                                                        BC

Mean                          7.83      8.00     7.61      7.95      8.52     7.93        7.51      7.55     8.25     6.13     10.00     8.50     8.16     7.99

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q12b. In the last 6 months, how often did you have a hard 
time speaking with or understanding a doctor or other 
health care provider because you or the health care 
provider spoke different languages?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1192       406      106       125        94      120          85       111       90       83         3        3      139      233

Total Valid Responses          874       308       77       101        73       76          63        79       60       62         2        2      101      178
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                      318        98       29        24        21       44          22        32       30       21         1        1       38       55

Always                          16         7        2         1         -        3           1         2        -        2         -        -        1        4
                              1.8%      2.3%     2.6%      1.0%               3.9%        1.6%      2.5%              3.2%                        1.0%     2.2%

Usually                         20         9        -         5         -        1           -         2        1        3         -        -        2        6
                              2.3%      2.9%               5.0%               1.3%                  2.5%     1.7%     4.8%                        2.0%     3.4%

Sometimes                      135        50        8        23         2       11           8        18        8       16         1        -        9       31
                             15.4%     16.2%    10.4%     22.8%      2.7%    14.5%       12.7%     22.8%    13.3%    25.8%     50.0%              8.9%    17.4%
                                          EM        e      CEgM                  E           E       CEM        E   CEfgiM                           e       EM

Never                          703       242       67        72        71       61          54        57       51       41         1        2       89      137
                             80.4%     78.6%    87.0%     71.3%     97.3%    80.3%       85.7%     72.2%    85.0%    66.1%     50.0%   100.0%    88.1%    77.0%
                                           j    bDHJN           CDFGHIJMN        j         DHJ                DhJ                    DFGHIJMN    BDHJN
                                                                        B                                                                  BC

TMG SUMMARY RATE - Never/      838       292       75        95        73       72          62        75       59       57         2        2       98      168
Sometimes                    95.9%     94.8%    97.4%     94.1%    100.0%    94.7%       98.4%     94.9%    98.3%    91.9%    100.0%   100.0%    97.0%    94.4%
                                                                  BDFHJmN                  bjn                bjn            BDFHJmN  BDFHJmN

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q12c.  In the last 6 months, did you need an interpreter to 
help you speak with doctors or other health providers?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1192       406      106       125        94      120          85       111       90       83         3        3      139      233

Total Valid Responses          855       303       74       101        73       73          62        74       58       60         2        2       99      177
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                      337       103       32        24        21       47          23        37       32       23         1        1       40       56

Yes                             14         4        2         3         -        -           2         2        2        1         -        -        -        2
                              1.6%      1.3%     2.7%      3.0%                           3.2%      2.7%     3.4%     1.7%                                 1.1%

No                             841       299       72        98        73       73          60        72       56       59         2        2       99      175
                             98.4%     98.7%    97.3%     97.0%    100.0%   100.0%       96.8%     97.3%    96.6%    98.3%    100.0%   100.0%   100.0%    98.9%
                                                                       Bd       Bd                                                Bd       Bd       Bd

TMG SUMMARY RATE - No          841       299       72        98        73       73          60        72       56       59         2        2       99      175
                             98.4%     98.7%    97.3%     97.0%    100.0%   100.0%       96.8%     97.3%    96.6%    98.3%    100.0%   100.0%   100.0%    98.9%
                                                                       Bd       Bd                                                Bd       Bd       Bd

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q12d.  In the last 6 months, when you needed an interpreter 
to help you speak with doctors or other health providers, 
how often did you get one?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                  14         4        2         3         -        -           2         2        2        1         -        -        -        2

Total Valid Responses           14         4        2         3         -        -           2         2        2        1         -        -        -        2
                            100.0%    100.0%   100.0%    100.0%                         100.0%    100.0%   100.0%   100.0%                               100.0%

No Answer                        -         -        -         -         -        -           -         -        -        -         -        -        -        -

Always                           4         1        -         2         -        -           1         1        -        -         -        -        -        -
                             28.6%     25.0%              66.7%                          50.0%     50.0%                                                       

Usually                          2         -        -         -         -        -           -         -        2        -         -        -        -        -
                             14.3%                                                                         100.0%                                              

Sometimes                        1         -        -         1         -        -           -         -        -        -         -        -        -        -
                              7.1%                        33.3%                                                                                                

Never                            7         3        2         -         -        -           1         1        -        1         -        -        -        2
                             50.0%     75.0%   100.0%                                    50.0%     50.0%            100.0%                               100.0%

TMG SUMMARY RATE -               6         1        -         2         -        -           1         1        2        -         -        -        -        -
Always/Usually               42.9%     25.0%              66.7%                          50.0%     50.0%   100.0%                                              
                                                                                                                B

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q12e.  In the last 6 months, when you called your doctor's 
office after hours, how often did you get a return call as 
soon as you wanted?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1192       406      106       125        94      120          85       111       90       83         3        3      139      233

Total Valid Responses          481       158       41        59        34       47          44        46       31       36         1        1       60       81
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                      324       100       31        25        21       43          21        35       31       20         1        1       39       56

Always                         183        68       15        25        17       19          14        12       14        5         -        -       32       30
                             38.0%     43.0%    36.6%     42.4%     50.0%    40.4%       31.8%     26.1%    45.2%    13.9%                       53.3%    37.0%
                                          HJ        J        hJ        HJ        J           J                 hJ                                cGHJn        J

Usually                        112        27        9        11        12       11          19        14        7        -         -        1       14       14
                             23.3%     17.1%    22.0%     18.6%     35.3%    23.4%       43.2%     30.4%    22.6%                      100.0%    23.3%    17.3%
                                                                      Bdn              BCDFiMN        bn                             DEFGHIMN
                                                                                                                                           BC

Sometimes                       99        33        9        12         1       10           6        13        6       11         -        -       10       21
                             20.6%     20.9%    22.0%     20.3%      2.9%    21.3%       13.6%     28.3%    19.4%    30.6%                       16.7%    25.9%
                                           E        E         E                  E           e        Eg        E       Eg                           E       Eg

Never                           87        30        8        11         4        7           5         7        4       20         1        -        4       16
                             18.1%     19.0%    19.5%     18.6%     11.8%    14.9%       11.4%     15.2%    12.9%    55.6%    100.0%              6.7%    19.8%
                                           M        m         M                                                   DEFGHIMN DEFGHIJMN                          M
                                                                                                                        BC        BC

I did not call after           387       148       34        41        39       30          20        30       28       27         1        1       40       96
hours                    

TMG SUMMARY RATE -             295        95       24        36        29       30          33        26       21        5         -        1       46       44
Always/Usually               61.3%     60.1%    58.5%     61.0%     85.3%    63.8%       75.0%     56.5%    67.7%    13.9%             100.0%    76.7%    54.3%
                                           J        J         J  BCDFHiJN        J        bhJN         J        J                    EFGHIJMN   BcdHJN        J
                                                                                                                                          BCD

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q12f.  In the last 6 months, when you needed care after 
regular office hours, how often did you get care as soon as 
you wanted?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1192       406      106       125        94      120          85       111       90       83         3        3      139      233

Total Valid Responses          468       157       45        57        31       42          46        44       28       34         2        1       59       79
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                      340       102       31        27        23       48          23        37       32       21         1        1       39       57

Always                         193        70       17        26        16       17          18        14       15        9         1        -       27       33
                             41.2%     44.6%    37.8%     45.6%     51.6%    40.5%       39.1%     31.8%    53.6%    26.5%     50.0%             45.8%    41.8%
                                           J                  j        hJ                                      hJ                                    j

Usually                        108        33        6        12         9       13          15        12        3        3         -        1       17       17
                             23.1%     21.0%    13.3%     21.1%     29.0%    31.0%       32.6%     27.3%    10.7%     8.8%             100.0%    28.8%    21.5%
                                           J                  j        iJ      CIJ         CIJ       ciJ                             EFGHIJMN      CIJ        j
                                                                                                                                          BCD

Sometimes                       94        30       16         8         2        4          10        10        7        8         -        -       14       15
                             20.1%     19.1%    35.6%     14.0%      6.5%     9.5%       21.7%     22.7%    25.0%    23.5%                       23.7%    19.0%
                                          Ef    BDEFN                                        E        Ef       Ef        E                          EF        E

Never                           73        24        6        11         4        8           3         8        3       14         1        -        1       14
                             15.6%     15.3%    13.3%     19.3%     12.9%    19.0%        6.5%     18.2%    10.7%    41.2%     50.0%              1.7%    17.7%
                                          gM        M        GM         m       gM                    gM          DEFGHIMN                                   GM
                                                                                                                        BC

I did not call after           384       147       30        41        40       30          16        30       30       28         -        1       41       97
hours                    

TMG SUMMARY RATE -             301       103       23        38        25       30          33        26       18       12         1        1       44       50
Always/Usually               64.3%     65.6%    51.1%     66.7%     80.6%    71.4%       71.7%     59.1%    64.3%    35.3%     50.0%   100.0%    74.6%    63.3%
                                          cJ                  J     bCHJn       CJ          CJ         J        J                    EFGHIJMN      ChJ        J
                                                                                                                                          BCD

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q29a.  How much of a problem was it to understand the 
information provided?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 235        79       20        25        14       19          20        19       23       21         -        -       28       46

Total Valid Responses          170        61       16        22         9       10          16        15       12       14         -        -       19       37
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%                      100.0%   100.0%

No Answer                       65        18        4         3         5        9           4         4       11        7         -        -        9        9

Not a Problem                  123        47       10        20         5        5          11        12        9        9         -        -       14       28
                             72.4%     77.0%    62.5%     90.9%     55.6%    50.0%       68.8%     80.0%    75.0%    64.3%                       73.7%    75.7%
                                                         bCEFgj

A Small Problem                 36        10        6         2         2        4           4         2        3        4         -        -        3        6
                             21.2%     16.4%    37.5%      9.1%     22.2%    40.0%       25.0%     13.3%    25.0%    28.6%                       15.8%    16.2%
                                                    D                            d

A Big Problem                   11         4        -         -         2        1           1         1        -        1         -        -        2        3
                              6.5%      6.6%                        22.2%    10.0%        6.3%      6.7%              7.1%                       10.5%     8.1%

TMG SUMMARY RATE - Not a       123        47       10        20         5        5          11        12        9        9         -        -       14       28
Problem                      72.4%     77.0%    62.5%     90.9%     55.6%    50.0%       68.8%     80.0%    75.0%    64.3%                       73.7%    75.7%
                                                         bCEFgj

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q32a.  What number would you use to rate the overall 
customer service at your health plan in the last 6 months?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 341       108       23        33        29       34          29        29       29       34         2        -       40       59

Total Valid Responses          257        82       17        27        22       17          23        24       20       26         1        -       31       49
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%            100.0%   100.0%

No Answer                       84        26        6         6         7       17           6         5        9        8         1        -        9       10

10 - Best customer              78        23        6         4         6        7           5         8        5        9         1        -       14       13
service possible             30.4%     28.0%    35.3%     14.8%     27.3%    41.2%       21.7%     33.3%    25.0%    34.6%    100.0%             45.2%    26.5%
                                                                                 d                                       d DEFGHIJMN              bDgn
                                                                                                                                  BC

9                               53        15        3         9         7        1           3         6        7        3         -        -        5        9
                             20.6%     18.3%    17.6%     33.3%     31.8%     5.9%       13.0%     25.0%    35.0%    11.5%                       16.1%    18.4%
                                           f                FgJ        Fj                              f      Fgj

8                               36        10        2         4         1        2           6         2        1        6         -        -        6        6
                             14.0%     12.2%    11.8%     14.8%      4.5%    11.8%       26.1%      8.3%     5.0%    23.1%                       19.4%    12.2%
                                                                                           EhI                          Ei                          ei

7                               29        12        4         4         1        3           1         5        2        1         -        -        1        7
                             11.3%     14.6%    23.5%     14.8%      4.5%    17.6%        4.3%     20.8%    10.0%     3.8%                        3.2%    14.3%
                                        egJM     egjm                                               egjM                                                     jm

6                               19         5        1         1         1        3           3         2        1        2         -        -        2        3
                              7.4%      6.1%     5.9%      3.7%      4.5%    17.6%       13.0%      8.3%     5.0%     7.7%                        6.5%     6.1%

5                               19         5        1         3         3        1           3         -        2        2         -        -        -        4
                              7.4%      6.1%     5.9%     11.1%     13.6%     5.9%       13.0%              10.0%     7.7%                                 8.2%

4                                7         3        -         1         -        -           1         -        1        1         -        -        1        2
                              2.7%      3.7%               3.7%                           4.3%               5.0%     3.8%                        3.2%     4.1%

3                                3         -        -         -         -        -           1         -        1        -         -        -        1        -
                              1.2%                                                        4.3%               5.0%                                 3.2%         

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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                                                                                                                                                                   (Continued)
                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q32a.  What number would you use to rate the overall 
customer service at your health plan in the last 6 months?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

2                                6         4        -         -         2        -           -         1        -        -         -        -        -        3
                              2.3%      4.9%                         9.1%                           4.2%                                                   6.1%

1                                1         -        -         -         -        -           -         -        -        1         -        -        -        -
                              0.4%                                                                                    3.8%                                     

0 - Worst customer               6         5        -         1         1        -           -         -        -        1         -        -        1        2
service possible              2.3%      6.1%               3.7%      4.5%                                             3.8%                        3.2%     4.1%

TMG SUMMARY RATE - 8-10        167        48       11        17        14       10          14        16       13       18         1        -       25       28
                             65.0%     58.5%    64.7%     63.0%     63.6%    58.8%       60.9%     66.7%    65.0%    69.2%    100.0%             80.6%    57.1%
                                                                                                                           DEFGHIJMN                BN
                                                                                                                                  BC

TMG SUMMARY RATE - 4-7          74        25        6         9         5        7           8         7        6        6         -        -        4       16
                             28.8%     30.5%    35.3%     33.3%     22.7%    41.2%       34.8%     29.2%    30.0%    23.1%                       12.9%    32.7%
                                           M        m         m                  M           m                                                                M

TMG SUMMARY RATE - 0-3          16         9        -         1         3        -           1         1        1        2         -        -        2        5
                              6.2%     11.0%               3.7%     13.6%                 4.3%      4.2%     5.0%     7.7%                        6.5%    10.2%

Mean                          7.81      7.37     8.35      7.63      7.41     8.18        7.48      8.29     7.90     7.65     10.00        -     8.35     7.35

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q49A.  What language do you mainly speak at home?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1592       516      152       165       132      157         105       156      124      120         3        3      174      301

Total Valid Responses         1127       381      101       127        97      100          75       107       81       80         2        2      124      231
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                      465       135       51        38        35       57          30        49       43       40         1        1       50       70

English                       1105       375      100       125        96      100          73       101       77       79         2        2      122      228
                             98.0%     98.4%    99.0%     98.4%     99.0%   100.0%       97.3%     94.4%    95.1%    98.8%    100.0%   100.0%    98.4%    98.7%
                                           h        h                   h     BHIn                                       h      BHIn     BHIn                 h

Spanish                         13         4        -         -         -        -           -         6        3        -         -        -        1        3
                              1.2%      1.0%                                                        5.6%     3.7%                                 0.8%     1.3%
                                                                                                     BMn

Other                            9         2        1         2         1        -           2         -        1        1         -        -        1        -
                              0.8%      0.5%     1.0%      1.6%      1.0%                 2.7%               1.2%     1.3%                        0.8%         

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q52.  We'd like to ask about the most recent visit to your 
personal doctor.  How satisfied are you with the ease of 
getting through to your doctor's office by telephone?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                1592       516      152       165       132      157         105       156      124      120         3        3      174      301

Total Valid Responses         1072       360       95       118        92       96          73       105       77       77         1        2      121      215
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                      520       156       57        47        40       61          32        51       47       43         2        1       53       86

Very satisfied                 528       197       31        52        57       50          34        54       47       15         1        1       62      124
                             49.3%     54.7%    32.6%     44.1%     62.0%    52.1%       46.6%     51.4%    61.0%    19.5%    100.0%    50.0%    51.2%    57.7%

Somewhat satisfied             183        59       22        21        17       11          14        19        8       13         -        -       26       32
                             17.1%     16.4%    23.2%     17.8%     18.5%    11.5%       19.2%     18.1%    10.4%    16.9%                       21.5%    14.9%

Satisfied                      220        66       26        29        13       21          14        24       18       15         -        1       23       36
                             20.5%     18.3%    27.4%     24.6%     14.1%    21.9%       19.2%     22.9%    23.4%    19.5%              50.0%    19.0%    16.7%

Somewhat dissatisfied           69        22        7         6         4        7           8         6        2        9         -        -        6       14
                              6.4%      6.1%     7.4%      5.1%      4.3%     7.3%       11.0%      5.7%     2.6%    11.7%                        5.0%     6.5%

Very dissatisfied               72        16        9        10         1        7           3         2        2       25         -        -        4        9
                              6.7%      4.4%     9.5%      8.5%      1.1%     7.3%        4.1%      1.9%     2.6%    32.5%                        3.3%     4.2%

TMG SUMMARY RATE - Very        931       322       79       102        87       82          62        97       73       43         1        2      111      192
satisfied/Satisfied          86.8%     89.4%    83.2%     86.4%     94.6%    85.4%       84.9%     92.4%    94.8%    55.8%    100.0%   100.0%    91.7%    89.3%
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q53.  In the last 6 months, how many times did you go to 
the emergency room to get care for yourself because your 
doctor was not able to see you during regular office hours?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                1592       516      152       165       132      157         105       156      124      120         3        3      174      301

Total Valid Responses         1097       369       96       122        94       99          72       107       79       80         -        2      121      225
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%             100.0%   100.0%   100.0%

No Answer                      495       147       56        43        38       58          33        49       45       40         3        1       53       76

1 time                         174        56       17        22        19       16           9        16       13       18         -        -       13       31
                             15.9%     15.2%    17.7%     18.0%     20.2%    16.2%       12.5%     15.0%    16.5%    22.5%                       10.7%    13.8%

2 times                         98        33       13        11         6       13           8         9        3       10         -        -        8       17
                              8.9%      8.9%    13.5%      9.0%      6.4%    13.1%       11.1%      8.4%     3.8%    12.5%                        6.6%     7.6%

3 or more times                 49        20        1         7         1        7           6         2        3        6         -        -        2       14
                              4.5%      5.4%     1.0%      5.7%      1.1%     7.1%        8.3%      1.9%     3.8%     7.5%                        1.7%     6.2%

I did not need to go to        776       260       65        82        68       63          49        80       60       46         -        2       98      163
the emergency room           70.7%     70.5%    67.7%     67.2%     72.3%    63.6%       68.1%     74.8%    75.9%    57.5%             100.0%    81.0%    72.4%

TMG SUMMARY RATE - Did         776       260       65        82        68       63          49        80       60       46         -        2       98      163
not need to go               70.7%     70.5%    67.7%     67.2%     72.3%    63.6%       68.1%     74.8%    75.9%    57.5%             100.0%    81.0%    72.4%
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                                                                                    MDwise
                                                    2009 CAHPS 4.0H Medicaid Adult Survey (46504 & 46506 - 46513 & 46515) 

Q54.  How easy is it to find and understand information 
using the Member Handbook?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                1592       516      152       165       132      157         105       156      124      120         3        3      174      301

Total Valid Responses          533       192       47        59        46       51          30        47       35       32         1        1       64      120
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                      466       134       49        38        35       60          28        49       45       39         1        1       49       72

Very easy                      330       113       30        44        31       32          21        30       17       15         1        1       40       68
                             61.9%     58.9%    63.8%     74.6%     67.4%    62.7%       70.0%     63.8%    48.6%    46.9%    100.0%   100.0%    62.5%    56.7%

Somewhat easy                  178        69       15        13        13       18           8        15       16       13         -        -       20       47
                             33.4%     35.9%    31.9%     22.0%     28.3%    35.3%       26.7%     31.9%    45.7%    40.6%                       31.3%    39.2%

Difficult                       25        10        2         2         2        1           1         2        2        4         -        -        4        5
                              4.7%      5.2%     4.3%      3.4%      4.3%     2.0%        3.3%      4.3%     5.7%    12.5%                        6.3%     4.2%

I did not try to look up       222        77       16        26        17       16          13        24       20       12         -        -       27       51
information in the       
Member Handbook          

I do not have a copy of        371       113       40        42        34       30          34        36       24       37         1        1       34       58
my health plan's Member  
Handbook                 

TMG SUMMARY RATE - Very        330       113       30        44        31       32          21        30       17       15         1        1       40       68
easy                         61.9%     58.9%    63.8%     74.6%     67.4%    62.7%       70.0%     63.8%    48.6%    46.9%    100.0%   100.0%    62.5%    56.7%

                                                                         Presented by The Myers Group
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                                                                                    MDwise
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Q55.  In the last 6 months, if you had a problem getting 
the help you needed from Customer Service, what kind of 
problem did you have?  (Mark all that apply)

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                1592       516      152       165       132      157         105       156      124      120         3        3      174      301

Total Valid Responses         1045       370      105       102        92       89          75        96       74       76         2        2      111      221

Total Respondents              957       332       92       100        81       84          65        90       67       68         2        2      104      202
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

I did not have a problem       723       244       72        81        60       66          50        74       48       48         1        2       75      146
getting help from            75.5%     73.5%    78.3%     81.0%     74.1%    78.6%       76.9%     82.2%    71.6%    70.6%     50.0%   100.0%    72.1%    72.3%
Customer Service         

It was difficult to get         71        28       12         1         5        5          10         2        6        4         -        -        8       18
through to Customer           7.4%      8.4%    13.0%      1.0%      6.2%     6.0%       15.4%      2.2%     9.0%     5.9%                        7.7%     8.9%
Service on the telephone 

The Customer Service            34        17        2         2         5        3           3         1        3        2         -        -        3       10
Representative did not        3.6%      5.1%     2.2%      2.0%      6.2%     3.6%        4.6%      1.1%     4.5%     2.9%                        2.9%     5.0%
have the information I   
needed                   

The Customer Service            43        15        2         3         4        3           5         3        5        5         -        -        4        9
Representative did not        4.5%      4.5%     2.2%      3.0%      4.9%     3.6%        7.7%      3.3%     7.5%     7.4%                        3.8%     4.5%
give me the correct      
information              

The Customer Service            34        14        4         1         4        2           5         3        3        3         -        -        2        7
Representative did not        3.6%      4.2%     4.3%      1.0%      4.9%     2.4%        7.7%      3.3%     4.5%     4.4%                        1.9%     3.5%
follow-up with me        

The Customer Service            17         6        3         2         1        -           -         3        2        1         -        -        1        4
Representative did not        1.8%      1.8%     3.3%      2.0%      1.2%                           3.3%     3.0%     1.5%                        1.0%     2.0%
follow-up with me in a   
timely manner            

Other                          123        46       10        12        13       10           2        10        7       13         1        -       18       27
                             12.9%     13.9%    10.9%     12.0%     16.0%    11.9%        3.1%     11.1%    10.4%    19.1%     50.0%             17.3%    13.4%
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                                                                                    MDwise
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Q56.  Are you familiar with your health plan's NURSE on-
call, a service that allows you to ask health information 
questions to a nurse?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                1592       516      152       165       132      157         105       156      124      120         3        3      174      301

Total Valid Responses         1113       374      100       128        98       98          75       106       78       80         2        2      122      224
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                      479       142       52        37        34       59          30        50       46       40         1        1       52       77

Yes                            634       216       67        85        54       47          46        63       38       43         1        1       70      119
                             57.0%     57.8%    67.0%     66.4%     55.1%    48.0%       61.3%     59.4%    48.7%    53.8%     50.0%    50.0%    57.4%    53.1%

No                             479       158       33        43        44       51          29        43       40       37         1        1       52      105
                             43.0%     42.2%    33.0%     33.6%     44.9%    52.0%       38.7%     40.6%    51.3%    46.3%     50.0%    50.0%    42.6%    46.9%

TMG SUMMARY RATE - Yes         634       216       67        85        54       47          46        63       38       43         1        1       70      119
                             57.0%     57.8%    67.0%     66.4%     55.1%    48.0%       61.3%     59.4%    48.7%    53.8%     50.0%    50.0%    57.4%    53.1%

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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13. Comments 
 
 
 



MDwise

Q49a. What language do you mainly speak at home?

Sign language
Health Status: Good

Education: High school graduate or GED

Age: 18 to 24

Health Plan Rating: 10

English as well as Spanish
Health Status: Good

Education: High school graduate or GED

Age: 25 to 34

Health Plan Rating: 10

Arabic and English
Health Status: Good

Education: Some high school but did not 
graduate

Age: 25 to 34

Health Plan Rating: 10

Arabic
Health Status: Very Good

Education: Some high school but did not 
graduate

Age: 18 to 24

Health Plan Rating: 10

English
Health Status: Very Good

Education: Some high school but did not 
graduate

Age: 18 to 24

Health Plan Rating: 10

German/Spanish
Health Status: Excellent

Education: Some college or 2-year degree

Age: 35 to 44

Health Plan Rating: 10

Both English and Spanish
Health Status: Fair

Education: Some college or 2-year degree

Age: 25 to 34

Health Plan Rating: 10

Punjabi
Health Status: Good

Education: 4-year college graduate

Age: 25 to 34

Health Plan Rating: 10
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MDwise

Q49a. What language do you mainly speak at home?

Portuguese/English
Health Status: Good

Education: 4-year college graduate

Age: 35 to 44

Health Plan Rating: 9

Portuguese
Health Status: Fair

Education: Some college or 2-year degree

Age: 35 to 44

Health Plan Rating: 8

Gujarat India
Health Status: Fair

Education: 8th grade or less

Age: 65 to 74

Health Plan Rating: 8

Speak both at home
Health Status: Very Good

Education: Some college or 2-year degree

Age: 18 to 24

Health Plan Rating: 8

English
Health Status: Excellent

Education: Some high school but did not 
graduate

Age: 35 to 44

Health Plan Rating: 5

Dent
Health Status: Fair

Education: Some high school but did not 
graduate

Age: 25 to 34

Health Plan Rating: 5

Sign Language
Health Status: Good

Education: High school graduate or GED

Age: 25 to 34

Health Plan Rating: 3

Japanese
Health Status: Fair

Education: More than 4-year college degree

Age: 35 to 44

Health Plan Rating: 3
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MDwise

Q49a. What language do you mainly speak at home?

Black Foot Indian
Health Status: Poor

Education: Some high school but did not 
graduate

Age: 18 to 24

Health Plan Rating: 0

Yoruba
Health Status: Excellent

Education: 8th grade or less

Age: 35 to 44

Health Plan Rating: No Answer
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14. Glossary of Terms 
 
Accreditation is an official authorization or designation to an organization determined by a 
set of industry-derived standards.  
 
Attributes are the questions that relate to a specific service area or composite as defined by 
NCQA. 
 
Augments are stratified samples used to target specific responses in a particular segment, 
such as region, language, or member status.  These responses are for internal use only, and 
are not to be included in the HEDIS sample or reported to public entities.  Project deliverables 
for augmented samples can range from banner tables and/or a segmentation chart, to 
question summaries and finally, a complete Final Report. 
 
Composites are the mean of the Summary Rates of attributes within a given service area as 
specified by NCQA.  Each composite category represents an overall aspect of plan quality 
and is comprised of similar questions.   
 
Confidence level is the degree of confidence, expressed as a percentage, that a reported 
number’s true value is between the lower and upper specified range. 
 
Correlation Coefficient is a statistical measure of how closely two variables or measures are 
related to each other.  Coefficients are usually reported as r values. 
 
Disposition (Disposition Category) is the final status assignment given to a member record 
within the sample.  The category signifies both the survey administration protocol used to 
complete the survey (M=Mail, and T=Phone) and the status of the record (M10= mail 
complete, T22= phone, language barrier).  All record code assignments of “10” are considered 
valid responses according to NCQA. 
 
Global Proportions are a breakout of response option results according to the Three-Point 
Score definition, shown as a percentage, not a mean score.  Refer to the Three-Point Score 
definition. 
 
Key Drivers are composites that have been found to impact overall health plan ratings or 
health care ratings among the plan members as determined by a regression analysis.   
 
NCQA HEDIS Compliance Audit is a two-part program comprised an information-systems 
capabilities assessment (IS standards) and an evaluation of the health plan’s ability to comply 
with HEDIS specifications (HD standards).  NCQA-Certified auditors use standard audit 
methodologies to enable purchasers to make reliable comparisons among health plans. 
 
Over-sampling is sampling more the minimum required sample size. The required sample 
size for adult Medicaid plans is 1,350 in accordance with NCQA protocol.  The overall NCQA 
target number of complete responses is 411.  Therefore, plans may choose to over-sample 
their population to achieve this target number if necessary.  NCQA allows over-sampling of up 
to 30% of the database to aid plans in collecting a suitable amount of survey returns. 
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Quality Compass 2008 (Medicaid Adult – All Plans) is a collection of CAHPS® 4.0H mean 
summary ratings for those Medicaid adult plans (177 samples with at least 100 valid 
responses per question item) allowing NCQA to use their data to be compiled into an 
aggregate, or national summary, without releasing their plan-level scores. 
 
Quality Compass 2008 (Medicaid Adult – Public Report) is a collection of CAHPS® 4.0H 
mean summary ratings for those Medicaid adult plans (115 plan-specific samples) choosing to 
report their scores publicly, in addition to submitting their scores to be compiled anonymously 
into a Quality Compass aggregate, or national summary.  The scores shown in this report 
reflect the mean Summary Rates from these plans.   
 
Rating questions use a scale of 0 to 10 for assessing overall experience (doctor, specialist, 
health care and health plan) with zero being the worst and 10 being the best. 
 
Significance test is a test to determine if an observed difference is too large to have occurred 
by chance alone. 
 
Summary Rates are single statistics generated for a survey question.  In general, Summary 
Rates represent the percentage of respondents who chose the most favorable response 
options (“Always” and “Usually”; “Definitely Yes”; or “8” to “10”).  Not all questions are 
assigned a Summary Rate by NCQA.   
 
The Myers Group Book of Business (calculated on a plan-level) consists of all Medicaid 
adult samples that conducted surveys with TMG and submitted data to NCQA.  In 2009 there 
were 36 samples included in the Book of Business.  This benchmark is shown throughout the 
report and is used in the Opportunity Analysis.  The 2008 Book of Business consists of 38 
samples that were submitted to NCQA in 2008, and is used for Custom Question benchmark 
and correlation analysis, and Loyalty benchmarks. 
 
Three-Point Score is the result of the process of assigning a value of 1, 2, or 3 to each 
question response category and then computing a numerical average based upon the valid 
responses for each question.  The Three-Point values are assigned to question answer 
categories as follows: 
 

Response 
Choice 1 

Score 
Value 

 Response 
Choice 2 

Score 
Value 

 Response 
Choice 3 

Score 
Value 

Definitely no 1  Never 1  0-6 1 

Somewhat no 1  Sometimes 1  7 & 8 2 

Somewhat yes 2  Usually 2  9 & 10 3 

Definitely yes 3  Always 3    

 
Trending is the practice of looking at several years of data in a comparative format to identify 
trends or common links. 
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Introduction 
Your Account Executive for this project is Suzanne Nylander (770-978-3173, ext. 1320), and 
your Project Manager is Lisa Battiste (770-978-3173, ext. 1312).  Should you have any 
questions or comments regarding any aspect of the survey or reporting process, please feel free 
to call either your Account Executive or your Project Manager.  Additionally, Sherrelle Kyle, 
Operations Manager – Project Management, is available to address questions at 770-978-3173, 
ext. 1313. 
 
New in 2009 – Survey and Reporting Changes  
Based on analysis of the 2008 Consumer Assessment of Healthcare Providers and Systems 
(CAHPS®1) 4.0H results, the following changes have been made to the Healthcare 
Effectiveness Data and Information Set (HEDIS®)2 technical specifications, as reported in 
HEDIS 2009, Volume 3: Technical Update: 
 
 The CAHPS Health Plan Survey 4.0H, Child Version replaced the CAHPS 3.0H Child 

Survey.   
 
 
 Changes to the CAHPS Health Plan Survey 4.0H, Child Version are expected to affect 

trending; therefore, the measures are not eligible for rotation in HEDIS 2009. 
 
 

Throughout this report, information essential for understanding the report and suggestions for 
a course of action for developing quality initiatives are identified by this symbol. 
  

 

                                                      
1 CAHPS® is a registered trademark of the Agency for Healthcare Research and Quality (AHRQ). 
2 HEDIS® is a registered trademark of the National Committee for Quality Assurance (NCQA). 
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1. Executive Summary 
The Myers Group (TMG), a National Committee for Quality Assurance (NCQA) certified HEDIS 
Survey Vendor, was selected by MDwise to conduct its 2009 CAHPS® 4.0H Medicaid Child 
Member Satisfaction Survey.  NCQA requires health plans to submit CAHPS survey results in 
compliance with HEDIS accreditation requirements. 
 
The overall objective of the CAHPS® study is to capture accurate and complete information 
about consumer-reported experiences with health care.  Specifically, the objectives are to 
measure how well plans are meeting their members’ expectations and goals; to determine 
which areas of service have the greatest effect on members’ overall satisfaction; and to identify 
areas of opportunity for improvement, which could aid plans in increasing the quality of care 
provided. 
 
Using a mixed (mail and telephone) survey administration methodology, per NCQA protocol, the 
Myers Group collected 1023 valid surveys from the eligible member population from January 
through May of 2009, yielding a response rate of 40.4%.3   
 
This report summarizes results derived from the CAHPS® 4.0H Medicaid Child Survey as 
applied to a random sample of your health plan members and presents the findings by plan 
service area (composite) and by each individual question (attribute).  In general, satisfaction is 
presented by Summary Rates, which represent the percent of respondents who chose the most 
positive question responses as specified by NCQA.   
 
The 2009 and 2008 Summary Rate composite and rating scores for MDwise are presented in 
the following tables.  The composites and ratings are shown for the Health Plan domain and the 
Health Care domain.  Included in each table is the 2009 TMG Medicaid Child Book of Business4 
and significance testing.   
 
Health Plan Domain 

Composites/Ratings 
2009 

Summary 
Rates 

2008 
Summary   

Rates 
*

2009 
TMG MCS 

BoB 
**

Rating of Health Plan (Q36) 84.3%  79.3%  80.6% 

Getting Needed Care 84.6% NA  78.9% 

Customer Service 73.4%  NA  81.4% 
 *
**
 

indicates significant difference when compared to 2008.
indicates significant difference when compared to the 2009 TMG MCS Book of Business. 
 

 

                                                      
3 Please refer to Section 2 - Project Overview for the calculation used to determine the response rate. 
4 The 2009 TMG Medicaid Child Book of Business consists of 22 Medicaid Child (Non-CCC) samples, from plans that conducted 
surveys with TMG in 2009 and submitted data to NCQA. 
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Health Care Domain 

Composites/Measures/ Ratings 
2009 

Summary 
Rates 

2008 
Summary 

Rates *

2009 
TMG MCS 

BoB ** 
Rating of Health Care (Q12) 83.2% 83.8%  79.9% 
Getting Care Quickly 91.2% 92.7%  87.0% 
How Well Doctors Communicate 92.5% 93.0%  91.4% 
Shared Decision Making 70.7% NA  65.3% 
Health Promotion and Education (Q8) 66.1% NA  60.8% 
Coordination of Care (Q23) 80.6% NA  77.4% 
Rating of Personal Doctor (Q24) 84.6% 82.8%  83.9% 
Rating of Specialist (Q28) 84.3% 82.8%  81.0% 

*
**

 

indicates significant difference when compared to 2008. 
indicates significant difference when compared to the 2009 TMG MCS Book of Business. 
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Noteworthy Findings  
The following analyses provide comparisons of your plan’s 2009 survey results to the 2009 
TMG Medicaid Child Book of Business, as well as to your plan’s Summary Rates from 2008, 
where applicable: 
 

 
Health Plan Domain 

 
Evaluation 
Area Results 
Rating of 
Health Plan 
(Q36) 

How members rate their health plan is an important indicator of plan quality.  
On a scale of 0 to 10, 84.3% of MDwise members rated their plan an 8, 9, or 
10.  This score is significantly above the TMG Medicaid Child Book of 
Business Summary Rate and ranks at the 71st percentile.   
 

Your plan shows significant improvement when compared to your 2008 
Summary Rate of 79.3%. 
 

 
Getting 
Needed 
Care 

This composite measures the experiences members had when attempting to 
get care from doctors and specialists.  Your 2009 Summary Rate for the 
Getting Needed Care composite is 84.6%, which is significantly higher than 
TMG’s Book of Business and falls at the 71st percentile.  This composite is 
important because analysis of the 2009 TMG Book of Business shows it to 
be a Key Driver of Rating of Health Plan. 
 
Due to significant changes in the CAHPS® survey tool, this composite is not 
trendable to 2008.  
 
 

Customer 
Service 

This composite is another Key Driver of Rating of Health Plan. It measures 
the member’s experiences with getting information and treatment by 
customer service staff.  Your 2009 Customer Service composite Summary 
Rate is 73.4%.  When compared to the 2009 TMG Book of Business, 
MDwise’s Customer Service Summary Rate is significantly lower and ranks 
below the 10th percentile.   
 
Due to significant changes in the CAHPS® survey tool, this composite is not 
trendable to 2008.  
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Health Care Domain 
 

Evaluation 
Area Results 
Rating of 
Health Care 
(Q12)  

This survey item gives members an opportunity to rate all the health care 
they have received in the last six months.  The percentage of respondents 
that rate their child’s health care an 8, 9, or 10 is 83.2%.  This score is 
significantly higher when compared to the mean Summary Rate of the 
TMG Medicaid Child Book of Business.  Additional comparison to TMG’s 
Book of Business shows this score is at the 85th percentile. 
 

A comparison of your current Summary Rate of 83.2% to your 2008 score 
of 83.8% shows no significant difference. 
 
 

Getting Care 
Quickly 

This composite measures members’ experiences with receiving care and 
getting appointments in a reasonable time.  Your 2009 Getting Care 
Quickly composite Summary Rate is 91.2%.  When compared to the 
TMG’s Book of Business mean, your plan’s Summary Rate is significantly 
higher and falls at the 80th percentile.   
 

A comparison to your 2008 score of 92.7% shows no significant 
differences. 
 

How Well 
Doctors 
Communicate 

TMG analysis of our current Book of Business shows this composite has 
the greatest impact on members’ ratings of their health care, as well as 
their ratings of doctors.  It measures how well providers listen, explain, 
spend enough time with members, and show respect for what members 
have to say.  The Summary Rate indicates that 92.5% of members are 
always or usually satisfied, indicating a high level of effective 
communication between members and their doctors.  This score is not 
significantly different than the TMG’s Book of Business and ranks at the 
66th percentile. 
 

Your plan Summary Rate shows no significant difference when compared 
to your 2008 Summary Rate of 93.0%. 
 
 

Shared 
Decision 
Making 

MDwise’s survey results show that 70.7% of members feel that their 
doctors or health care providers definitely discussed options and asked 
their opinions regarding those options.  These results are significantly 
higher than TMG’s Book of Business average Summary Rate.  A 
comparison to all plans in TMG’s Book of Business reveals your Summary 
Rate is at the 90th percentile. 
 

This composite is new to the Medicaid Child survey and is, therefore, not 
trendable to 2008.  
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Health Care Domain 

 
Evaluation 
Area Results 
Health 
Promotion 
and 
Education 
(Q8) 

This measure gauges the member’s opinion of how often their doctors or 
health care providers discussed specific ways to prevent illnesses.  
MDwise’s Summary Rate of 66.1% is significantly higher when compared 
to TMG’s Book of Business, placing it at the 90th percentile. 
 

This composite is new to the Medicaid Child survey and is, therefore, not 
trendable to 2008.  
 
 

Coordination 
of Care (Q23) 

Your Summary Rate indicates 80.6% of respondents feel their doctor was 
always or usually informed and up-to-date about their care, which is not 
significantly different than TMG’s Book of Business.  Compared to all other 
Medicaid Child plans in TMG’s Book of Business, this score is at the 85th 
percentile. 
 

This composite is new to the Medicaid Child survey and is, therefore, not 
trendable to 2008.  
 

Rating of 
Personal 
Doctor (Q24) 

Analysis of our current Book of Business reveals this survey item is highly 
correlated to overall rating of health care (Q12).  Therefore, high Summary 
Rates in this measure should reflect highly in health care satisfaction.  
Your current Summary Rate of 84.6% is not significantly different from 
TMG’s Book of Business mean and ranks at the 47th percentile. 
 

Your 2009 score is not significantly different when compared to last year’s 
Summary Rate of 82.8%. 
 

 
Rating of 
Specialist 
(Q28) 

MDwise’s rating of specialist (84.3%) is not significantly different when 
compared to TMG’s Book of Business, and ranks at the 61st percentile. 
 

When compared to last year’s results (82.8%), your Summary Rate for this 
survey item has shown no significant change in score. 
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Key Drivers of Health Plan Rating  
Some composites will impact the Rating of Health Plan (Q36) among your health plan members 
more than others and are considered Key Drivers.  Key Drivers are those health plan service 
areas that are positively tied to the overall rating of the health plan.  A regression analysis was 
performed using the 2009 TMG Medicaid Child Book of Business.  This analysis measures the 
relationship between each composite area and the overall health plan rating.  It is used to 
determine which areas of service have the greatest effect on members’ overall satisfaction, 
which helps plans to develop a strategy to focus attention on those key areas.  
 
Two composites have been identified as Key Drivers of Rating of Health Plan based on the 
regression analysis: Customer Service and Getting Needed Care.  Depending on your health 
plan’s composite percentile ranking when compared to the 2009 TMG Medicaid Child Book of 
Business, the following Opportunity Analysis is provided for use in developing your quality 
initiatives. 
 
Opportunity Analysis for MDwise 
Strengths - Key Drivers of health plan satisfaction with Summary Rates at or above the 75th 
percentile when compared to the 2009 TMG Medicaid Child Book of Business should be 
marketed and maintained. 
 
Opportunities - Key Drivers of health plan satisfaction with Summary Rates that fall below the 
50th percentile when compared to the 2009 TMG Medicaid Child Book of Business should be 
investigated and improved upon. 
 
Areas to Monitor - Key Drivers of health plan satisfaction with Summary Rates between the 50th 
and 75th percentile when compared to the 2009 TMG Medicaid Child Book of Business should 
be monitored, as they do have a significant impact on members’ overall ratings of their health 
plan. 
  
Key Drivers of  
Health Plan Rating   Percentile Ranking Opportunity Analysis 

Customer Service <10th Opportunity 

Getting Needed Care 71st Monitor 
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Key Drivers of Health Care Rating  
How members rate their health care (Q12) is an important measure of quality, as it gives 
members an opportunity to rate all of the health care they have received in the last six months. 
The health care rating provides feedback to health plans to help improve their members’ quality 
of care.  TMG performed a regression analysis on the results from plans represented in the 
2009 TMG Medicaid Child Book of Business to determine the Key Drivers for the Rating of 
Health Care.  
 
Three composites have been identified as Key Drivers for the Rating of Health Care based on 
the regression analysis: How Well Doctors Communicate, Customer Service and Getting 
Needed Care.  The Rating of Health Care is also highly correlated with the Rating of Personal 
Doctor (Q24). 
 
Opportunity Analysis for MDwise 
Strengths - Key Drivers of health care satisfaction with Summary Rates at or above the 75th 
percentile when compared to the 2009 TMG Medicaid Child Book of Business should be 
marketed and maintained. 
 
Opportunities - Key Drivers of health care satisfaction with Summary Rates that fall below the 
50th percentile when compared to the 2009 TMG Medicaid Child Book of Business should be 
investigated and improved upon. 
 
Areas to Monitor - Key Drivers of health care satisfaction with Summary Rates between the 50th 
and 75th percentile when compared to the 2009 TMG Medicaid Child Book of Business should 
be monitored, as they do have a significant impact on members’ overall ratings of their health 
care. 
  
Key Drivers of  
Health Care Rating   Percentile Ranking Opportunity Analysis 

How Well Doctors Communicate 66th Monitor 

Customer Service <10th Opportunity 

Getting Needed Care 71st Monitor 
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Key Drivers of Personal Doctor Rating 
A positive relationship between doctor and patient is an important part of health care.  Question 
24 gives members an opportunity to rate their personal doctor. Ratings can be influenced by a 
number of factors.  TMG performed a regression analysis on the results from plans represented 
in the 2009 TMG Medicaid Child Book of Business to determine the Key Drivers for the Rating 
of Personal Doctor.  
 
Two composites have been identified as Key Drivers for the Rating of Personal Doctor based on 
the regression analysis: How Well Doctors Communicate and Coordination of Care.   
 
Opportunity Analysis for MDwise 
Strengths - Key Drivers of doctor satisfaction with Summary Rates at or above the 75th 
percentile when compared to the 2009 TMG Medicaid Child Book of Business should be 
marketed and maintained. 
 
Opportunities - Key Drivers of doctor satisfaction with Summary Rates that fall below the 50th 
percentile when compared to the 2009 TMG Medicaid Child Book of Business should be 
investigated and improved upon. 
 
Areas to Monitor - Key Drivers of doctor satisfaction with Summary Rates between the 50th and 
75th percentile when compared to the 2009 TMG Medicaid Child Book of Business should be 
monitored, as they do have a significant impact on members’ ratings of their personal doctor. 
 
 
Key Drivers of  
Personal Doctor Rating   Percentile Ranking Opportunity Analysis 

How Well Doctors Communicate 66th Monitor 

Coordination of Care 85th Strength 
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2. Methodology 
The CAHPS® 4.0H protocol allows plans to select one of two options for survey administration: 
1) a 5-wave mail-only methodology or 2) a mixed methodology (mail and telephone), which 
includes four waves of mail (two questionnaire mailings and two reminder post cards) with a 
telephone follow-up of at least three attempts.  MDwise chose a mixed (mail and telephone) 
survey administration methodology.  

 
Response Rate 
The required sample size is 1,650 in accordance with NCQA protocol for Child Medicaid 
plans, although plans may choose to over-sample or augment5 their population if desired.  
Your plan’s sample size is 2,805.  The Myers Group collected 1023 valid surveys from the 
eligible member population from January through May of 2009.  After adjusting for ineligible 
members, your survey response rate is 40.4%.   
 
The Myers Group collected your health plan’s 1023 valid surveys via the mixed collection 
method (547 Mail and 476 Telephone).  The overall NCQA target number of valid surveys is 
411. 
 
MDwise’s CAHPS® survey was also conducted in Spanish for non-English-speaking members 
during telephone portion of survey administration.  The total number of completes from 
Spanish language surveys is 38. 
 
A response rate is only calculated for those members who were eligible and able to respond.  
According to NCQA protocol, ineligible members include those who are deceased, do not 
meet the eligible population criteria, have a language barrier, or are either mentally or 
physically incapacitated.  Non-respondents include those members who have refused to 
participate in the survey, could not be reached due to a bad address or telephone number, or 
members that reached a maximum attempt threshold and were unable to be contacted during 
the survey time period.   
 
The table below shows the total number of members in the sample that fell into each of the 
various disposition categories.  Depending upon the survey protocol, some of the groupings 
below may not apply. 
 

Disposition Group Disposition Category N 

Ineligible 

Deceased  (M20/T20) 0 

Does not meet eligibility criteria  (M21/T21) 243 

Language barrier  (M22/T22) 30 

Mentally/physically incapacitated  (M24/T24) 0 

Total Ineligible 273 

Non-response 

Bad address/phone (M23/T23) 182 

Refusal  (M32/T32) 161 

Maximum attempts made  (M33/T33) 1166 

Total Non-response 1509 

                                                      
5 Although plans may choose to augment their population, augments are not included in the Response Rate calculation or survey 
disposition groupings. 
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Ineligible members are subtracted from the sample size when computing a response rate as 
shown below. 
 

Completed surveys 
=  Response Rate 

Sample size – Ineligible members 
 
Using the final figures from MDwise’s Medicaid Child survey, the numerator and denominator 
used to compute your response rate are presented below. 
 

547 (Mail) + 476 (Phone)  
=

1023 
= 40.4% 

2,805 (Sample) – 273 (Ineligible) 2,532 
 
Refer to the Technical Notes for the protocol used to calculate the response rate and 
administer the survey. 
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Profile of Survey Respondents  
The demographic characteristics of respondents surveyed should be representative of your 
member population.  The Myers Group follows NCQA protocol to help achieve a 
representative sample of your plan’s member population.  Page 2A shows the percentage of 
respondents by demographics (respondent’s age, respondent’s gender, respondent’s relation 
to child, respondent’s education) within your plan.  Page 2B provides the percentage of child 
members surveyed by demographic category (child’s age, child’s gender, child’s duration with 
plan, child’s health status, and child’s race/ethnicity). 
 
Page 2C provides the percentage of respondents by demographic category compared to the 
2009 TMG Medicaid Child Book of Business and the 2008 CAHPS Booklet.. The demographic 
makeup of your plan’s member base may not mirror the “average” plan; therefore, caution is 
recommended when making comparisons to benchmark data. Page 2D provides the 
percentage of respondents by demographic category compared to your plan’s 2008 and 2007 
demographics. To help you identify how your plan’s population compares to other plans and to 
previous data, significant differences are determined by a z-test for statistical significance and 
then highlighted.  (Refer to the Technical Notes for more information on this topic.) 
 
 Demographic comparisons (TMG Book of Business): Page 2C shows there are 

significant differences between your plan and the 2009 TMG Medicaid Child Book of 
Business in the following demographic categories: Respondent's Age, Child's 
Race/Ethnicity, Respondent's Education, Child’s Age, and Child's Health Status. 

 
 
 Demographic comparisons (Trending): Page 2D shows there have been significant 

changes between your 2009 population and that of 2008 in the following demographic 
categories: Respondent's Gender, Respondent's Age, Child's Race/Ethnicity, Child's Age, 
and Respondent's Relation to Child.  

 
 
Through years of experience and analysis of our books of business, The Myers Group has 
observed that the demographics of a response group may have an effect on the overall 
satisfaction results.  For example, higher satisfaction ratings are usually given by members 
who are older and report better health status. In contrast, members who are more educated 
tend to give lower ratings of overall satisfaction.   A larger proportion of these types of 
respondents (i.e., older, better health status, more educated) could affect your plan’s 
satisfaction scores.  A comprehensive detail of demographic results for your plan is presented 
in Segmentation Analysis – Section 7. 
 
 
 
Charts 2A – 2D 
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Survey Demographic Comparisons Medicaid Child CAHPS® 

1023  Total Respondents

24 or 
younger
21.0%

25 - 34
37.8%

35 - 44
26.3%

45 or older
14.8%

RESPONDENT'S AGE

Male
10.4%

Female
89.6%

RESPONDENT'S GENDER

College 
Graduate 
or more

5.5%

RESPONDENT'S EDUCATION

Other
9.1%

RELATION TO CHILD

HS 
Graduate 

or less
64.3%

Some 
College
30.2%

Parent
90.9%
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1023  Total Respondents

0 - 4
35.2%

5 - 8
21.7%

9-13
24.9%

14 or older
18.2%

CHILD'S AGE

Male
52.1%

Female
47.9%

CHILD'S GENDER

Good

Fair/Poor
5.7%

CHILD'S HEALTH STATUS*

* Health status is defined by respondent.

** Race and Ethnicity are separate questions and respondents may chose more than one 
race option, therefore figures will not equal 100%.  "Other" includes respondents who 
answered "Other."

Excellent/ 
Very good

73.4%

21.0%

0% 25% 50% 75% 100%

White

Black/African-American

Hispanic/Latino

Asian

Hawaiian/Pacific Is.

Am. Indian /Alaskan 

Other

79.2%

19.7%

14.3%

1.0%

0.2%

1.3%

8.5%

RACE/ETHNICITY**

The Myers Group Medicaid Child Survey—2009  2B



Profile of Survey Respondents MDwise

Benchmark Comparisons Medicaid Child CAHPS® 

1023  Total Respondents

MDwise
TMG Book of 

Business*

CAHPS® 
Booklet 

(Medicaid 
Child)*

2009 2009 2008 Plan to TMG
Plan to 
CAHPS 
Booklet

Male 10.4% 11.3% 9.8% ↔ ↔
Female 89.6% 88.7% 90.2% ↔ ↔

24 or younger 21.0% 19.8% 19.9% ↔ ↔
25 - 34 years 37.8% 31.1% 32.8% ↑ ↑
35 - 44 years 26.3% 28.6% 27.5% ↔ ↔
45 or older 14.8% 20.6% 19.8% ↓ ↓

Parent 90.9% 91.6% 90.1% ↔ ↔
Other 9.1% 8.4% 9.9% ↔ ↔

High School Graduate or less 64.3% 56.7% 59.4% ↑ ↑
Some College 30.2% 33.5% 32.1% ↓ ↔
College Graduate or more 5.5% 9.7% 8.5% ↓ ↓

White 79.2% 60.7% 55.6% ↑ ↑
Black/African-American 19.7% 33.4% 24.3% ↓ ↓
Hispanic/Latino 14.3% 13.8% 22.1% ↔ ↓
Asian 1.0% 3.0% 2.8% ↓ ↓
Hawaiian/Pacific Is. 0.2% 0.4% 0.5% ─ ─
Am. Indian/Alaskan 1.3% 2.6% 2.0% ↓ ↔
Other 8.5% 8.7% 14.8% ↔ ↓

0 - 4 years 35.2% 29.6% ↑
5 - 8 years 21.7% 20.1% ↔
9 - 13 years 24.9% 25.6% ↔
14 or older 18.2% 24.8% ↓

Excellent/Very good 73.4% 76.6% 76.7% ↓ ↓
Good 21.0% 18.5% 18.1% ↑ ↑
Fair/Poor 5.7% 4.8% 5.2% ↔ ↔

Health Status (Q37)

* The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  The 2008 
CAHPS® Booklet, represents approximately 39 Medicaid child (non-CCC) samples,that submitted data to NCQA in 2008, utilizing the CAHPS 3.0H survey tool.  Due to significant 
changes between the CAHPS 3.0H child survey tool and the CAHPS 4.0H child survey tool, this benchmark does not include results for new CAHPS measures. 

*** Race and Ethnicity are separate questions and respondents may chose more than one race option, therefore figures will not equal 100%.  "Other" includes respondents who 
answered "Other." 

**  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to 

benchmarks;  ↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All 
significance testing is performed at the 95% significance level.

Respondent Gender (Q43)

Respondent Age (Q42)

Relation to Child (Q45)

Respondent Education (Q44)

Child's

Child's Age (Q38)

Child's

Race/Ethnicity (Q40 & Q41)***

Not Available
Not 

Available

Demographic Category

Significance Testing**
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Profile of Survey Respondents MDwise

Demographic Trending Medicaid Child CAHPS® 

1023  Total Respondents Current

since 
2008

since 
2007 

Male 10.4% 5.8% 5.3% ↑ ↑
Female 89.6% 94.2% 94.4% ↓ ↓

24 or younger 21.0% 28.0% 24.2% ↓ ↔
25 - 34 years 37.8% 32.8% 33.3% ↑ ↔
35 - 44 years 26.3% 22.2% 20.8% ↔ ↑
45 or older 14.8% 17.1% 21.7% ↔ ↓

Parent 90.9% 87.7% 85.9% ↑ ↑
Other 9.1% 12.3% 14.1% ↓ ↓

High School Graduate or less 64.3% 60.7% 62.1% ↔ ↔

Some College 30.2% 31.5% 32.0% ↔ ↔
College Graduate or more 5.5% 7.8% 5.9% ↔ ↔

Child's White 79.2% 82.5% 58.4% ↔ ↑
Black/African-American 19.7% 13.8% 32.2% ↑ ↓
Hispanic/Latino 14.3% 9.5% 12.7% ↑ ↔
Asian 1.0% 1.0% 4.4% ↔ ↓
Other 10.0% 9.6% 21.8% ↔ ↓

Child's Age (Q39) 0 - 4 years 35.2% 39.6% 31.5% ↔ ↔
5 - 8 years 21.7% 21.0% 24.9% ↔ ↔
9 - 13 years 24.9% 19.2% 22.1% ↑ ↔
14 or older 18.2% 20.2% 21.5% ↔ ↔

Child's Excellent/Very good 73.4% 75.7% 72.5% ↔ ↔
Health Status (Q37) Good 21.0% 17.8% 21.0% ↔ ↔

Fair/Poor 5.7% 6.6% 6.5% ↔ ↔

Demographic

Respondent Gender (Q43)

Respondent Age (Q42)

Relation to Child (Q45)

Respondent Education (Q44)

2009 20072008Category

*  Significance Testing - "↓" denotes significant decrease when compared to previous years.  "↑" denotes significant increase when compared to previous years.  "↔" 
denotes that there was no significant difference between the  percentages.  "─" denotes that there was insufficient sample size to conduct the statistical test.  All 
significance testing is performed at the 95% significance level.

** Race and Ethnicity figures will not equal 100% because they are separate questions.  "Other" includes Native Hawaiian or Other Pacific Islander, American Indian or 
Alaska Native, and respondents who answered "Other."

Significance 
Testing*

Race/Ethnicity (Q40 & Q41)**
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3. Trend Comparisons 
The CAHPS® 4.0H survey is designed to use composite scores to facilitate the aggregation of 
information and the communication of results.  Questions are combined into composite 
categories comprising a particular service area managed by your plan.  These composites, 
the questions that make up composites (attributes), additional measures, and rating questions 
are shown on the following trend pages.   Trending to 2008, 2007, and 2006 data is also 
shown when available. 
 
Page 3A Trend Comparisons 

Shows how your health plan’s 2009 composite and key question Summary 
Rates compare to your scores from 2008, 2007, and 2006.  Significant 
differences are highlighted. 

 
Pages 3B-3C Drill-Down of Trend Comparisons  

Show graphical presentations of year-to-year comparisons of response options 
for composites and key questions. Page 3B shows the two trendable 
composites, Getting Needed Care and How Well Doctors Communicate, and 
Page 3C shows rating questions. 

 
 

 
 
Charts 3A – 3C 
 
 
 

Due to significant differences between the CAHPS® 4.0H and CAHPS® 3.0H surveys (used prior to 2009), many 
questions and composites are not trendable.  The following composites and measures are affected: Getting 
Needed Care, Customer Service, Shared Decision Making, Health Promotion and Education, and Coordination 
of Care.    



Trend Comparisons MDwise

Composites and Key Questions of Member Satisfaction Medicaid Child CAHPS® 

1023  Total Respondents

Valid 
n

Summary 
Rate* Valid n 

Summary 
Rate* 

Valid 
n 

Summary 
Rate* 

Valid 
n 

Summary 
Rate* 

since 
2008

since 
2007

since 
2006

Getting Care Quickly
690

91.2%
368

92.7%
200

85.3%
369

90.5% ↔ ↑ ↔

Q4. Obtaining needed care right away 395 93.7% 271 93.7% 137 87.6% 244 91.0% ↔ ↑ ↔

Q6.
Obtaining care when needed, not when 
needed right away

690 88.7% 368 91.6% 200 83.0% 369 90.0% ↔ ↑ ↔

How Well Doctors Communicate
735

92.5%
505

93.0%
259

92.0%
459

93.3% ↔ ↔ ↔

Q15.
Doctors explaining things in an understandable 
way

734 93.2% 505 94.1% 258 91.5% 459 93.9% ↔ ↔ ↔

Q16. Doctors listening carefully to you 735 93.2% 498 93.2% 259 92.7% 457 94.5% ↔ ↔ ↔

Q17.
Doctors showing respect for what you had to 
say

735 95.0% 502 95.8% 258 93.4% 458 95.6% ↔ ↔ ↔

Q20 Doctors spending enough time with your child 731 88.5% 498 88.8% 257 90.3% 449 89.1% ↔ ↔ ↔

Rating of Health Care  (Q12) 766 83.2% 499 83.8% 257 84.8% 460 83.5% ↔ ↔ ↔

Rating of Personal Doctor  (Q24) 929 84.6% 551 82.8% 279 82.8% 525 85.1% ↔ ↔ ↔

Rating of Specialist  (Q28) 178 84.3% 151 82.8% 76 80.3% 131 80.9% ↔ ↔ ↔

Rating of Health Plan  (Q36) 962 84.3% 590 79.3% 328 79.9% 600 83.2% ↑ ↔ ↔

2009 (4.0H) 2006 (3.0H)2007 (3.0H) Significance Testing **

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages.  Refer to the Technical Notes for 
more information.  

**  Significance Testing - ↓ denotes significant decrease when compared to previous years;  ↑ denotes significant increase when compared to previous years;  ↔ denotes that there was no 
significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is performed at the 95% 
significance level.

2008 (3.0H)

Current

Composites and Key Questions
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Drill-Down of Trend Comparisons MDwise
Composites of Member Satisfaction Medicaid Child CAHPS® 

1023  Total Respondents

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% Always 67.8% 65.7% 69.7% 74.7% ↑ ↑ ↔
% Usually 22.7% 19.6% 23.0% 16.5% ↓ ↔ ↓
% Never/Sometimes 9.5% 14.7% 7.3% 8.8% ↔ ↓ ↔

Getting Care Quickly

Significance Test*

9.5% 14.7% 7.3% 8.8%

22.7% 19.6%
23.0% 16.5%

67.8% 65.7% 69.7% 74.7%

0%

20%

40%

60%

80%

100%

2006 2007 2008 2009

Getting Care Quickly 

Always

Usually

Never/ Sometimes

76.0% 75.0% 73.1% 78.0%

40%

60%

80%

100%

How Well Doctors Communicate 

Always

Usually

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% Always 76.0% 75.0% 73.1% 78.0% ↔ ↔ ↑
% Usually 17.3% 17.0% 19.9% 14.5% ↔ ↔ ↓
% Never/Sometimes 6.7% 8.0% 7.0% 7.5% ↔ ↔ ↔

How Well Doctors Communicate

Significance Test*

*  Significance Testing - ↓ denotes significant decrease when compared to previous years;  ↑ denotes significant increase when compared to previous years;  ↔ denotes 
that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is 
performed at the 95% significance level.

6.7% 8.0% 7.0% 7.5%
17.3% 17.0% 19.9% 14.5%

0%

20%

2006 2007 2008 2009

y

Never/ Sometimes
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Drill-Down of Trend Comparisons MDwise
Global Ratings of Member Satisfaction Medicaid Child CAHPS® 

1023  Total Respondents

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% 9-10 68.9% 67.3% 66.9% 63.8% ↔ ↔ ↔

% 7-8 22.4% 24.5% 24.8% 27.2% ↔ ↔ ↔

% 0-6 8.7% 8.2% 8.2% 9.0% ↔ ↔ ↔

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% 9-10 69.3% 67.7% 65.0% 69.9% ↔ ↔ ↔
Rating of Personal Doctor (Q24)

Significance Test*

Rating of Health Care (Q12)

Significance Test*

8.7% 8.2% 8.2% 9.0%
22.4% 24.5% 24.8% 27.2%

68.9% 67.3% 66.9% 63.8%

0%

20%

40%

60%

80%

100%

2006 2007 2008 2009

Rating of Health Care ‐ Q12 

9‐10

7‐8

0‐6

7.2% 10.4% 9.8% 9.8%
23.4% 21.9% 25.2% 20.3%

69.3% 67.7% 65.0% 69.9%

0%

20%

40%

60%

80%

100%

2006 2007 2008 2009

Rating of Personal Doctor ‐ Q24 

9‐10

7‐8

0‐6

% 7-8 23.4% 21.9% 25.2% 20.3% ↔ ↔ ↓
% 0-6 7.2% 10.4% 9.8% 9.8% ↔ ↔ ↔

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% 9-10 66.4% 63.2% 66.9% 70.2% ↔ ↔ ↔
% 7-8 19.8% 26.3% 22.5% 19.7% ↔ ↔ ↔
% 0-6 13.7% 10.5% 10.6% 10.1% ↔ ↔ ↔

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% 9-10 67.3% 64.3% 65.1% 66.9% ↔ ↔ ↔
% 7-8 22.2% 22.9% 23.4% 24.5% ↔ ↔ ↔
% 0-6 10.5% 12.8% 11.5% 8.5% ↔ ↓ ↔
*  Significance Testing - ↓ denotes significant decrease when compared to previous years;  ↑ denotes significant increase when compared to previous years;  ↔ denotes that 
there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is 
performed at the 95% significance level.

Rating of Health Plan (Q36)

Significance Test*

Rating of Specialist (Q28)

Significance Test*

13.7% 10.5% 10.6% 10.1%

19.8% 26.3% 22.5% 19.7%

66.4% 63.2% 66.9% 70.2%

0%

20%

40%

60%

80%

100%
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Rating of Specialist ‐ Q28 

9‐10

7‐8

0‐6

10.5% 12.8% 11.5% 8.5%
22.2% 22.9% 23.4% 24.5%

67.3% 64.3% 65.1% 66.9%
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20%

40%

60%

80%

100%
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4. Benchmark Comparisons 
Your plan’s 2009 member satisfaction summary data, as well as several benchmarks for 
comparison, are all organized into the following charts. 
 
 
Page 4A 2009 TMG Medicaid Child Book of Business Percentiles 

Shows how your health plan’s composite and key question Summary Rates 
compare to the mean and percentile (25th, 50th, 75th, and 90th) scores 
generated from the 22 plan-specific Medicaid Child (Non-CCC) samples 
contracted with TMG to administer the CAHPS 4.0H survey and to submit 
data to NCQA in 2009.  This is currently the only benchmark available for the 
HEDIS version of the Medicaid Child 4.0H survey. Your plan’s percentile 
ranking is shown beside each score.   
 

Page 4B 2009 TMG Medicaid Child Book of Business and the 2008 CAHPS® Booklet 
(Medicaid Child) Summary Rate Comparison 
Page 4C shows how your health plan’s composite and key question 
Summary Rates compare to the mean scores of the 2009 TMG Book of 
Business and the 2008 CAHPS® Booklet.  The CAHPS® Booklet includes 39 
Medicaid Child samples that were submitted to NCQA in 2008, using the 
CAHPS 3.0H survey tool. Significant differences are highlighted. 

 
Page 4C 2008 National CAHPS® Benchmarking Database (NCBD) 

Shows how your health plan’s composite and key question Summary Rates 
compare to the NCBD Benchmark. Note: NCBD Summary Rate definitions 
are not the same as NCQA Summary Rate definitions.  Your plan’s Summary 
Rate has been recalculated on this page to match NCBD Summary Rate 
definitions. The NCBD data presented includes the summary-level results of 
29 Medicaid Child CAHPS® 4.0 Health Plan Survey results from 2008.  The 
4.0 tool used does not include all composites that are in the CAHPS 4.0H 
tool; therefore, only composites that are comparable are shown.  Additionally, 
plans submitting to NCBD are not required to follow HEDIS protocol. 

 
Page 4D 2009 TMG Medicaid Child Book of Business and the 2008 CAHPS® Booklet 

(Medicaid Child) Summary Rate Comparison – MDwise Delivery Systems 
Page 4D shows how your composite and key question Summary Rates 
associated each of the twelve (12) MDwise delivery systems (Wishard, 
Methodist, St. Francis, ProHealth, St. Vincent, St. Catherine, St. Margaret 
Mercy, St. Anthony, Community Munster, St. Mary Medical Center, 
SelectHealth, and Hoosier Alliance) compare to the mean scores of the 2009 
TMG Book of Business and the 2008 CAHPS® Booklet.  The CAHPS® 
Booklet includes 39 Medicaid Child samples that were submitted to NCQA in 
2008, using the CAHPS 3.0H survey tool. Significant differences are 
highlighted. 

 
Charts 4A – 4D 
 

  
 



Benchmark Comparisons MDwise
2009 TMG Percentiles Medicaid Child CAHPS® 

1023  Total Respondents

Mean 25th 50th 75th 90th

Getting Needed Care 84.6% 71st 78.9% 74.2% 79.2% 84.8% 87.3%

Q26. Ease of getting appointment with a specialist 82.0% 80th 74.1% 69.8% 74.5% 80.6% 84.7%

Q30. Getting care, tests, or treatments necessary 87.2% 66th 83.7% 78.9% 85.0% 88.1% 90.4%

Getting Care Quickly 91.2% 80th 87.0% 83.7% 88.4% 90.0% 93.0%

Q4. Obtaining needed care right away 93.7% 80th 89.2% 87.0% 90.0% 92.4% 95.2%

Q6. Obtaining care when needed, not when needed right away 88.7% 80th 84.8% 81.7% 86.5% 88.2% 90.6%

How Well Doctors Communicate 92.5% 66th 91.4% 90.1% 91.7% 93.0% 94.2%

Q15. Doctors explaining things in an understandable way 93.2% 66th 92.1% 90.1% 92.5% 93.6% 95.0%

Q16. Doctors listening carefully to you 93.2% 52nd 92.8% 92.1% 93.2% 94.1% 94.8%

Q17. Doctors showing respect for what you had to say 95.0% 61st 94.0% 92.2% 94.7% 95.3% 96.4%

Q20. Doctors spending enough time with your child 88.5% 57th 86.7% 84.1% 86.2% 89.4% 92.1%

Customer Service 73.4% <10th 81.4% 77.9% 82.3% 86.4% 88.6%

Q32. Getting information/help from customer service 65.6% <10th 75.2% 71.8% 75.2% 80.3% 85.0%

Q33. 
Treated with courtesy and respect by customer service 
staff 

81.3% 14th 87.5% 83.6% 88.6% 92.5% 93.8%

Shared Decision Making 70.7% 90th 65.3% 62.8% 65.7% 68.9% 70.6%

Q10.
Health provider talked about pros and cons of choice of 
treatment

70.3% 71st 67.9% 65.5% 68.0% 71.2% 72.8%

Q11.
Doctor/provider asked which choice you thought was best 
for you

71.1% 99th 62.8% 59.4% 62.7% 65.9% 68.7%

Health Promotion and Education (Q8) 66.1% 90th 60.8% 58.8% 60.6% 62.7% 66.0%

Coordination of Care (Q23) 80.6% 85th 77.4% 76.1% 76.7% 79.7% 80.8%

Rating of Health Care  (Q12) 83.2% 85th 79.9% 77.0% 80.3% 82.3% 84.0%

Rating of Personal Doctor  (Q24) 84.6% 47th 83.9% 81.2% 85.0% 86.9% 87.9%

Rating of Specialist  (Q28) 84.3% 61st 81.0% 76.3% 82.5% 85.0% 85.9%

Rating of Health Plan  (Q36) 84.3% 71st 80.6% 75.0% 81.4% 84.6% 86.8%

*** The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  

** Ranking indicates where your plan's Summary Rate ranks when compared to all other Medicaid child (Non-CCC) plans that submitted data to NCQA through TMG in 2009.  
Summary Rates that are below the 10th percentile are shown as "<10th."

Composites and Key Questions

Your Plan 
Summary 

Rate*

2009 TMG Mean & Percentiles***Your Plan's 
Ranking**

*  Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages.  The Summary Rates for 
the Effectiveness of Care Measures are calculated on a two-year rolling average due to anticipated small denominators.  Refer to the Technical Notes for more information.  
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Benchmark Comparisons MDwise

2009 TMG Book of Business & 2008 CAHPS® Booklet Medicaid Child CAHPS® 

1023  Total Respondents

Getting Needed Care
320

84.6% 78.9% ↑

Q26. Ease of getting appointment with a specialist 205 82.0% 74.1% ↑

Q30. Getting care, tests, or treatments necessary 320 87.2% 83.7% ↔

Getting Care Quickly
690

91.2% 87.0% 86.0% ↑ ↑

Q4. Obtaining needed care right away 395 93.7% 89.2% 87.4% ↑ ↑

Q6. Obtaining care when needed, not when needed right away 690 88.7% 84.8% 84.5% ↑ ↑

How Well Doctors Communicate
735

92.5% 91.4% 90.1% ↔ ↑

Q15. Doctors explaining things in an understandable way 734 93.2% 92.1% 90.3% ↔ ↑

Q16. Doctors listening carefully to you 735 93.2% 92.8% 91.5% ↔ ↔

Q17. Doctors showing respect for what you had to say 735 95.0% 94.0% 92.8% ↔ ↑

Q20. Doctors spending enough time with your child 731 88.5% 86.7% 85.7% ↔ ↑

Customer Service 
123

73.4% 81.4% ↓

Q32. Getting information/help from customer service 122 65.6% 75.2% ↓

Q33. Treated with courtesy and respect by customer service staff 123 81.3% 87.5% ↓

Shared Decision Making
327

70.7% 65.3% ↑

Q10.
Health provider talked about pros and cons of choice of 
treatment

327 70.3% 67.9% ↔

Q11.
Doctor/provider asked which choice you thought was best for 
you

325 71.1% 62.8% ↑

773 66.1% 60.8% ↑

268 80.6% 77.4% ↔

Rating of Health Care  (Q12) 766 83.2% 79.9% 81.0% ↑ ↔

Rating of Personal Doctor  (Q24) 929 84.6% 83.9% 81.5% ↔ ↑

Rating of Specialist  (Q28) 178 84.3% 81.0% 77.8% ↔ ↑

Rating of Health Plan  (Q36) 962 84.3% 80.6% 79.5% ↑ ↑

Significance 
Testing***

To TMG 
BoB

Valid 
n

Composites and Key Questions
2009 TMG 
Book of 

Business**

Summary 
Rate*

To CAHPS 
Booklet

 2008 CAHPS 
Booklet - 
Medicaid 
Child**

Not Available Not Available

Not Available Not Available

** The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  The 2008 
CAHPS® Booklet, represents approximately 39 Medicaid child (non-CCC) samples,that submitted data to NCQA in 2008, utilizing the CAHPS 3.0H survey tool.  Due to significant 
changes between the CAHPS 3.0H child survey tool and the CAHPS 4.0H child survey tool, this benchmark does not include results for new CAHPS measures. 

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to 
benchmarks;  ↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All 
significance testing is performed at the 95% significance level.

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages. 

Health Promotion and Education (Q8) - Doctor discussed 
specific things to do to prevent illnesses. 

Coordination of Care (Q23) - Doctor seemed informed/up-to-
date about the care received from other doctors/providers. 
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Benchmark Comparisons MDwise
2008 NCBD Benchmark Medicaid Child CAHPS® 

1023  Total Respondents

Significance Testing***

Your Plan to NCBD

Getting Needed Care Always 60% 50% ↑

Q26. Ease of getting appointment with a specialist 59% 48% ↑

Q30. Getting care, tests, or treatments necessary 62% 53% ↑

Getting Care Quickly Always 75% 69% ↑

Q4. Obtaining needed care right away 79% 72% ↑

Q6. Obtaining care when needed, not when needed right away 70% 65% ↑

How Well Doctors Communicate Always 78% 75% ↔

Q15. Doctors explaining things in an understandable way 79% 78% ↔

Q16. Doctors listening carefully to you 81% 79% ↔

Q17. Doctors showing respect for what you had to say 83% 83% ↔

Q20. Doctors spending enough time with your child 68% 63% ↑

Customer Service Always 54% 58% ↔

Q32. Getting information/help from customer service 48% 50% ↔

Q33. 
Treated with courtesy and respect by customer service 
staff 

60% 67% ↔

Rating of Health Care  (Q12) 9-10 64% 60% ↑

Rating of Personal Doctor  (Q24) 9-10 70% 70% ↔

Rating of Specialist  (Q28) 9-10 70% 64% ↔

Rating of Health Plan  (Q36) 9-10 67% 57% ↑

Always

Always

Composites and Key Questions

Your Plan 
Summary Rate*

NCBD 
Benchmark 

Summary Rate**

NCBD 
Summary 

Rate 
Definition

Always

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared 
to benchmarks;  ↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical 
test.  All significance testing is performed at the 95% significance level.

Always

*  Summary Rates calculations are defined by National CAHPS Benchmarking Database (NCBD). Your Summary Rates are recalulated to match the NCBD benchmark 
Summary Rate definition, and are shown in the column labeled "Your Plan's Summary Rate." 

**  Source for the benchmark data is NCBD 2008 Chartbook, which presents 29 Medicaid child summary-level results for the CAHPS 4.0 Health Plan Survey.  NCBD 
benchmark also includes results from CAHPS surveys that have not been administered according to CAHPS 4.0H specification.  
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Benchmark Comparisons MDwise

2009 TMG Book of Business & 2008 CAHPS® Booklet Medicaid Child CAHPS® 

272  Total Respondents

Getting Needed Care
78

68.6% 78.9% ↓

Q26. Ease of getting appointment with a specialist 52 65.4% 74.1% ↔

Q30. Getting care, tests, or treatments necessary 78 71.8% 83.7% ↓

Getting Care Quickly
174

81.0% 87.0% 86.0% ↓ ↔

Q4. Obtaining needed care right away 86 89.5% 89.2% 87.4% ↔ ↔

Q6. Obtaining care when needed, not when needed right away 174 72.4% 84.8% 84.5% ↓ ↓

How Well Doctors Communicate
158

89.3% 91.4% 90.1% ↔ ↔

Q15. Doctors explaining things in an understandable way 157 92.4% 92.1% 90.3% ↔ ↔

Q16. Doctors listening carefully to you 158 93.7% 92.8% 91.5% ↔ ↔

Q17. Doctors showing respect for what you had to say 158 93.7% 94.0% 92.8% ↔ ↔

Q20. Doctors spending enough time with your child 156 77.6% 86.7% 85.7% ↓ ↓

Customer Service 
46

70.7% 81.4% ↔

Q32. Getting information/help from customer service 46 63.0% 75.2% ↔

Q33. Treated with courtesy and respect by customer service staff 46 78.3% 87.5% ↔

Shared Decision Making
84

70.5% 65.3% ↔

Q10.
Health provider talked about pros and cons of choice of 
treatment

82 74.4% 67.9% ↔

Q11.
Doctor/provider asked which choice you thought was best for 
you

84 66.7% 62.8% ↔

182 61.0% 60.8% ↔

54 74.1% 77.4% ↔

Rating of Health Care  (Q12) 183 80.9% 79.9% 81.0% ↔ ↔

Rating of Personal Doctor  (Q24) 223 86.5% 83.9% 81.5% ↔ ↔

Rating of Specialist  (Q28) 44 81.8% 81.0% 77.8% ↔ ↔

Rating of Health Plan  (Q36) 256 84.0% 80.6% 79.5% ↔ ↔

Composites and Key Questions
Valid 

n

Wishard 
Summary 
Rate 2009*

2009 TMG 
Book of 

Business**

 2008 CAHPS 
Booklet - 
Medicaid 
Child**

Significance 
Testing***

Coordination of Care (Q23) - Doctor seemed informed/up-to-
date about the care received from other doctors/providers. 

To TMG 
BoB

To CAHPS 
Booklet

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages. 

** The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  The 2008 
CAHPS® Booklet, represents approximately 39 Medicaid child (non-CCC) samples,that submitted data to NCQA in 2008, utilizing the CAHPS 3.0H survey tool.  Due to significant 
changes between the CAHPS 3.0H child survey tool and the CAHPS 4.0H child survey tool, this benchmark does not include results for new CAHPS measures. 

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to 
benchmarks;  ↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All 
significance testing is performed at the 95% significance level.

Not Available Not Available

Not Available Not Available

Health Promotion and Education (Q8) - Doctor discussed 
specific things to do to prevent illnesses. 
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Benchmark Comparisons MDwise

2009 TMG Book of Business & 2008 CAHPS® Booklet Medicaid Child CAHPS® 

247  Total Respondents

Getting Needed Care
62

79.3% 78.9% ↔

Q26. Ease of getting appointment with a specialist 49 71.4% 74.1% ↔

Q30. Getting care, tests, or treatments necessary 62 87.1% 83.7% ↔

Getting Care Quickly
167

88.0% 87.0% 86.0% ↔ ↔

Q4. Obtaining needed care right away 94 90.4% 89.2% 87.4% ↔ ↔

Q6. Obtaining care when needed, not when needed right away 167 85.6% 84.8% 84.5% ↔ ↔

How Well Doctors Communicate
167

91.7% 91.4% 90.1% ↔ ↔

Q15. Doctors explaining things in an understandable way 167 90.4% 92.1% 90.3% ↔ ↔

Q16. Doctors listening carefully to you 166 93.4% 92.8% 91.5% ↔ ↔

Q17. Doctors showing respect for what you had to say 166 95.2% 94.0% 92.8% ↔ ↔

Q20. Doctors spending enough time with your child 166 88.0% 86.7% 85.7% ↔ ↔

Customer Service 
32

72.8% 81.4% ↔

Q32. Getting information/help from customer service 31 61.3% 75.2% ↔

Q33. Treated with courtesy and respect by customer service staff 32 84.4% 87.5% ─

Shared Decision Making
78

66.7% 65.3% ↔

Q10.
Health provider talked about pros and cons of choice of 
treatment

78 67.9% 67.9% ↔

Q11.
Doctor/provider asked which choice you thought was best for 
you

78 65.4% 62.8% ↔

177 66.7% 60.8% ↔

62 71.0% 77.4% ↔

Rating of Health Care  (Q12) 177 82.5% 79.9% 81.0% ↔ ↔

Rating of Personal Doctor  (Q24) 217 88.5% 83.9% 81.5% ↔ ↑

Rating of Specialist  (Q28) 41 82.9% 81.0% 77.8% ↔ ↔

Rating of Health Plan  (Q36) 235 85.1% 80.6% 79.5% ↔ ↑

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages. 

** The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  The 2008 
CAHPS® Booklet, represents approximately 39 Medicaid child (non-CCC) samples,that submitted data to NCQA in 2008, utilizing the CAHPS 3.0H survey tool.  Due to significant 
changes between the CAHPS 3.0H child survey tool and the CAHPS 4.0H child survey tool, this benchmark does not include results for new CAHPS measures. 

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to 
benchmarks;  ↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All 
significance testing is performed at the 95% significance level.

Not Available Not Available

Not Available Not Available

Health Promotion and Education (Q8) - Doctor discussed 
specific things to do to prevent illnesses. 

Coordination of Care (Q23) - Doctor seemed informed/up-to-
date about the care received from other doctors/providers. 

To TMG 
BoB

To CAHPS 
Booklet

Composites and Key Questions
Valid 

n

Methodist 
Summary 
Rate 2009*

2009 TMG 
Book of 

Business**

 2008 CAHPS 
Booklet - 
Medicaid 
Child**

Significance 
Testing***
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Benchmark Comparisons MDwise

2009 TMG Book of Business & 2008 CAHPS® Booklet Medicaid Child CAHPS® 

163  Total Respondents

Getting Needed Care
56

89.7% 78.9% ↑

Q26. Ease of getting appointment with a specialist 37 86.5% 74.1% ↔

Q30. Getting care, tests, or treatments necessary 56 92.9% 83.7% ↔

Getting Care Quickly
115

95.3% 87.0% 86.0% ↑ ↑

Q4. Obtaining needed care right away 72 95.8% 89.2% 87.4% ↔ ↑

Q6. Obtaining care when needed, not when needed right away 115 94.8% 84.8% 84.5% ↑ ↑

How Well Doctors Communicate
122

96.1% 91.4% 90.1% ↔ ↑

Q15. Doctors explaining things in an understandable way 122 96.7% 92.1% 90.3% ↔ ↑

Q16. Doctors listening carefully to you 121 95.9% 92.8% 91.5% ↔ ↔

Q17. Doctors showing respect for what you had to say 122 97.5% 94.0% 92.8% ↔ ↑

Q20. Doctors spending enough time with your child 121 94.2% 86.7% 85.7% ↑ ↑

Customer Service 
31

72.6% 81.4% ↔

Q32. Getting information/help from customer service 31 71.0% 75.2% ↔

Q33. Treated with courtesy and respect by customer service staff 31 74.2% 87.5% ─

Shared Decision Making
65

74.4% 65.3% ↔

Q10.
Health provider talked about pros and cons of choice of 
treatment

65 75.4% 67.9% ↔

Q11.
Doctor/provider asked which choice you thought was best for 
you

64 73.4% 62.8% ↔

123 63.4% 60.8% ↔

50 94.0% 77.4% ↑

Rating of Health Care  (Q12) 123 88.6% 79.9% 81.0% ↑ ↑

Rating of Personal Doctor  (Q24) 153 90.8% 83.9% 81.5% ↑ ↑

Rating of Specialist  (Q28) 34 91.2% 81.0% 77.8% ↔ ↔

Rating of Health Plan  (Q36) 159 86.2% 80.6% 79.5% ↔ ↑

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages. 

** The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  The 2008 
CAHPS® Booklet, represents approximately 39 Medicaid child (non-CCC) samples,that submitted data to NCQA in 2008, utilizing the CAHPS 3.0H survey tool.  Due to significant 
changes between the CAHPS 3.0H child survey tool and the CAHPS 4.0H child survey tool, this benchmark does not include results for new CAHPS measures. 

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to 
benchmarks;  ↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All 
significance testing is performed at the 95% significance level.

Not Available Not Available

Not Available Not Available

Health Promotion and Education (Q8) - Doctor discussed 
specific things to do to prevent illnesses. 

Coordination of Care (Q23) - Doctor seemed informed/up-to-
date about the care received from other doctors/providers. 

To TMG 
BoB

To CAHPS 
Booklet

Composites and Key Questions
Valid 

n

St. Francis 
Summary 
Rate 2009*

2009 TMG 
Book of 

Business**

 2008 CAHPS 
Booklet - 
Medicaid 
Child**

Significance 
Testing***
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Benchmark Comparisons MDwise

2009 TMG Book of Business & 2008 CAHPS® Booklet Medicaid Child CAHPS® 

168  Total Respondents

Getting Needed Care
49

81.1% 78.9% ↔

Q26. Ease of getting appointment with a specialist 34 76.5% 74.1% ↔

Q30. Getting care, tests, or treatments necessary 49 85.7% 83.7% ↔

Getting Care Quickly
119

87.6% 87.0% 86.0% ↔ ↔

Q4. Obtaining needed care right away 58 84.5% 89.2% 87.4% ↔ ↔

Q6. Obtaining care when needed, not when needed right away 119 90.8% 84.8% 84.5% ↔ ↔

How Well Doctors Communicate
126

92.0% 91.4% 90.1% ↔ ↔

Q15. Doctors explaining things in an understandable way 124 92.7% 92.1% 90.3% ↔ ↔

Q16. Doctors listening carefully to you 126 93.7% 92.8% 91.5% ↔ ↔

Q17. Doctors showing respect for what you had to say 126 92.1% 94.0% 92.8% ↔ ↔

Q20. Doctors spending enough time with your child 125 89.6% 86.7% 85.7% ↔ ↔

Customer Service 
18

66.7% 81.4% ─

Q32. Getting information/help from customer service 18 61.1% 75.2% ─

Q33. Treated with courtesy and respect by customer service staff 18 72.2% 87.5% ─

Shared Decision Making
50

59.9% 65.3% ↔

Q10.
Health provider talked about pros and cons of choice of 
treatment

50 56.0% 67.9% ↔

Q11.
Doctor/provider asked which choice you thought was best for 
you

47 63.8% 62.8% ↔

126 74.6% 60.8% ↑

41 75.6% 77.4% ↔

Rating of Health Care  (Q12) 124 81.5% 79.9% 81.0% ↔ ↔

Rating of Personal Doctor  (Q24) 160 87.5% 83.9% 81.5% ↔ ↔

Rating of Specialist  (Q28) 28 78.6% 81.0% 77.8% ↔ ↔

Rating of Health Plan  (Q36) 154 85.7% 80.6% 79.5% ↔ ↔

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages. 

** The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  The 2008 
CAHPS® Booklet, represents approximately 39 Medicaid child (non-CCC) samples,that submitted data to NCQA in 2008, utilizing the CAHPS 3.0H survey tool.  Due to significant 
changes between the CAHPS 3.0H child survey tool and the CAHPS 4.0H child survey tool, this benchmark does not include results for new CAHPS measures. 

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to 
benchmarks;  ↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All 
significance testing is performed at the 95% significance level.

Not Available Not Available

Not Available Not Available

Health Promotion and Education (Q8) - Doctor discussed 
specific things to do to prevent illnesses. 

Coordination of Care (Q23) - Doctor seemed informed/up-to-
date about the care received from other doctors/providers. 

To TMG 
BoB

To CAHPS 
Booklet

Composites and Key Questions
Valid 

n

ProHealth 
Summary 
Rate 2009*

2009 TMG 
Book of 

Business**

 2008 CAHPS 
Booklet - 
Medicaid 
Child**

Significance 
Testing***
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Benchmark Comparisons MDwise

2009 TMG Book of Business & 2008 CAHPS® Booklet Medicaid Child CAHPS® 

120  Total Respondents

Getting Needed Care
30

68.3% 78.9% ↔

Q26. Ease of getting appointment with a specialist 25 60.0% 74.1% ↔

Q30. Getting care, tests, or treatments necessary 30 76.7% 83.7% ─

Getting Care Quickly
71

83.2% 87.0% 86.0% ↔ ↔

Q4. Obtaining needed care right away 39 84.6% 89.2% 87.4% ─ ─

Q6. Obtaining care when needed, not when needed right away 71 81.7% 84.8% 84.5% ↔ ↔

How Well Doctors Communicate
63

93.6% 91.4% 90.1% ↔ ↔

Q15. Doctors explaining things in an understandable way 62 96.8% 92.1% 90.3% ─ ↔

Q16. Doctors listening carefully to you 63 93.7% 92.8% 91.5% ─ ↔

Q17. Doctors showing respect for what you had to say 61 96.7% 94.0% 92.8% ─ ─

Q20. Doctors spending enough time with your child 62 87.1% 86.7% 85.7% ↔ ↔

Customer Service 
19

71.1% 81.4% ─

Q32. Getting information/help from customer service 19 57.9% 75.2% ─

Q33. Treated with courtesy and respect by customer service staff 19 84.2% 87.5% ─

Shared Decision Making
27

57.4% 65.3% ↔

Q10.
Health provider talked about pros and cons of choice of 
treatment

27 63.0% 67.9% ↔

Q11.
Doctor/provider asked which choice you thought was best for 
you

27 51.9% 62.8% ↔

81 69.1% 60.8% ↔

23 73.9% 77.4% ↔

Rating of Health Care  (Q12) 81 90.1% 79.9% 81.0% ↑ ↑

Rating of Personal Doctor  (Q24) 85 89.4% 83.9% 81.5% ↔ ↔

Rating of Specialist  (Q28) 18 77.8% 81.0% 77.8% ─ ─

Rating of Health Plan  (Q36) 115 88.7% 80.6% 79.5% ↑ ↑

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages. 

** The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  The 2008 
CAHPS® Booklet, represents approximately 39 Medicaid child (non-CCC) samples,that submitted data to NCQA in 2008, utilizing the CAHPS 3.0H survey tool.  Due to significant 
changes between the CAHPS 3.0H child survey tool and the CAHPS 4.0H child survey tool, this benchmark does not include results for new CAHPS measures. 

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to 
benchmarks;  ↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All 
significance testing is performed at the 95% significance level.

Not Available Not Available

Not Available Not Available

Health Promotion and Education (Q8) - Doctor discussed 
specific things to do to prevent illnesses. 

Coordination of Care (Q23) - Doctor seemed informed/up-to-
date about the care received from other doctors/providers. 

To TMG 
BoB

To CAHPS 
Booklet

Composites and Key Questions
Valid 

n

St. Vincent 
Summary 
Rate 2009*

2009 TMG 
Book of 

Business**

 2008 CAHPS 
Booklet - 
Medicaid 
Child**

Significance 
Testing***
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Benchmark Comparisons MDwise

2009 TMG Book of Business & 2008 CAHPS® Booklet Medicaid Child CAHPS® 

118  Total Respondents

Getting Needed Care
32

72.8% 78.9% ↔

Q26. Ease of getting appointment with a specialist 17 70.6% 74.1% ─

Q30. Getting care, tests, or treatments necessary 32 75.0% 83.7% ↔

Getting Care Quickly
68

80.9% 87.0% 86.0% ↔ ↔

Q4. Obtaining needed care right away 39 89.7% 89.2% 87.4% ─ ─

Q6. Obtaining care when needed, not when needed right away 68 72.1% 84.8% 84.5% ↓ ↓

How Well Doctors Communicate
82

88.1% 91.4% 90.1% ↔ ↔

Q15. Doctors explaining things in an understandable way 82 91.5% 92.1% 90.3% ↔ ↔

Q16. Doctors listening carefully to you 82 95.1% 92.8% 91.5% ↔ ↔

Q17. Doctors showing respect for what you had to say 81 92.6% 94.0% 92.8% ─ ↔

Q20. Doctors spending enough time with your child 82 73.2% 86.7% 85.7% ↓ ↓

Customer Service 
18

74.0% 81.4% ─

Q32. Getting information/help from customer service 17 64.7% 75.2% ─

Q33. Treated with courtesy and respect by customer service staff 18 83.3% 87.5% ─

Shared Decision Making
37

60.8% 65.3% ↔

Q10.
Health provider talked about pros and cons of choice of 
treatment

37 54.1% 67.9% ↔

Q11.
Doctor/provider asked which choice you thought was best for 
you

37 67.6% 62.8% ↔

86 51.2% 60.8% ↔

15 73.3% 77.4% ─

Rating of Health Care  (Q12) 87 74.7% 79.9% 81.0% ↔ ↔

Rating of Personal Doctor  (Q24) 97 78.4% 83.9% 81.5% ↔ ↔

Rating of Specialist  (Q28) 14 50.0% 81.0% 77.8% ─ ─

Rating of Health Plan  (Q36) 111 87.4% 80.6% 79.5% ↔ ↑

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages. 

** The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  The 2008 
CAHPS® Booklet, represents approximately 39 Medicaid child (non-CCC) samples,that submitted data to NCQA in 2008, utilizing the CAHPS 3.0H survey tool.  Due to significant 
changes between the CAHPS 3.0H child survey tool and the CAHPS 4.0H child survey tool, this benchmark does not include results for new CAHPS measures. 

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to 
benchmarks;  ↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All 
significance testing is performed at the 95% significance level.

Not Available Not Available

Not Available Not Available

Health Promotion and Education (Q8) - Doctor discussed 
specific things to do to prevent illnesses. 

Coordination of Care (Q23) - Doctor seemed informed/up-to-
date about the care received from other doctors/providers. 

To TMG 
BoB

To CAHPS 
Booklet

Composites and Key Questions
Valid 

n

St. 
Catherine 
Summary 
Rate 2009*

2009 TMG 
Book of 

Business**

 2008 CAHPS 
Booklet - 
Medicaid 
Child**

Significance 
Testing***
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Benchmark Comparisons MDwise

2009 TMG Book of Business & 2008 CAHPS® Booklet Medicaid Child CAHPS® 

154  Total Respondents

Getting Needed Care
41

83.9% 78.9% ↔

Q26. Ease of getting appointment with a specialist 30 80.0% 74.1% ↔

Q30. Getting care, tests, or treatments necessary 41 87.8% 83.7% ↔

Getting Care Quickly
98

85.6% 87.0% 86.0% ↔ ↔

Q4. Obtaining needed care right away 56 87.5% 89.2% 87.4% ↔ ↔

Q6. Obtaining care when needed, not when needed right away 98 83.7% 84.8% 84.5% ↔ ↔

How Well Doctors Communicate
100

94.7% 91.4% 90.1% ↔ ↔

Q15. Doctors explaining things in an understandable way 99 93.9% 92.1% 90.3% ↔ ↔

Q16. Doctors listening carefully to you 100 96.0% 92.8% 91.5% ↔ ↔

Q17. Doctors showing respect for what you had to say 99 98.0% 94.0% 92.8% ↔ ↑

Q20. Doctors spending enough time with your child 99 90.9% 86.7% 85.7% ↔ ↔

Customer Service 
27

81.5% 81.4% ↔

Q32. Getting information/help from customer service 27 74.1% 75.2% ↔

Q33. Treated with courtesy and respect by customer service staff 27 88.9% 87.5% ─

Shared Decision Making
44

66.2% 65.3% ↔

Q10.
Health provider talked about pros and cons of choice of 
treatment

44 70.5% 67.9% ↔

Q11.
Doctor/provider asked which choice you thought was best for 
you

42 61.9% 62.8% ↔

107 71.0% 60.8% ↑

35 77.1% 77.4% ↔

Rating of Health Care  (Q12) 106 85.8% 79.9% 81.0% ↔ ↔

Rating of Personal Doctor  (Q24) 139 88.5% 83.9% 81.5% ↔ ↑

Rating of Specialist  (Q28) 27 85.2% 81.0% 77.8% ↔ ↔

Rating of Health Plan  (Q36) 149 84.6% 80.6% 79.5% ↔ ↔

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages. 

** The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  The 2008 
CAHPS® Booklet, represents approximately 39 Medicaid child (non-CCC) samples,that submitted data to NCQA in 2008, utilizing the CAHPS 3.0H survey tool.  Due to significant 
changes between the CAHPS 3.0H child survey tool and the CAHPS 4.0H child survey tool, this benchmark does not include results for new CAHPS measures. 

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to 
benchmarks;  ↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All 
significance testing is performed at the 95% significance level.

Not Available Not Available

Not Available Not Available

Health Promotion and Education (Q8) - Doctor discussed 
specific things to do to prevent illnesses. 

Coordination of Care (Q23) - Doctor seemed informed/up-to-
date about the care received from other doctors/providers. 

To TMG 
BoB

To CAHPS 
Booklet

Composites and Key Questions
Valid 

n

St. 
Margaret 

Mercy 
Summary 
Rate 2009*

2009 TMG 
Book of 

Business**

 2008 CAHPS 
Booklet - 
Medicaid 
Child**

Significance 
Testing***
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Benchmark Comparisons MDwise

2009 TMG Book of Business & 2008 CAHPS® Booklet Medicaid Child CAHPS® 

128  Total Respondents

Getting Needed Care
43

73.7% 78.9% ↔

Q26. Ease of getting appointment with a specialist 17 70.6% 74.1% ─

Q30. Getting care, tests, or treatments necessary 43 76.7% 83.7% ↔

Getting Care Quickly
91

83.3% 87.0% 86.0% ↔ ↔

Q4. Obtaining needed care right away 48 87.5% 89.2% 87.4% ↔ ↔

Q6. Obtaining care when needed, not when needed right away 91 79.1% 84.8% 84.5% ↔ ↔

How Well Doctors Communicate
83

81.2% 91.4% 90.1% ↓ ↓

Q15. Doctors explaining things in an understandable way 83 79.5% 92.1% 90.3% ↓ ↓

Q16. Doctors listening carefully to you 83 80.7% 92.8% 91.5% ↓ ↓

Q17. Doctors showing respect for what you had to say 83 84.3% 94.0% 92.8% ↓ ↓

Q20. Doctors spending enough time with your child 81 80.2% 86.7% 85.7% ↔ ↔

Customer Service 
27

70.4% 81.4% ↔

Q32. Getting information/help from customer service 27 63.0% 75.2% ↔

Q33. Treated with courtesy and respect by customer service staff 27 77.8% 87.5% ─

Shared Decision Making
20

65.0% 65.3% ↔

Q10.
Health provider talked about pros and cons of choice of 
treatment

20 70.0% 67.9% ↔

Q11.
Doctor/provider asked which choice you thought was best for 
you

20 60.0% 62.8% ↔

90 52.2% 60.8% ↔

27 63.0% 77.4% ↔

Rating of Health Care  (Q12) 88 63.6% 79.9% 81.0% ↓ ↓

Rating of Personal Doctor  (Q24) 104 65.4% 83.9% 81.5% ↓ ↓

Rating of Specialist  (Q28) 14 78.6% 81.0% 77.8% ─ ─

Rating of Health Plan  (Q36) 118 79.7% 80.6% 79.5% ↔ ↔

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages. 

** The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  The 2008 
CAHPS® Booklet, represents approximately 39 Medicaid child (non-CCC) samples,that submitted data to NCQA in 2008, utilizing the CAHPS 3.0H survey tool.  Due to significant 
changes between the CAHPS 3.0H child survey tool and the CAHPS 4.0H child survey tool, this benchmark does not include results for new CAHPS measures. 

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to 
benchmarks;  ↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All 
significance testing is performed at the 95% significance level.

Not Available Not Available

Not Available Not Available

Health Promotion and Education (Q8) - Doctor discussed 
specific things to do to prevent illnesses. 

Coordination of Care (Q23) - Doctor seemed informed/up-to-
date about the care received from other doctors/providers. 

To TMG 
BoB

To CAHPS 
Booklet

Composites and Key Questions
Valid 

n

St. Anthony 
Summary 
Rate 2009*

2009 TMG 
Book of 

Business**

 2008 CAHPS 
Booklet - 
Medicaid 
Child**

Significance 
Testing***
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Benchmark Comparisons MDwise

2009 TMG Book of Business & 2008 CAHPS® Booklet Medicaid Child CAHPS® 

14  Total Respondents

Getting Needed Care
4

87.5% 78.9% ─

Q26. Ease of getting appointment with a specialist 2 100.0% 74.1% ─

Q30. Getting care, tests, or treatments necessary 4 75.0% 83.7% ─

Getting Care Quickly
13

84.0% 87.0% 86.0% ─ ─

Q4. Obtaining needed care right away 6 83.3% 89.2% 87.4% ─ ─

Q6. Obtaining care when needed, not when needed right away 13 84.6% 84.8% 84.5% ─ ─

How Well Doctors Communicate
12

93.8% 91.4% 90.1% ─ ─

Q15. Doctors explaining things in an understandable way 12 91.7% 92.1% 90.3% ─ ─

Q16. Doctors listening carefully to you 12 91.7% 92.8% 91.5% ─ ─

Q17. Doctors showing respect for what you had to say 12 100.0% 94.0% 92.8% ─ ─

Q20. Doctors spending enough time with your child 12 91.7% 86.7% 85.7% ─ ─

Customer Service 
1

100.0% 81.4% ─

Q32. Getting information/help from customer service 1 100.0% 75.2% ─

Q33. Treated with courtesy and respect by customer service staff 1 100.0% 87.5% ─

Shared Decision Making
5

70.0% 65.3% ─

Q10.
Health provider talked about pros and cons of choice of 
treatment

5 60.0% 67.9% ─

Q11.
Doctor/provider asked which choice you thought was best for 
you

5 80.0% 62.8% ─

11 63.6% 60.8% ─

4 75.0% 77.4% ─

Rating of Health Care  (Q12) 11 81.8% 79.9% 81.0% ─ ─

Rating of Personal Doctor  (Q24) 14 92.9% 83.9% 81.5% ─ ─

Rating of Specialist  (Q28) 2 50.0% 81.0% 77.8% ─ ─

Rating of Health Plan  (Q36) 13 100.0% 80.6% 79.5% ─ ─

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages. 

** The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  The 2008 
CAHPS® Booklet, represents approximately 39 Medicaid child (non-CCC) samples,that submitted data to NCQA in 2008, utilizing the CAHPS 3.0H survey tool.  Due to significant 
changes between the CAHPS 3.0H child survey tool and the CAHPS 4.0H child survey tool, this benchmark does not include results for new CAHPS measures. 

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to 
benchmarks;  ↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All 
significance testing is performed at the 95% significance level.

Not Available Not Available

Not Available Not Available

Health Promotion and Education (Q8) - Doctor discussed 
specific things to do to prevent illnesses. 

Coordination of Care (Q23) - Doctor seemed informed/up-to-
date about the care received from other doctors/providers. 

To TMG 
BoB

To CAHPS 
Booklet

Composites and Key Questions
Valid 

n

Community 
Munster 

Summary 
Rate 2009*

2009 TMG 
Book of 

Business**

 2008 CAHPS 
Booklet - 
Medicaid 
Child**

Significance 
Testing***
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Benchmark Comparisons MDwise

2009 TMG Book of Business & 2008 CAHPS® Booklet Medicaid Child CAHPS® 

11  Total Respondents

Getting Needed Care
4

100.0% 78.9% ─

Q26. Ease of getting appointment with a specialist 1 100.0% 74.1% ─

Q30. Getting care, tests, or treatments necessary 4 100.0% 83.7% ─

Getting Care Quickly
10

95.0% 87.0% 86.0% ─ ─

Q4. Obtaining needed care right away 7 100.0% 89.2% 87.4% ─ ─

Q6. Obtaining care when needed, not when needed right away 10 90.0% 84.8% 84.5% ─ ─

How Well Doctors Communicate
9

94.4% 91.4% 90.1% ─ ─

Q15. Doctors explaining things in an understandable way 9 100.0% 92.1% 90.3% ─ ─

Q16. Doctors listening carefully to you 9 100.0% 92.8% 91.5% ─ ─

Q17. Doctors showing respect for what you had to say 9 100.0% 94.0% 92.8% ─ ─

Q20. Doctors spending enough time with your child 9 77.8% 86.7% 85.7% ─ ─

Customer Service 
1

100.0% 81.4% ─

Q32. Getting information/help from customer service 1 100.0% 75.2% ─

Q33. Treated with courtesy and respect by customer service staff 1 100.0% 87.5% ─

Shared Decision Making
6

66.7% 65.3% ─

Q10.
Health provider talked about pros and cons of choice of 
treatment

6 66.7% 67.9% ─

Q11.
Doctor/provider asked which choice you thought was best for 
you

6 66.7% 62.8% ─

10 80.0% 60.8% ─

2 100.0% 77.4% ─

Rating of Health Care  (Q12) 10 100.0% 79.9% 81.0% ─ ─

Rating of Personal Doctor  (Q24) 10 80.0% 83.9% 81.5% ─ ─

Rating of Specialist  (Q28) 1 100.0% 81.0% 77.8% ─ ─

Rating of Health Plan  (Q36) 11 90.9% 80.6% 79.5% ─ ─

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages. 

** The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  The 2008 
CAHPS® Booklet, represents approximately 39 Medicaid child (non-CCC) samples,that submitted data to NCQA in 2008, utilizing the CAHPS 3.0H survey tool.  Due to significant 
changes between the CAHPS 3.0H child survey tool and the CAHPS 4.0H child survey tool, this benchmark does not include results for new CAHPS measures. 

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to 
benchmarks;  ↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All 
significance testing is performed at the 95% significance level.

Not Available Not Available

Not Available Not Available

Health Promotion and Education (Q8) - Doctor discussed 
specific things to do to prevent illnesses. 

Coordination of Care (Q23) - Doctor seemed informed/up-to-
date about the care received from other doctors/providers. 

To TMG 
BoB

To CAHPS 
Booklet

Composites and Key Questions
Valid 

n

St. Mary 
Medical 
Center 

Summary 
Rate 2009*

2009 TMG 
Book of 

Business**

 2008 CAHPS 
Booklet - 
Medicaid 
Child**

Significance 
Testing***
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Benchmark Comparisons MDwise

2009 TMG Book of Business & 2008 CAHPS® Booklet Medicaid Child CAHPS® 

170  Total Respondents

Getting Needed Care
53

88.9% 78.9% ↔

Q26. Ease of getting appointment with a specialist 34 85.3% 74.1% ↔

Q30. Getting care, tests, or treatments necessary 53 92.5% 83.7% ↔

Getting Care Quickly
123

95.6% 87.0% 86.0% ↑ ↑

Q4. Obtaining needed care right away 63 96.8% 89.2% 87.4% ↔ ↑

Q6. Obtaining care when needed, not when needed right away 123 94.3% 84.8% 84.5% ↑ ↑

How Well Doctors Communicate
124

92.0% 91.4% 90.1% ↔ ↔

Q15. Doctors explaining things in an understandable way 123 93.5% 92.1% 90.3% ↔ ↔

Q16. Doctors listening carefully to you 122 93.4% 92.8% 91.5% ↔ ↔

Q17. Doctors showing respect for what you had to say 121 91.7% 94.0% 92.8% ↔ ↔

Q20. Doctors spending enough time with your child 124 89.5% 86.7% 85.7% ↔ ↔

Customer Service 
19

89.2% 81.4% ─

Q32. Getting information/help from customer service 18 88.9% 75.2% ─

Q33. Treated with courtesy and respect by customer service staff 19 89.5% 87.5% ─

Shared Decision Making
60

71.2% 65.3% ↔

Q10.
Health provider talked about pros and cons of choice of 
treatment

60 70.0% 67.9% ↔

Q11.
Doctor/provider asked which choice you thought was best for 
you

58 72.4% 62.8% ↔

131 64.9% 60.8% ↔

44 79.5% 77.4% ↔

Rating of Health Care  (Q12) 131 80.9% 79.9% 81.0% ↔ ↔

Rating of Personal Doctor  (Q24) 159 85.5% 83.9% 81.5% ↔ ↔

Rating of Specialist  (Q28) 30 73.3% 81.0% 77.8% ↔ ↔

Rating of Health Plan  (Q36) 163 85.3% 80.6% 79.5% ↔ ↔

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages. 

** The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  The 2008 CAHPS® 
Booklet, represents approximately 39 Medicaid child (non-CCC) samples,that submitted data to NCQA in 2008, utilizing the CAHPS 3.0H survey tool.  Due to significant changes between 
the CAHPS 3.0H child survey tool and the CAHPS 4.0H child survey tool, this benchmark does not include results for new CAHPS measures. 

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to benchmarks;  
↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is 
performed at the 95% significance level.

Not Available Not Available

Not Available Not Available

Health Promotion and Education (Q8) - Doctor discussed 
specific things to do to prevent illnesses. 

Coordination of Care (Q23) - Doctor seemed informed/up-to-
date about the care received from other doctors/providers. 

To TMG 
BoB

To CAHPS 
Booklet

Composites and Key Questions
Valid 

n

SelectHealth 
Summary 
Rate 2009*

2009 TMG 
Book of 

Business**

 2008 CAHPS 
Booklet - 
Medicaid 
Child**

Significance 
Testing***
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Benchmark Comparisons MDwise

2009 TMG Book of Business & 2008 CAHPS® Booklet Medicaid Child CAHPS® 

583  Total Respondents

Getting Needed Care
197

86.5% 78.9% ↑

Q26. Ease of getting appointment with a specialist 123 83.7% 74.1% ↑

Q30. Getting care, tests, or treatments necessary 197 89.3% 83.7% ↑

Getting Care Quickly
399

93.0% 87.0% 86.0% ↑ ↑

Q4. Obtaining needed care right away 240 93.8% 89.2% 87.4% ↑ ↑

Q6. Obtaining care when needed, not when needed right away 399 92.2% 84.8% 84.5% ↑ ↑

How Well Doctors Communicate
435

93.1% 91.4% 90.1% ↔ ↑

Q15. Doctors explaining things in an understandable way 435 93.6% 92.1% 90.3% ↔ ↑

Q16. Doctors listening carefully to you 433 93.5% 92.8% 91.5% ↔ ↔

Q17. Doctors showing respect for what you had to say 434 94.9% 94.0% 92.8% ↔ ↔

Q20. Doctors spending enough time with your child 430 90.2% 86.7% 85.7% ↑ ↑

Customer Service 
62

73.1% 81.4% ↔

Q32. Getting information/help from customer service 61 62.3% 75.2% ↓

Q33. Treated with courtesy and respect by customer service staff 62 83.9% 87.5% ↔

Shared Decision Making
190

72.4% 65.3% ↑

Q10.
Health provider talked about pros and cons of choice of 
treatment

190 73.2% 67.9% ↔

Q11.
Doctor/provider asked which choice you thought was best for 
you

190 71.6% 62.8% ↑

457 64.8% 60.8% ↔

161 82.6% 77.4% ↔

Rating of Health Care  (Q12) 452 85.4% 79.9% 81.0% ↑ ↑

Rating of Personal Doctor  (Q24) 535 83.0% 83.9% 81.5% ↔ ↔

Rating of Specialist  (Q28) 107 86.9% 81.0% 77.8% ↔ ↑

Rating of Health Plan  (Q36) 548 82.8% 80.6% 79.5% ↔ ↔

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages. 

** The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  The 2008 
CAHPS® Booklet, represents approximately 39 Medicaid child (non-CCC) samples,that submitted data to NCQA in 2008, utilizing the CAHPS 3.0H survey tool.  Due to significant 
changes between the CAHPS 3.0H child survey tool and the CAHPS 4.0H child survey tool, this benchmark does not include results for new CAHPS measures. 

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to 
benchmarks;  ↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All 
significance testing is performed at the 95% significance level.

Not Available Not Available

Not Available Not Available

Health Promotion and Education (Q8) - Doctor discussed 
specific things to do to prevent illnesses. 

Coordination of Care (Q23) - Doctor seemed informed/up-to-
date about the care received from other doctors/providers. 

To TMG 
BoB

To CAHPS 
Booklet

Composites and Key Questions
Valid 

n

Hoosier 
Alliance 

Summary 
Rate 2009*

2009 TMG 
Book of 

Business**

 2008 CAHPS 
Booklet - 
Medicaid 
Child**

Significance 
Testing***
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5. Global Proportions and Three-Point Scores 
Pages 5A-C show graphical presentations of the percentage of members who answered 
each response choice, organized by composite category, attributes contained within each 
composite, additional single question measures, and each of the four global rating 
questions.  Beside each chart is the equivalent Three-Point Score calculation.  Global 
proportions are a useful tool for understanding how dissatisfied, or even neutral, 
respondents are when they rate a particular question or composite area.  Summary Rates 
alone are not as complete of an indication of performance since they only address the most 
favorable responses. 
 
Example: 
 
Summary Rate – 75% (Always and Usually) 
 
By focusing on all the response categories of a question, a high Summary Rate becomes 
less telling as: (1) a relatively large percentage of members are found to be very satisfied 
(“Always”) or (2) a large proportion of the Summary Rate responses are “Usually” 
responses, rather than the more favorable response of “Always.”  As an example, the first 
case would show a higher average rating than the second, even though the Summary Rates 
are equal. 
 

 Summary Rate  
 Always Usually Sometimes/Never 
Case 1. 65% 10% 25% 
Case 2.    15% 60% 25% 

 

 
Global Proportions are the basis of Three-Point Scores. In Three-Point scoring, a value of 1, 
2, or 3 is assigned to each question response category, and then a numerical average is 
computed based upon the valid responses for each question.  The Three-Point values are 
assigned to response option categories as follows: 
 

Scale 1 Score 
Value 

 Scale 2 Score 
Value 

 Scale 3 Score 
Value 

Never 1  Definitely no 1  0-6 1 

Sometimes 1  Somewhat no 1  7 & 8 2 

Usually 2 
 Somewhat 

yes 
2 

 
9 & 10 3 

Always 3  Definitely yes 3    
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How to interpret the following charts: 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
. 

 
 
Charts 5A – 5C  
 

 

Graphical 
presentation of 
response 
distribution

Three-Point 
Score 
calculation at a 
composite and 
question level 

 3 PT Score*

23

27

Valid n

62

104Getting care, tests, or treatments necessary

2.215

2.161

2.269

Ease of getting appointment with a specialist 

Q# Getting Needed Care



Global Proportions/Three-Point Scores MDwise
Composite/Attribute Response Distributions Medicaid Child CAHPS® 

1023  Total Respondents

 3 PT Score*

 3 PT Score*

26

30

395

Valid n

Valid nQ#

205

320Getting care, tests, or treatments necessary

2.448

2.405

2.491

2.659

4 Obtaining needed care right away

Ease of getting appointment with a specialist 

Q# Getting Needed Care

Getting Care Quickly

2.727

15%

18%

13%

24%

23%

25%

60%

59%

62%

Never/ Sometimes Usually Always

9%

6%

16%

15%

75%

79%

Never/ Sometimes Usually Always

 3 PT Score*

735Doctors showing respect for what you had to 
say

Doctors spending enough time with your child 731

17

20

*Three-Point Score is the sum of three scores: percent in red has a score of 1, percent in light blue has a score of 2, and percent in dark blue has a score of 
3.   The composite Three-Point Score is the average of its attributes' Three-Point Score.   

Q#

735

734Doctors explaining things in an 
understandable way

How Well Doctors Communicate

16

Valid n

15

Doctors listening carefully to you

3954

6

Obtaining needed care right away  

690Obtaining care when needed, not when 
needed right away

2.725

2.746

2.780

2.568

2.704

2.727

2.59111% 18% 70%

8%

7%

7%

5%

11%

14%

14%

12%

12%

20%

78%

79%

81%

83%

68%

Never/ Sometimes Usually Always
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Global Proportions/Three-Point Scores MDwise
Composite/Attribute/Additional Measure Response Distributions Medicaid Child CAHPS® 

1023  Total Respondents

 3 PT Score*

 3 PT Score*

Treated with courtesy and respect by customer 
service staff 123 2.415

Q# Customer Service Valid n

32 Getting information/help from customer service 122

2.273

2.131

33

2.635
Q# Shared Decision Making Valid n

7% 22% 71%

Def/Somewhat No Somewhat yes Def. yes

27%

34%

19%

20%

18%

21%

54%

48%

60%

Never/ Sometimes Usually Always

*Three-Point Score is the sum of three scores: percent in red has a score of 1, percent in light blue has a score of 2, and percent in dark blue has a score of 3.   The composite 
Three-Point Score is the average of its attributes' Three-Point Score.   

2.615

8 Health Promotion and Education - Doctor discussed 
specific things to do to prevent illnesses. 773

 3 PT Score*

2.074

2.40723
Coordination of Care - Doctor seemed informed/up-
to-date about the care received from other 
doctors/providers. 

268

11 Doctor/provider asked which choice you thought 
was best for you 325

Q# Additional Measures Valid n

2.65410 Health provider talked about pros and cons of 
choice of treatment 327

7%

5%

10%

22%

25%

19%

71%

70%

71%

34%

19%

25%

21%

41%

60%

Never/ Sometimes Usually Always
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Global Proportions/Three-Point Scores MDwise
Composite/Attribute/Rating Response Distributions Medicaid Child CAHPS® 

1023  Total Respondents

2.601

24 Rating of Personal Doctor 929

Rating Questions Valid n

2.601

2.548

3 PT Score*

Q#

28

12 Rating of Health Care 766

178Rating of Specialist

9%

10%

10%

27%

20%

20%

64%

70%

70%

0-6 7-8 9-10

2.584

*Three-Point Score is the sum of three scores: percent in red has a score of 1, percent in light blue has a score of 2, and percent in dark blue has a score of 3.   The 
composite Three-Point Score is the average of its attributes' Three-Point Score.   

36 Rating of Health Plan 962
9% 25% 67%
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6. Question Summaries  
The proportion of respondents that fall into each response category for all questions is shown 
beginning on Page 6A.  Benchmark data and trend information are also presented where 
available.  
 
Not all questions are included in composite calculations.  Therefore, the code found in the 
following table is used to indicate which attributes are included in the corresponding 
composite calculations.  Their code can be found under the question number in the following 
charts beginning on Page 6A. 
  

Code Composites/Measures 
GNC Getting Needed Care 
GCQ Getting Care Quickly 

HWDC How Well Doctors Communicate 
CS Customer Service 

SDM Shared Decision Making 
HPE Health Promotion and Education 
CC Coordination of Care 

 
 
Custom Questions  
Your plan’s custom questions are shown beginning on Page 6L.  All custom questions are 
shown in this section, regardless of their placement in the survey tool.  Your plan’s Summary 
Rate for the current year is shown alongside the Summary Rate for the identical question from 
the previous year (if asked the previous year).  The Summary Rates shown represent the 
percentage of respondents who answered in a positive way.  Not all questions are designed 
for the assignment of Summary Rates, such as “Mark all that apply” questions.  In that case, 
an “NA” is shown under the Summary Rate column. 
 
 
 

Charts 6A – 6M 
 
 



Question Summaries MDwise
Urgent and Routine Care Medicaid Child CAHPS® 

1023  Total Respondents

TMG Book of 
Business*

2009 2008 2009 2009 to 
2008

2009 to 
TMG

Yes No

39.5% 60.5%

4
Never Sometimes Usually Always

Q# Survey Item Valid 
n

Plan's
Summary RateCategory Responses 

(Summary Rate responses in gray)

Significance 
Testing**

3
In the last 6 months, did your child have an illness, 
injury, or condition that needed care right away in a 
clinic, emergency room or doctor's office?

1009

In the last 6 months, when your child needed care right 
away, how often did you get care as soon as you 
thought he or she needed? 395

Sig. 
decrease45.5%

93.7% 89.2%

Not Sig.

Above

38.5%

93.7%

39.5%

Not sig.
GCQ 0.8% 5.6% 14.7% 79.0%

Yes No

70.0% 30.0%

6
Never Sometimes Usually Always

GCQ 1.9% 9.4% 18.3% 70.4%

None 1 2 3 4 5 to 9 10 or more

19.8% 25.0% 21.5% 13.5% 9.2% 8.4% 2.7%

7

5

thought he or she needed?                                                 
(If "Yes" in Q3)

In the last 6 months, not counting the times your child 
needed care right away, how often did you get an 
appointment for health care at a doctor's office or clinic 
as soon as you thought your child needed?                      
(If "Yes" in Q5)

690

In the last 6 months, not counting the times your child 
needed health care right away, did you make any 
appointments for your child's health care at a doctor's 
office or clinic?

998

In the last 6 months, not counting times your child went 
to an emergency room, how many times did he or she 
go to a doctor's office or clinic to get health care?

972

88.7%

Above

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were selected
by TMG to facilitate comparisons.  Refer to the Technical Notes for more information.

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the
results that were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All
significance testing is performed at the 95% significance level.  

* The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  

80.2% 82.5% Not sig.

Above

Not Sig.

91.6%

62.0% Sig. 
increase72.1%

84.8%

77.2%

70.0%

Not sig.
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Question Summaries MDwise
Discussion of Options Medicaid Child CAHPS® 

1023  Total Respondents

TMG Book of 
Business*

2009 2008 2009 2009 to 
2008

2009 to 
TMG

8
Never Sometimes Usually Always

HPE 11.4% 22.5% 24.8% 41.3%

Yes No

Above

Not Sig.

Q#

757

Survey Item Valid n

9 NA

In the last 6 months, how often did your child's doctor 
or other health provider talk about specific things you 
could do to prevent illness in your child?                         
(If "1 or more" in Q7)

773

NA

66.1%

44.1%

NA

In the last 6 months, did your child's doctor or other 
health provider tell you there was more than one 
choice for your child's treatment or health care?             41.0%

Significance Testing**

NA60.8%

Plan's
Summary RateCategory Responses 

(Summary Rate responses in gray)

44.1% 55.9%

10
Definitely yes Somewhat yes Somewhat no Definitely no

SDM 70.3% 24.8% 3.4% 1.5%

11
Definitely yes Somewhat yes Somewhat no Definitely no

SDM 71.1% 19.4% 4.9% 4.6%

0 - 3 4 - 7 8 - 10

1.4% 15.4% 83.2%

62.8%

Not Sig.

Above

NA67.9%70.3% NA

(If "1 or more" in Q7)

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were
selected by TMG to facilitate comparisons.  Refer to the Technical Notes for more information.

* The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  

71.1% NA NA

83.2%12

327

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above"
denotes the results that were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the
statistical test.  All significance testing is performed at the 95% significance level.  

Using any number from 0 to 10, where 0 is the worst 
health care possible and 10 is the best health care 
possible, what number would you use to rate your 
child's health care in the last 6 months?                           
(If "1 or more" in Q7)

79.9% Above83.8% Not sig.766

In the last 6 months, when there was more than one 
choice for your child's treatment or health care, did 
your child's doctor or other health provider ask which 
choice you thought was best for your child?                    
(If "1 or more" in Q7 and "Yes" in Q9)

In the last 6 months, did your child's doctor or other 
health provider talk with you about the pros and cons 
of each choice for your child's treatment or health 
care?                                                                                    
(If "1 or more" in Q7 and "Yes" in Q9)

325
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Question Summaries MDwise
Your Child's Personal Doctor Medicaid Child CAHPS® 

1023  Total Respondents

TMG Book of 
Business*

2009 2008 2009 2009 to 
2008 2009 to TMG

Yes No

95.7% 4.3%

None 1 2 3 4 5 to 9 10 or more

Significance Testing**

Sig. 
increase

Not Sig.

Above

Q# Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

13

NA

A personal doctor is the one your child would see if he 
or she needs a checkup or gets sick or hurt. Does your 
child have a personal doctor? 95.7% 92.4%998

In the last 6 months, how many times did your child 
visit his or her personal doctor for care?                          
(If "Y " i Q13)

935 79.0%14 79.8%

Plan's
Summary Rate

NA

91.2%

21.0% 28.2% 21.8% 13.3% 7.7% 6.4% 1.6%

15
Never Sometimes Usually Always

HWDC 0.8% 6.0% 13.9% 79.3%

16
Never Sometimes Usually Always

HWDC 0.4% 6.4% 11.8% 81.4%

17
Never Sometimes Usually Always

HWDC 0.4% 4.6% 12.0% 83.0%

Not Sig.

Not sig.

Not sig.

735

734

In the last 6 months, how often did your child's 
personal doctor explain things in a way that was easy 
to understand?                                                                    
(If "Yes" in Q13 and If "1" or higher in Q14)

In the last 6 months, how often did your child's 
personal doctor listen carefully to you?                            
(If "Yes" in Q13 and If "1" or higher in Q14)

735

Not Sig.

95.0% 95.8% Not sig. Not Sig.94.0%

93.2%93.2%

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were selected by
TMG to facilitate comparisons.  Refer to the Technical Notes for more information.

* The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  

(If "Yes" in Q13)

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results
that were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance
testing is performed at the 95% significance level.  

In the last 6 months, how often did your child's 
personal doctor show respect for what you had to say?  
(If "Yes" in Q13 and If "1" or higher in Q14)

92.1%

92.8%

93.2% 94.1%

The Myers Group Medicaid Child Survey—2009  6C



Question Summaries MDwise
Your Child's Personal Doctor (Continued) Medicaid Child CAHPS® 

1023  Total Respondents

TMG Book of 
Business*

2009 2008 2009 2009 to 
2008

2009 to 
TMG

Yes No

60.7% 39.3%

Never Sometimes Usually Always

3.4% 8.6% 19.9% 68.2%
19

47.6%

Not sig.

Q# Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

18 Is your child able to talk with doctors about his or her 
health care?

Plan's
Summary Rate

60.5%

89.5%

Not sig.

89.7%

In the last 6 months, how often did your child's 
personal doctor explain things in a way that was easy 
for your child to understand?                                             
(If "Yes to Q18)

443 88.0%

60.7%732

Significance 
Testing**

Not Sig.

Above

20
Never Sometimes Usually Always

HWDC 2.7% 8.8% 20.2% 68.3%

Yes No

86.8% 13.2%

Not sig.In the last 6 months, how often did your child's 
personal doctor spend enough time with your child?       88.8% 86.7%

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were selected by
TMG to facilitate comparisons.  Refer to the Technical Notes for

* The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the
results that were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All
significance testing is performed at the 95% significance level.  

21

88.5%

86.8% 74.5% Sig. 
increase

Not Sig.

Above
In the last 6 months, did your child's personal doctor 
talk with you about how your child is feeling, growing, 
or behaving?

727

731

61.8%
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Question Summaries MDwise
Care Coordination Medicaid Child CAHPS® 

1023  Total Respondents

TMG Book of 
Business*

2009 2008 2009 2009 to 
2008

2009 to 
TMG

Yes No

38.4% 61.6%

23 In the last 6 months, how often did your child's 
personal doctor seem informed and up-to-date about 

Not Sig.NA

Significance Testing**

40.9%NA

Q# Valid nSurvey Item

726

Category Responses 
(Summary Rate responses in gray)

Plan's
Summary Rate

In the last 6 months, did your child get care from a 
doctor or other health provider besides his or her 
personal doctor?
(If "Yes" in Q13 and If "1" or higher in Q14)

38.4%22

Never Sometimes Usually Always

CC 5.6% 13.8% 20.5% 60.1%

0 - 3 4 - 7 8 - 10

2.2% 13.2% 84.6%

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were selected
by TMG to facilitate comparisons.  Refer to the Technical Notes for more information.

* The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  

80.6% NA

Using any number from 0 to 10, where 0 is the worst 
personal doctor possible and 10 is the best personal 
doctor possible, what number would you use to rate 
your child's personal doctor?
(If "Yes" in Q13)

83.9%

the care your child got from these doctors or other 
health providers?
(If "Yes" in Q13, "1" or higher in Q14, and "Yes" in Q22)

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the
results that were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All
significance testing is performed at the 95% significance level.  

Not sig.

Not Sig.

Not Sig.

NA77.4%

84.6%24

268

929 82.8%
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Question Summaries MDwise
Access to Specialist Medicaid Child CAHPS® 

1023  Total Respondents

TMG Book of 
Business*

2009 2008 2009 2009 to 
2008

2009 to 
TMG

Yes No

20.9% 79.1%

26
Never Sometimes Usually Always

22.4%

74 1%

Significance Testing**
Q# Survey Item Valid n Category Responses 

(Summary Rate responses in gray)

Plan's
Summary Rate

25 25.5%

205

Specialists are doctors like surgeons, heart, allergy 
and skin doctors, and other doctors who specialize in 
one area of health care. In the last 6 months, did you 
try to make any appointments for your child to see a 
specialist?

In the last 6 months, how often was it easy to get 
appointments for your child with specialists?

984

82 0%

20.9%

NANA

Not Sig.

Above

Sig. 
decrease

GNC 7.3% 10.7% 23.4% 58.5%

None 1 specialist 2 3 4
5 or more 
specialists

10.3% 63.7% 17.2% 3.9% 2.5% 2.5%

0 - 3 4 - 7 8 - 10

2.2% 13.5% 84.3%

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were
selected by TMG to facilitate comparisons.  Refer to the Technical Notes for more information.

* The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  
** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes
the results that were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical
test.  All significance testing is performed at the 95% significance level.  

Not sig.

74.1%

28

Using any number from 0 to 10, where 0 is the worst 
specialist possible and 10 is the best specialist 
possible, what number would you use to rate that 
specialist?                                                                         
(If "Yes" in Q25 and "1 or more" in Q27)

Not Sig.81.0%178

NA27

84.3%

89.7%

205

How many specialists has your child seen in the last 
6 months?                                                                         
(If "Yes"  in Q25)

appointments for your child with specialists?                
(If "Yes" in Q25)

204

82.0%

82.8%

Not Sig.89.6%

NA

NA

NA Above
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Question Summaries MDwise
Care and Treatment/Written Materials Medicaid Child CAHPS® 

1023  Total Respondents

TMG Book of 
Business*

2009 2008 2009 2009 to 2008 2009 to TMG

Yes No

33.2% 66.8%

30
Never Sometimes Usually Always

Below

Not Sig.

Significance Testing**

36.3%

83.7%

59.7%

87.2%

Plan's
Summary Rate

320

29

NA

33.2%

Q# Survey Item Valid n

980

Category Responses 
(Summary Rate responses in gray)

Sig. 
decrease

In the last 6 months, did you try to get any kind of care, 
tests or treatment for your child through his or her 
health plan?

NA

In the last 6 months, how often was it easy to get the 
care, tests or treatment you thought your child needed 
through his or her health plan?

GNC 4.1% 8.8% 25.3% 61.9%

* The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  
** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above"
denotes the results that were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct
the statistical test.  All significance testing is performed at the 95% significance level.  
Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were
selected by TMG to facilitate comparisons.  Refer to the Technical Notes for more information.

through his or her health plan?                                          
(If "Yes" in Q29)
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Question Summaries MDwise
Customer Service Medicaid Child CAHPS® 

1023  Total Respondents

TMG Book of 
Business*

2009 2008 2009 2009 to 2008 2009 to TMG

Yes No

12.7% 87.3%

32
Never Sometimes Usually Always

CS 12.3% 22.1% 18.0% 47.5%

Sig. 
decrease Below

In the last 6 months, how often did customer service at 
your child's health plan give you the information or 
help you needed?                                                                
(If "Yes" in Q31)

NA

19.4%

Q# Survey Item Valid n

31 986In the last 6 months, did you try to get information or 
help from customer service at your child's health plan?

122 NA65.6%

18.5%

Category Responses 
(Summary Rate responses in gray)

Plan's
Summary Rate

Below75.2%

Significance Testing**

12.7%

CS 12.3% 22.1% 18.0% 47.5%

33
Never Sometimes Usually Always

CS 3.3% 15.4% 21.1% 60.2%

Yes No

19.3% 80.7%

Never Sometimes Usually Always***

0.7% 2.5% 5.6% 91.2%

35 NAIn the last 6 months, how often were the forms from 
your child's health plan easy to fill out? 964 96.2%96.8%

Not sig. Below

NA

(If Yes  in Q31)

123

NA

In the last 6 months, how often did customer service 
staff at your child's health plan treat you with courtesy 
and respect?                                                                        
(If "Yes" in Q31)

24.8%

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above"
denotes the results that were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct
the statistical test.  All significance testing is performed at the 95% significance level.  

In the last 6 months, did your child's health plan give 
you any forms to fill out?

81.3% 87.5%

34 972

BelowNA

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were
selected by TMG to facilitate comparisons.  Refer to the Technical Notes for more information.

* The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  

19.3% 20.8%

*** Members who respond "No" to Q34 are included in "Always" of Q35, per NCQA in Volume 3, HEDIS 2009 guidelines.

Not Sig.
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Question Summaries MDwise
Health Status Medicaid Child CAHPS® 

1023  Total Respondents

TMG Book 
of Business*

2009 2008 2009 2009 to 2008 2009 to TMG

0 - 3 4 - 7 8 - 10

1.2% 14.4% 84.3%

Above

Significance Testing**

Sig. 
increase80.6%36 962

Using any number from 0 to 10, where 0 is the worst 
health plan possible and 10 is the best health plan 
possible, what number would you use to rate your 
child's health plan? 

Q# Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

84.3% 79.3%

Plan's
Summary Rate

Excellent Very good Good Fair Poor

36.9% 36.4% 21.0% 5.4% 0.3%

Below76.6%37

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were
selected by TMG to facilitate comparisons.  Refer to the Technical Notes for more information.

* The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  
** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above"
denotes the results that were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct
the statistical test.  All significance testing is performed at the 95% significance level.  

Not sig.In general, how would you rate your child's overall 
health? 988 75.7%73.4%
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Question Summaries MDwise
Child Demographics Medicaid Child CAHPS® 

1023  Total Respondents

Q# Survey Item Valid n

0 to 4 5 to 8 9-13 14 and older

35.2% 21.7% 24.9% 18.2%

Male Female

52.1% 47.9%

Yes No

Category Responses

38 What is your child's age?

40 Is your child of Hispanic or Latino origin or descent?

975

39 Is your child male or female? 984

969 Yes No

14.3% 85.7%

White
Black/African-

American Asian

Native Hawaiian or 
other Pacific 

Islander
American Indian or 

Alaska Native Other

79.2% 19.7% 1.0% 0.2% 1.3% 8.5%

40 Is your child of Hispanic or Latino origin or descent?

41 What is your child's race?                                                    
(Please mark one or more) 934 *

* The base for the Race question is the total number of respondents. Members were allowed to choose more than one option, therefore figures may equal more than 100%.

969
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Question Summaries MDwise
Respondent Demographics/ Completing this Survey Medicaid Child CAHPS® 

1023  Total Respondents

Q# Survey Item Valid n

24 or under 25-34 35-44 45-54 55-64 65-74 75 or older

21.0% 37.8% 26.3% 8.7% 3.9% 1.8% 0.4%

Male Female

10.4% 89.6%

8th grade or less Some high school
High school 

graduate/GED
Some college or 2-

year degree 4-year college
More than 4-year 
college degree

43 Are you male or female? 990

981

Category Responses

42 What is your age?

44 What is the highest grade or level of school that you 

984

8th grade or less Some high school graduate/GED year degree 4 year college college degree

4.5% 16.8% 43.0% 30.2% 3.5% 2.0%

Mother or father Grandparent Aunt or uncle Older sibling Other relative Legal guardian

90.9% 6.2% 0.5% 0.0% 0.3% 2.1%

Yes No

3.8% 96.2%

Read questions to 
me

Wrote down my 
answers Answered for me

Translated 
questions

Helped in some 
other way

60.0% 50.0% 15.0% 35.0% 20.0%

* The base for the Race question is the total number of respondents. Members were allowed to choose more than one option, therefore figures may equal more than 100%.

47 How did that person help you? (Check all that apply.)       
(If "Yes" in Q46) 20

Did someone help you complete this survey?46 525

45 How are you related to the child? 988

98144 have completed?
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Question Summaries MDwise
Custom Questions Medicaid Child CAHPS® 

1023  Total Respondents
Significance 

Testing*

2009 2008 2009 to 2008

Very satisfied Satisfied Somewhat satisfied Dissatisfied Very dissatisfied

52.2% 31.9% 10.5% 2.7% 2.7%

None 1 time 2 times 3 or more times

79.3% 14.8% 4.6% 1.3%

I did not try to look up I do not have a copy of 

79.3%

In the last 6 months, how many times did you go the 
emergency room to get care for your child because 
your child's doctor was not able to see him/her 
during regular office hours?**

80.9%603

Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

12a

Plan's 
Summary Rate

82.7%How satisfied were you with the ease of getting 
through the office by telephone?** 84.2%601

Q#

Not sig.

Not sig.12b

Very easy Somewhat easy Difficult
I did not try to look up 

information in the 
Member Handbook

I do not have a copy of 
my health plan's Member 

Handbook

56.4% 38.6% 5.0% n = 123 n = 240

It was difficult to get 
through to Customer 

Service on the telephone

The Customer Service 
Representative did not 
have the information I 

needed

The Customer Service 
Representative did not 

give me the correct 
information

The Customer Service 
Representative did not 

follow-up with me

The Customer Service 
Representative did not 
follow-up with me in a 

timely manner

Other

29.1% 12.6% 7.2% 8.3% 5.8% 56.8%

Definitely yes Probably yes Probably not Definitely not

62.5% 34.7% 2.3% 0.5%

Not sig.95.0%383

* Significance Testing - "Sig. decrease" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase" denotes the results that were found when
hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance testing is performed at the 95%
significance level.  

278

97.2%Would you recommend your child's health plan to 
your family or friends? 

NA

Sig. increase

36b
If you had a problem getting the help you needed 
from Customer Service, what kind of problem did 
you have? 

NA

36c 750

How easy is it to find and understand information 
using the Member Handbook? 95.7%

NA

** Please note that caution should be exercised when making comparisons between 2009 and 2008 Summary Rates due to variances in question placement and gating. The gates for Q12a and Q12b in 2008 were as
follows: Q44 ("Is your child 2 years old or younger?") and Q46 ("Since your child was born, has he or she gone to the doctor or other health provider for a check-up to see how he or she was doing for shots or drops?").

94.3%

36a
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Question Summaries MDwise
Custom Questions Medicaid Child CAHPS® 

1023  Total Respondents
Significance 

Testing*

2009 2008 2009 to 2008

Yes No

55.7% 44.3%

Q# Survey Item Valid n

Plan's 
Summary Rate

57.1%

Category Responses 
(Summary Rate responses in gray)

55.7%36d 748
Are you familiar with your child's health plan's 
NURSE on-call, a service that allows you to ask 
health information questions to a nurse?

Not sig.

* Significance Testing - "Sig. decrease" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase" denotes the
results that were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the
statistical test.  All significance testing is performed at the 95% significance level.  
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The Myers Group Medicaid Child Survey – 2009 7-1 

7. Segmentation Analysis 
The CAHPS® 4.0H survey asks demographic questions about the respondent.  This 
information allows for a market segmentation of your members.  Reviewing the set of 
measures across the assortment of demographic categories may indicate a health plan’s 
overall ability to meet the needs of a varied population. 

Page 7A shows a segmentation of the Rating of Health Plan (Q36) results by demographic 
categories.  Across the top of the table are scores “0-3,” “4-7,” and “8-10.”  Down the far left 
column are the different demographic categories.  The numbers in the table represent the 
percentage of respondents from each demographic category that rated the health plan either 
0 to 3, 4 to 7, or 8 to 10. 

For example, in the table below, the percentages represent the respondents with a high 
school education or less. The interpretation would be “Of the respondents with a high school 
education or less, 10% rated their plan 0 to 3; 30% rated their plan 4 to 7; and 60% rated their 
plan 8 to 10.” 

Segment Rated Plan “0-3” Rated Plan “4-7” Rated Plan “8-10”
High School or less 10% 30% 60% 

 
Pages 7B-I present Summary Rates6 for attributes, ratings, and composite scores organized 
across the following: 

 Respondent Age (Q42) 

 Respondent Education (Q44) 

 Child Ethnicity (Q40) 

 Child Race (Q41) 

 Child’s Health Status (Q37) 

 Number of Doctor or Clinic Visits (Q7) 

 Data collection mode (Mail or Telephone) 

 Delivery System 

As reflected above, a segmentation page for the augmented members is also provided.   

The percentages represent the Summary Rate for each segment of a particular category.  For 
example, in the table below, the Summary Rate for the Rating of Health Plan is the 
percentage of respondents who rated their health plan an 8, 9, or 10. The interpretation of this 
example would be, “Of the respondents with a high school education or less, 63% gave their 
health plan a rating of 8, 9, or 10.  In addition, of the respondents with some college education 
or more, 58% gave their health plan a rating of 8, 9, or 10.” 
  

 High School or Less Some College or More 
Q36. Rating of Health Plan 63% 58% 

 
Charts 7A – 7I 
 

                                                      
6 Refer to Summary Rate in the Technical Notes for the Summary Rate definition for each composite.  

 



Segmentation Analysis MDwise
Medicaid Child CAHPS® 

1023  Total Respondents

Valid n* % Valid n* % Valid n* %

24 or younger 3 1.5% 35 17.4% 163 81.1%

25 to 34 7 1.9% 49 13.5% 306 84.5%

35 to 44 1 0.4% 36 14.4% 213 85.2%

45 or older 1 0.7% 19 13.5% 121 85.8%

High School or less 4 0.7% 81 13.3% 525 86.1%

Some College or more 8 2.3% 58 17.0% 276 80.7%

Hispanic/Latino 0 0.0% 16 11.8% 120 88.2%

Non Hispanic/ Latino 12 1.5% 121 15.0% 674 83.5%

White 9 1.3% 103 14.3% 606 84.4%

Black/African 
American 4 2.2% 29 16.2% 146 81.6%

Other 2 2.1% 16 16.7% 78 81.3%

Excellent/Very good 7 1.0% 88 12.5% 609 86.5%

Rating of Health Plan (Q36) by Demographics

Survey Item
0-3 4-7 8-10

RESPONDENT AGE (Q42)

RESPONDENT EDUCATION (Q44)

CHILD ETHNICITY (Q40)

CHILD RACE (Q41)

Good 3 1.5% 39 19.5% 158 79.0%

Fair/Poor 2 3.7% 11 20.4% 41 75.9%

Less than 3 9 1.5% 93 15.2% 510 83.3%

Three or more 3 1.0% 44 14.1% 266 85.0%

Mail 9 1.7% 86 16.5% 427 81.8%

Phone 3 0.7% 53 12.0% 384 87.3%

*  Valid n refers to total number of respondents answering the response item within the subgroup under the column heading.

 CHILD HEALTH STATUS (Q37)

DATA COLLECTION MODE

NUMBER OF DOCTOR/CLINIC 
VISITS (Q7)
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Segmentation Analysis MDwise
Plan Summary Rates by Respondent's Age (Q42) Medicaid Child CAHPS® 

1023  Total Respondents

Valid n** % Valid n** % Valid n** % Valid n** %

4 Obtaining needed care right away 86 95.3% 139 94.2% 98 91.8% 64 95.3% 3.5%

6 Obtaining care when needed, not when 
needed right away 154 84.4% 259 90.0% 163 89.0% 94 92.6% 8.1%

10 Health provider talked about pros and cons of 
choice of treatment 81 54.3% 120 77.5% 74 74.3% 43 76.7% 23.2%

11 Doctor/provider asked which choice you 
thought was best for you 81 66.7% 121 76.9% 72 63.9% 44 75.0% 13.0%

15 Doctors explaining things in an 
understandable way 168 92.9% 264 92.8% 185 94.1% 101 94.1% 1.3%

16 Doctors listening carefully to you 168 88.1% 263 93.2% 185 96.2% 103 96.1% 8.1%

17 Doctors showing respect for what you had to 
say 169 91.7% 262 94.7% 186 96.2% 103 98.1% 6.3%

20 Doctors spending enough time with your child 168 86.9% 263 88.2% 185 88.6% 102 91.2% 4.3%

26 Ease of getting appointment with a specialist 39 79.5% 74 83.8% 60 83.3% 31 77.4% 6.4%

30 Getting care, tests, or treatments necessary 73 90.4% 111 87.4% 82 85.4% 53 84.9% 5.5%

32 Getting help/information when calling 
customer service 37 73.0% 36 55.6% 31 67.7% 17 64.7% 17.4%

33 Treated with courtesy and respect by 
customer service staff 37 83.8% 37 73.0% 31 80.6% 17 94.1% 21.1%

Q# Composites, Measures, & Ratings

Getting Needed Care 84 9% 85 6% 84 3% 81 2% 4 4%

45 or older24 or younger 25-34
Q# Attributes

35-44
Range*
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Getting Needed Care 84.9% 85.6% 84.3% 81.2% 4.4%

Getting Care Quickly 89.9% 92.1% 90.4% 93.9% 4.1%

How Well Doctors Communicate 89.9% 92.2% 93.8% 94.9% 5.0%

Customer Service 78.4% 64.3% 74.2% 79.4% 15.1%

Shared Decision Making 60.5% 77.2% 69.1% 75.9% 16.7%

8 Health Promotion and Education 177 69.5% 278 65.8% 190 64.7% 108 65.7% 4.8%

23 Coordination of Care 63 79.4% 105 77.1% 65 80.0% 31 93.5% 16.4%

12 Rating of Health Care 177 76.3% 275 86.2% 186 86.0% 111 83.8% 9.9%

24 Rating of Personal Doctor 193 79.3% 343 85.4% 245 87.8% 135 84.4% 8.5%

28 Rating of Specialist 34 73.5% 65 89.2% 51 88.2% 27 77.8% 15.7%

36 Rating of Health Plan 201 81.1% 362 84.5% 250 85.2% 141 85.8% 4.7%

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response 
percentages.   See Technical Notes for more information.

*  Range is the difference between Summary Rates shown.  The larger the number, the greater the difference in Summary Rates between segment 
groups for any given question/composite.
**  Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
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Segmentation Analysis MDwise
Plan Summary Rates by Respondent's Education (Q44) Medicaid Child CAHPS® 

1023  Total Respondents

Valid n** % Valid n** %

4 Obtaining needed care right away 246 95.1% 140 92.1% 3.0%

6 Obtaining care when needed, not when needed right away 413 87.4% 258 91.1% 3.7%

10 Health provider talked about pros and cons of choice of treatment 205 73.2% 112 66.1% 7.1%

11 Doctor/provider asked which choice you thought was best for you 205 73.2% 112 67.0% 6.2%

15 Doctors explaining things in an understandable way 457 91.2% 261 96.6% 5.3%

16 Doctors listening carefully to you 457 92.3% 262 94.7% 2.3%

17 Doctors showing respect for what you had to say 458 94.5% 262 95.4% 0.9%

20 Doctors spending enough time with your child 456 86.8% 263 91.3% 4.4%

26 Ease of getting appointment with a specialist 117 83.8% 84 78.6% 5.2%

30 Getting care, tests, or treatments necessary 199 89.4% 118 83.9% 5.5%

32 Getting help/information when calling customer service 71 67.6% 50 62.0% 5.6%

33 Treated with courtesy and respect by customer service staff 72 80.6% 50 82.0% 1.4%

Q# Composites, Measures, & Ratings

Getting Needed Care 86.6% 81.2% 5.4%

High School Graduate or 
lessQ# Attributes

Some College or more
Range*
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Getting Care Quickly 91.3% 91.6% 0.3%

How Well Doctors Communicate 91.2% 94.5% 3.2%

Customer Service 74.1% 72.0% 2.1%

Shared Decision Making 73.2% 66.5% 6.7%

8 Health Promotion and Education 472 66.7% 281 66.2% 0.5%

23 Coordination of Care 173 81.5% 92 78.3% 3.2%

12 Rating of Health Care 470 84.3% 279 82.4% 1.8%

24 Rating of Personal Doctor 582 83.3% 330 87.0% 3.6%

28 Rating of Specialist 105 82.9% 69 85.5% 2.7%

36 Rating of Health Plan 610 86.1% 342 80.7% 5.4%

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response 
percentages.  See Technical Notes for more information.

* Range is the difference between the Summary Rates shown.  The larger the number, the greater the difference in Summary Rates between segment 
groups for any given question/composite.
**  Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
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Segmentation Analysis MDwise
Medicaid Child CAHPS® 

1023  Total Respondents

Valid n** % Valid n** %

4 Obtaining needed care right away 43 83.7% 336 95.2% 11.5%

6 Obtaining care when needed, not when needed right away 82 73.2% 578 90.7% 17.5%

10 Health provider talked about pros and cons of choice of 
treatment 34 70.6% 277 70.4% 0.2%

11 Doctor/provider asked which choice you thought was best for 
you 34 67.6% 276 72.1% 4.5%

15 Doctors explaining things in an understandable way 98 86.7% 607 94.2% 7.5%

16 Doctors listening carefully to you 98 94.9% 608 92.9% 2.0%

17 Doctors showing respect for what you had to say 98 96.9% 609 94.4% 2.5%

20 Doctors spending enough time with your child 99 81.8% 606 89.4% 7.6%

26 Ease of getting appointment with a specialist 19 78.9% 183 83.1% 4.1%

30 Getting care, tests, or treatments necessary 26 80.8% 288 87.8% 7.1%

32 Getting help/information when calling customer service 17 58.8% 101 65.3% 6.5%

33 Treated with courtesy and respect by customer service staff 17 76.5% 102 81.4% 4.9%

Q# Composites, Measures, & Ratings

Getting Needed Care 79.9% 85.5% 5.6%

Range*

Plan Summary Rates by Child's Ethnicity (Q40)

Hispanic/Latino Non-Hispanic/Latino
Q# Attributes

The Myers Group Medicaid Child  Survey—2009  7D

g

Getting Care Quickly 78.4% 92.9% 14.5%

How Well Doctors Communicate 90.1% 92.8% 2.7%

Customer Service 67.6% 73.4% 5.7%

Shared Decision Making 69.1% 71.2% 2.1%

8 Health Promotion and Education 95 54.7% 645 67.8% 13.0%

23 Coordination of Care 31 80.6% 232 80.2% 0.5%

12 Rating of Health Care 96 79.2% 639 84.7% 5.5%

24 Rating of Personal Doctor 130 85.4% 770 84.5% 0.8%

28 Rating of Specialist 15 86.7% 160 83.8% 2.9%

36 Rating of Health Plan 136 88.2% 807 83.5% 4.7%

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response 
percentages. See Technical Notes for more information.

* Range is the difference between Summary Rates shown.  The larger the number, the greater the difference in Summary Rates between segment 
groups for any given question/composite.
**  Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
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Segmentation Analysis MDwise
Plan Summary Rates by Child's Race (Q41) Medicaid Child CAHPS® 

1023  Total Respondents

Valid n*** % Valid n*** % Valid n*** %

4 Obtaining needed care right away 314 94.9% 62 95.2% 37 94.6% 0.6%

6 Obtaining care when needed, not when needed right away 520 92.1% 127 84.3% 68 85.3% 7.9%

10 Health provider talked about pros and cons of choice of 
treatment 248 71.0% 67 67.2% 32 78.1% 11.0%

11 Doctor/provider asked which choice you thought was best for 
you 247 69.6% 69 72.5% 32 87.5% 17.9%

15 Doctors explaining things in an understandable way 558 94.4% 123 92.7% 75 94.7% 2.0%

16 Doctors listening carefully to you 559 93.7% 124 93.5% 74 93.2% 0.5%

17 Doctors showing respect for what you had to say 560 95.0% 123 97.6% 74 93.2% 4.3%

20 Doctors spending enough time with your child 559 90.2% 122 89.3% 75 85.3% 4.8%

26 Ease of getting appointment with a specialist 167 84.4% 35 68.6% 15 60.0% 24.4%

30 Getting care, tests, or treatments necessary 260 88.8% 57 82.5% 28 85.7% 6.4%

32 Getting help/information when calling customer service 85 64.7% 30 60.0% 14 50.0% 14.7%

33 Treated with courtesy and respect by customer service staff 86 81.4% 30 80.0% 15 86.7% 6.7%

Q# Composites, Measures, & Ratings

Getting Needed Care 86.6% 75.5% 72.9% 13.8%

Getting Care Quickly 93.5% 89.7% 89.9% 3.8%

Q# Attributes Range**
Other*White Black or African-

American
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How Well Doctors Communicate 93.3% 93.3% 91.6% 1.7%

Customer Service 73.1% 70.0% 68.3% 4.7%

Shared Decision Making 70.3% 69.8% 82.8% 13.0%

8 Health Promotion and Education 585 66.5% 135 76.3% 81 72.8% 9.8%

23 Coordination of Care 209 82.3% 43 72.1% 26 84.6% 12.5%

12 Rating of Health Care 579 84.6% 134 79.9% 81 80.2% 4.8%

24 Rating of Personal Doctor 700 84.6% 165 82.4% 90 87.8% 5.4%

28 Rating of Specialist 149 83.9% 29 75.9% 10 80.0% 8.0%

36 Rating of Health Plan 718 84.4% 179 81.6% 96 81.3% 3.2%

* "Other" includes Asian,  Native Hawaiian or Other Pacific Islander, American Indian or Alaska Native, and respondents who answered "Other."

** Range is the difference between Summary Rates shown.  The larger the number, the greater the difference in Summary Rates between segment groups 
for any given question/composite.

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response 
percentages.  See Technical Notes for more information.

*** Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
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Segmentation Analysis MDwise
Plan Summary Rates by Child's Health Status (Q37) Medicaid Child CAHPS® 

1023  Total Respondents

Valid n** % Valid n** % Valid n** %

4 Obtaining needed care right away 255 95.7% 103 91.3% 29 89.7% 6.0%

6 Obtaining care when needed, not when needed right away 476 90.8% 149 83.9% 48 87.5% 6.9%

10 Health provider talked about pros and cons of choice of 
treatment 218 71.6% 78 64.1% 23 87.0% 22.9%

11 Doctor/provider asked which choice you thought was best for 
you 217 74.2% 79 62.0% 23 73.9% 12.2%

15 Doctors explaining things in an understandable way 515 95.9% 162 83.3% 45 97.8% 14.4%

16 Doctors listening carefully to you 517 95.6% 162 84.6% 44 97.7% 13.2%

17 Doctors showing respect for what you had to say 518 96.3% 161 88.8% 45 100.0% 11.2%

20 Doctors spending enough time with your child 517 90.9% 161 82.0% 44 86.4% 8.9%

26 Ease of getting appointment with a specialist 112 83.9% 65 84.6% 27 70.4% 14.2%

30 Getting care, tests, or treatments necessary 203 89.2% 88 83.0% 28 89.3% 6.3%

32 Getting help/information when calling customer service 83 67.5% 32 62.5% 6 50.0% 17.5%

33 Treated with courtesy and respect by customer service staff 83 80.7% 33 81.8% 6 83.3% 2.6%

Q# Composites, Measures, & Ratings

Excellent/ Very 
good Good Fair/Poor

Range*Q# Attributes
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Getting Needed Care 86.5% 83.8% 79.8% 6.7%

Getting Care Quickly 93.2% 87.6% 88.6% 5.6%

How Well Doctors Communicate 94.7% 84.7% 95.5% 10.8%

Customer Service 74.1% 72.2% 66.7% 7.4%

Shared Decision Making 72.9% 63.1% 80.4% 17.4%

8 Health Promotion and Education 535 67.1% 174 59.8% 46 82.6% 22.8%

23 Coordination of Care 152 82.9% 85 78.8% 27 77.8% 5.1%

12 Rating of Health Care 533 87.8% 173 74.6% 46 69.6% 18.2%

24 Rating of Personal Doctor 672 86.2% 195 79.5% 53 84.9% 6.7%

28 Rating of Specialist 95 82.1% 62 88.7% 20 80.0% 8.7%

36 Rating of Health Plan 704 86.5% 200 79.0% 54 75.9% 10.6%

*  Range is the difference between Summary Rates shown.  The larger the number, the greater the difference in Summary Rates between segment groups for 
any given question/composite.
**  Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response 
percentages.   See Technical Notes for more information.

The Myers Group Medicaid Child Survey—2009  7F



Segmentation Analysis MDwise
Plan Summary Rates by Number of Doctor/Clinic Visits (Q7) Medicaid Child CAHPS® 

1023  Total Respondents

Valid n** % Valid n** %

4 Obtaining needed care right away 200 92.0% 187 95.2% 3.2%

6 Obtaining care when needed, not when needed right away 399 86.2% 275 91.6% 5.4%

10 Health provider talked about pros and cons of choice of treatment 169 65.7% 158 75.3% 9.6%

11 Doctor/provider asked which choice you thought was best for you 165 68.5% 160 73.8% 5.3%

15 Doctors explaining things in an understandable way 421 93.8% 296 92.9% 0.9%

16 Doctors listening carefully to you 421 93.8% 297 92.3% 1.6%

17 Doctors showing respect for what you had to say 422 95.5% 296 94.3% 1.2%

20 Doctors spending enough time with your child 418 89.0% 296 88.2% 0.8%

26 Ease of getting appointment with a specialist 82 78.0% 113 84.1% 6.0%

30 Getting care, tests, or treatments necessary 157 89.2% 152 84.2% 5.0%

32 Getting help/information when calling customer service 75 68.0% 45 60.0% 8.0%

33 Treated with courtesy and respect by customer service staff 75 77.3% 46 87.0% 9.6%

Q# Composites, Measures, & Ratings
Getting Needed Care 83.6% 84.1% 0.5%

Getting Care Quickly 89 1% 93 4% 4 3%

Q# Attributes
Less than 3 visits Three or more visits

Range*
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Getting Care Quickly 89.1% 93.4% 4.3%

How Well Doctors Communicate 93.0% 91.9% 1.1%

Customer Service 72.7% 73.5% 0.8%

Shared Decision Making 67.1% 74.5% 7.5%

8 Health Promotion and Education 447 62.0% 326 71.8% 9.8%

23 Coordination of Care 113 80.5% 150 80.0% 0.5%

12 Rating of Health Care 443 86.0% 323 79.3% 6.7%

24 Rating of Personal Doctor 582 84.4% 312 84.6% 0.3%

28 Rating of Specialist 74 85.1% 96 83.3% 1.8%

36 Rating of Health Plan 612 83.3% 313 85.0% 1.7%

* Range is the difference between Summary Rates shown.  The larger the number, the greater the difference in Summary Rates between segment groups 
for any given question/composite.
** Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response 
percentages.  See Technical Notes for more information.
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Segmentation Analysis MDwise
Plan Summary Rates by Data Collection Mode Medicaid Child CAHPS® 

1023  Total Respondents

Valid n** % Valid n** %

4 Obtaining needed care right away 248 96.0% 147 89.8% 6.2%

6 Obtaining care when needed, not when needed right away 388 89.7% 302 87.4% 2.3%

10 Health provider talked about pros and cons of choice of treatment 186 67.7% 141 73.8% 6.0%

11 Doctor/provider asked which choice you thought was best for you 186 66.7% 139 77.0% 10.3%

15 Doctors explaining things in an understandable way 420 93.8% 314 92.4% 1.5%

16 Doctors listening carefully to you 420 92.4% 315 94.3% 1.9%

17 Doctors showing respect for what you had to say 419 93.8% 316 96.5% 2.7%

20 Doctors spending enough time with your child 418 90.7% 313 85.6% 5.0%

26 Ease of getting appointment with a specialist 120 86.7% 85 75.3% 11.4%

30 Getting care, tests, or treatments necessary 213 89.2% 107 83.2% 6.0%

32 Getting help/information when calling customer service 71 67.6% 51 62.7% 4.9%

33 Treated with courtesy and respect by customer service staff 71 78.9% 52 84.6% 5.7%

Q# Composites, Measures, & Ratings
Getting Needed Care 87.9% 79.2% 8.7%

Getting Care Quickly 92 8% 88 6% 4 2%

AttributesQ#
Mail Phone

Range*
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Getting Care Quickly 92.8% 88.6% 4.2%

How Well Doctors Communicate 92.7% 92.2% 0.5%

Customer Service 73.2% 73.7% 0.4%

Shared Decision Making 67.2% 75.4% 8.2%

8 Health Promotion and Education 440 65.7% 333 66.7% 1.0%

23 Coordination of Care 158 81.0% 110 80.0% 1.0%

12 Rating of Health Care 436 82.1% 330 84.5% 2.4%

24 Rating of Personal Doctor 514 83.9% 415 85.5% 1.7%

28 Rating of Specialist 103 82.5% 75 86.7% 4.1%

36 Rating of Health Plan 522 81.8% 440 87.3% 5.5%

** Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response 
percentages.  See Technical Notes for more information.

* Range is the difference between Summary Rates shown.  The larger the number, the greater the difference in Summary Rates between segment groups 
for any given question/composite.
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Segmentation Analysis MDwise
Plan Summary Rates by Delivery System Medicaid Child CAHPS® 

2148  Total Respondents

Valid 
n* % Valid 

n* % Valid 
n* % Valid 

n* % Valid 
n* % Valid 

n* % Valid 
n* % Valid 

n* % Valid 
n* % Valid 

n* % Valid 
n* % Valid 

n* % Valid 
n* %

4 Obtaining needed care right away 395 93.7% 89.2% 87.4% 86 89.5% 94 90.4% 72 95.8% 58 84.5% 39 84.6% 39 89.7% 56 87.5% 48 87.5% 6 83.3% 7 100.0% 63 96.8% 240 93.8%

6 Obtaining care when needed, not 
when needed right away 690 88.7% 84.8% 84.5% 174 72.4% 167 85.6% 115 94.8% 119 90.8% 71 81.7% 68 72.1% 98 83.7% 91 79.1% 13 84.6% 10 90.0% 123 94.3% 399 92.2%

10 Health provider talked about pros 
and cons of choice of treatment 327 70.3% 67.9% 82 74.4% 78 67.9% 65 75.4% 50 56.0% 27 63.0% 37 54.1% 44 70.5% 20 70.0% 5 60.0% 6 66.7% 60 70.0% 190 73.2%

11 Doctor/provider asked which choice 
you thought was best for you 325 71.1% 62.8% 84 66.7% 78 65.4% 64 73.4% 47 63.8% 27 51.9% 37 67.6% 42 61.9% 20 60.0% 5 80.0% 6 66.7% 58 72.4% 190 71.6%

15 Doctors explaining things in an 
understandable way 734 93.2% 92.1% 90.3% 157 92.4% 167 90.4% 122 96.7% 124 92.7% 62 96.8% 82 91.5% 99 93.9% 83 79.5% 12 91.7% 9 100.0% 123 93.5% 435 93.6%

16 Doctors listening carefully to you 735 93.2% 92.8% 91.5% 158 93.7% 166 93.4% 121 95.9% 126 93.7% 63 93.7% 82 95.1% 100 96.0% 83 80.7% 12 91.7% 9 100.0% 122 93.4% 433 93.5%

17 Doctors showing respect for what 
you had to say 735 95.0% 94.0% 92.8% 158 93.7% 166 95.2% 122 97.5% 126 92.1% 61 96.7% 81 92.6% 99 98.0% 83 84.3% 12 100.0% 9 100.0% 121 91.7% 434 94.9%

20 Doctors spending enough time with 
your child 731 88.5% 86.7% 85.7% 156 77.6% 166 88.0% 121 94.2% 125 89.6% 62 87.1% 82 73.2% 99 90.9% 81 80.2% 12 91.7% 9 77.8% 124 89.5% 430 90.2%

26 Ease of getting appointment with a 
specialist 205 82.0% 74.1% 52 65.4% 49 71.4% 37 86.5% 34 76.5% 25 60.0% 17 70.6% 30 80.0% 17 70.6% 2 100.0% 1 100.0% 34 85.3% 123 83.7%

30 Getting care, tests, or treatments 
necessary 320 87.2% 83.7% 78 71.8% 62 87.1% 56 92.9% 49 85.7% 30 76.7% 32 75.0% 41 87.8% 43 76.7% 4 75.0% 4 100.0% 53 92.5% 197 89.3%

St. Mary 
Medical 
Center

Select 
HealthQ# Attributes

MDwise Wishard Methodist St. 
AnthonySt. Francis ProHealth St. Vincent St. 

Catherine

St. 
Margaret 

Mercy

Hoosier 
Alliance

Community 
Munster2009 TMG 

Book of 
Business**

 2008 
CAHPS 

Booklet - 
Medicaid 
Child**

Not 
Available

Not 
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32 Getting help/information when 
calling customer service 122 65.6% 75.2% 46 63.0% 31 61.3% 31 71.0% 18 61.1% 19 57.9% 17 64.7% 27 74.1% 27 63.0% 1 100.0% 1 100.0% 18 88.9% 61 62.3%

33 Treated with courtesy and respect 
by customer service staff 123 81.3% 87.5% 46 78.3% 32 84.4% 31 74.2% 18 72.2% 19 84.2% 18 83.3% 27 88.9% 27 77.8% 1 100.0% 1 100.0% 19 89.5% 62 83.9%

Q# Composites, Measures, & Ratings

Getting Needed Care 84.6% 78.9% Not 
Available 68.6% 79.3% 89.7% 81.1% 68.3% 72.8% 83.9% 73.7% 87.5% 100.0% 88.9% 86.5%

Getting Care Quickly 91.2% 87.0% 86.0% 81.0% 88.0% 95.3% 87.6% 83.2% 80.9% 85.6% 83.3% 84.0% 95.0% 95.6% 93.0%

How Well Doctors Communicate 92.5% 91.4% 90.1% 89.3% 91.7% 96.1% 92.0% 93.6% 88.1% 94.7% 81.2% 93.8% 94.4% 92.0% 93.1%

Customer Service 73.4% 81.4% 70.7% 72.8% 72.6% 66.7% 71.1% 74.0% 81.5% 70.4% 100.0% 100.0% 89.2% 73.1%

Shared Decision Making 70.7% 65.3% 70.5% 66.7% 74.4% 59.9% 57.4% 60.8% 66.2% 65.0% 70.0% 66.7% 71.2% 72.4%

8 Health Promotion and Education 773 66.1% 60.8% 182 61.0% 177 66.7% 123 63.4% 126 74.6% 81 69.1% 86 51.2% 107 71.0% 90 52.2% 11 63.6% 10 80.0% 131 64.9% 457 64.8%

23 Coordination of Care 268 80.6% 77.4% 54 74.1% 62 71.0% 50 94.0% 41 75.6% 23 73.9% 15 73.3% 35 77.1% 27 63.0% 4 75.0% 2 100.0% 44 79.5% 161 82.6%

12 Rating of Health Care 766 83.2% 79.9% 81.0% 183 80.9% 177 82.5% 123 88.6% 124 81.5% 81 90.1% 87 74.7% 106 85.8% 88 63.6% 11 81.8% 10 100.0% 131 80.9% 452 85.4%

24 Rating of Personal Doctor 929 84.6% 83.9% 81.5% 223 86.5% 217 88.5% 153 90.8% 160 87.5% 85 89.4% 97 78.4% 139 88.5% 104 65.4% 14 92.9% 10 80.0% 159 85.5% 535 83.0%

28 Rating of Specialist 178 84.3% 81.0% 77.8% 44 81.8% 41 82.9% 34 91.2% 28 78.6% 18 77.8% 14 50.0% 27 85.2% 14 78.6% 2 50.0% 1 100.0% 30 73.3% 107 86.9%

36 Rating of Health Plan 962 84.3% 80.6% 79.5% 256 84.0% 235 85.1% 159 86.2% 154 85.7% 115 88.7% 111 87.4% 149 84.6% 118 79.7% 13 100.0% 11 90.9% 163 85.3% 548 82.8%

** The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  The 2008 CAHPS® Booklet, represents approximately 39 Medicaid child (non-CCC) samples,that 
submitted data to NCQA in 2008, utilizing the CAHPS 3.0H survey tool.  Due to significant changes between the CAHPS 3.0H child survey tool and the CAHPS 4.0H child survey tool, this benchmark does not include results for new CAHPS measures. 

*  Valid n refers to total number of respondents answering the item within the subgroup under the column heading.

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS®  4.0H guidelines and generally represent the most favorable response percentages.   See Technical Notes for more information.
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8. Key Driver and Opportunity Analyses  
Members set standards for performance whether consciously or subconsciously.  Standards 
are usually set higher for those plan services that are deemed important to each member.  
These important services are the Key Drivers of Satisfaction.   
 
Multiple linear regression analyses were run on the 2009 TMG Medicaid Child Book of 
Business, to discover which composites were Key Drivers of Rating of Health Plan (Q36), 
Rating of Health Care (Q12), and Rating of Personal Doctor (Q24).   
 
The Summary Rates of these Key Drivers are compared to the Summary Rates of all other 
plans in the 2009 TMG Medicaid Child Book of Business.  Depending on how these composite 
scores rank they are placed into one of the three following action categories: 
 
Plan Strength (Market & Maintain): A Key Driver of Satisfaction and Summary Rates 

are at or above the 75th percentile when compared 
to the 2009 TMG Medicaid Child Book of Business. 

 
Plan Opportunity (Investigate & Improve):  A Key Driver of Satisfaction but Summary Rates 

are below the 50th percentile when compared to the 
2009 TMG Medicaid Child Book of Business. 

 
Area to Monitor: A Key Driver of Satisfaction, but Summary Rates 

are between the 50th and 75th percentile when 
compared to the 2009 TMG Medicaid Child Book of 
Business. These Key Drivers could become 
strengths or opportunities depending on the plan’s 
success in these areas. 

 
 

Rating of Health Plan Opportunity Analysis  
Respondents were asked to provide an overall rating of health plan satisfaction (Q36), with “0” 
representing worst and “10” representing best.  The NCQA defined Summary Rate for this 
measure is the percentage of respondents who rated their health plan an 8, 9, or 10.  
Members’ ratings of their health plans are an important gauge of plan quality and is also the 
most heavily weighted CAHPS® measure in the accreditation process. 
 
Two composites have been identified as Key Drivers of health plan rating based on the 
regression analysis: Customer Service (β=1.1507) and Getting Needed Care (β=0.773). 
 
Key Drivers of  
Health Plan Rating   Percentile Ranking Opportunity Analysis 

Customer Service <10th Opportunity 

Getting Needed Care 71st Monitor 
 
Chart 8A 
 

                                                      
7 Numbers shown are beta coefficients. See Regression Analysis in Technical Notes.   
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Key Drivers are those composite areas found to have the most positive impact on the Rating of Health Plan as determined by the regression analysis. (See Technical 
Notes for more details on the Regression Analysis.)  The chart above shows each Key Driver  and the Rating of Health Plan (Q36).  Your plan's Summary Rate (in 
bold) is compared to the 2009 TMG Book of Business  percentiles. The TMG 25th and 90th percentile are indicated, and your plan's percentile ranking is also shown. 
The number shown below each Key Driver  name is the beta coefficient (found with respondent-level composites scaled 0-3).  Within the context of the statistical 
model, the larger the coefficient, the stronger its influence on the Rating of Health Plan (Q36), with all other composites held constant.
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Rating of Health Care Opportunity Analysis  
Rating of Health Care (Q12) gives members an opportunity to rate all of the health care they 
have received in the last six months.  This rating provides feedback to health plans to help 
improve their members’ quality of care.   
 
Three composites have been identified as the Key Drivers of health care satisfaction based on 
regression analysis: How Well Doctors Communicate (β=1.086), Customer Service (β=0.381), 
and Getting Needed Care (β=0.372).  Additionally, Rating of Health Care is highly correlated 
with the Rating of Personal Doctor. 
 
Key Drivers of  
Health Care Rating   Percentile Ranking Opportunity Analysis 

How Well Doctors Communicate 66th Monitor 

Customer Service <10th Opportunity 

Getting Needed Care 71st Monitor 
 
 
Chart 8B 
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Key Drivers are those composite areas found to have the most impact on members' Rating of Health Care as determined by the regression analysis. (See Technical 
Notes for more details of the Regression Analysis.)  The chart above shows each Key Driver  and the Rating of Health Care (Q12).  Your plan's Summary Rate (in 
bold) is compared to the 2009 TMG Book of Business Percentiles. The TMG 25th and 90th percentile are indicated, and your plan's percentile ranking is also shown. 
The number shown below each Key Driver  name is the beta coefficient (found with respondent-level composites scaled 0-3).  Within the context of the statistical model, 
the larger the coefficient, the stronger its influence on the Rating of Health Care (Q12), with all other composites held constant.

77.0% 77.9%

74.2%73.4%

50%

60%

70%

Rating of Health Care How Well Doctors 
Communicate (β=1.086)

Customer Service 
(β=0.381)

Getting Needed Care 
(β=0.372)

S
u

m
m

ar
y 

TMG BoB 90th Percentile Summary Rate TMG BoB 25th Percentile Summary Rate Your Plan's Summary Rate

Percentile

<10th Percentile -
Opportunity

The Myers Group Medicaid Child Survey—2009  8B



 
2009 Final Report for MDwise 
Consumer Assessment of Healthcare Providers and Systems (CAHPS®) Survey 
 

 
The Myers Group Commercial Adult Survey – 2009 8-3 

Rating of Personal Doctor Opportunity Analysis  
Question 24 gives members an opportunity to rate their personal doctor.  A high rating 
indicates members rate their personal doctors positively.  A positive relationship between 
doctor and patient is an important part of health care.   
 
Two composites have been identified as the Key Drivers of satisfaction with personal doctor, 
based on regression analysis: How Well Doctors Communicate (β=1.861) and Coordination of 
Care (β=0.286).  Additionally, Rating of Personal Doctor is highly correlated with the Rating of 
Health Care. 
 
  
Key Drivers of  
Personal Doctor Rating   Percentile Ranking Opportunity Analysis 

How Well Doctors Communicate 66th Monitor 

Coordination of Care 85th Strength 
 
 
Rankings below the 50th percentile indicate that this is an area that should be investigated by 
the health plan.  The Myers Group offers Patient Satisfaction with Physician studies to help 
further drill down areas that may need attention to provide better care to plan members. 
 
Chart 8C 
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bold) is compared to the 2009 TMG Book of Business Percentiles. The TMG 25th and 90th percentile are indicated, and your plan's percentile ranking is also 
shown. The number shown below each Key Driver  name is the beta coefficient (found with respondent-level composites scaled 0-3).  Within the context of the 
statistical model, the larger the coefficient, the stronger its influence on the Rating of Doctor (Q24), with all other composites held constant.
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Correlation Analysis for MDwise 
Page 8D provides attribute correlations with Rating of Health Plan (Q36), Rating of Health 
Care (Q12), and Rating of Personal Doctor (Q24).  The correlations show the strength of the 
linear relationship between the individual attribute and the rating question.  The correlation 
value can range from –1 to +1 with values close to +1 indicating a strong positive correlation.  
A question that is highly correlated with, for example, Rating of Health Plan, indicates that a 
low Summary Rate of that question is tied to a low Summary Rate of Rating of Health Plan, 
and a high Summary Rate for that question is tied to a high Summary Rate for Rating of 
Health Plan.  Comparisons to the 2009 TMG Medicaid Child Book of Business are also shown 
with significance testing. 
 
Chart 8D 
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Attribute Correlations with Key Rating Questions Medicaid Child CAHPS® 

Attributes
with Q36 - 

Health Plan
with Q12 - 

Health Care
with Q24 - 

Doctor

Plan 
Summary 

Rate 

2009 TMG 
MCS BoB*

Significance 
Testing**

Q26. Ease of getting appointment with a specialist 0.414 0.238 0.248 82.0% 74.1% ↑

Q30. Getting care, tests, or treatments necessary 0.559 0.395 0.256 87.2% 83.7% ↔

Q4. Obtaining needed care right away 0.222 0.280 0.315 93.7% 89.2% ↑

Q6. Obtaining care when needed, not when needed right 
away 0.230 0.304 0.243 88.7% 84.8% ↑

Q15. Doctors explaining things in an understandable way 0.192 0.283 0.551 93.2% 92.1% ↔

Q16. Doctors listening carefully to you 0.267 0.427 0.601 93.2% 92.8% ↔

Q17. Doctors showing respect for what you had to say 0.335 0.406 0.597 95.0% 94.0% ↔

Q20. Doctors spending enough time with your child 0.283 0.361 0.557 88.5% 86.7% ↔

Q32. Getting information/help from customer service 0.492 0.287 0.144 65.6% 75.2% ↓

Q33. Treated with courtesy and respect by customer service 
staff 0.553 0.324 0.129 81.3% 87.5% ↓C
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staff 

Q10. Health provider talked about pros and cons of choice 
of treatment 0.220 0.290 0.340 70.3% 67.9% ↔

Q11. Doctor/provider asked which choice was best for you 0.199 0.335 0.378 71.1% 62.8% ↑

Q8. Health Promotion and Education 0.145 0.236 0.247 66.1% 60.8% ↑

Q23. Coordination of Care 0.291 0.397 0.600 80.6% 77.4% ↔

Q12.  Rating of Health Care 0.491 1.000 0.545 83.2% 79.9% ↑

Q24.  Rating of Personal Doctor 0.359 0.545 1.000 84.6% 83.9% ↔

Q28.  Rating of Specialist 0.333 0.373 0.306 84.3% 81.0% ↔

Q36.  Rating of Health Plan 1.000 0.491 0.359 84.3% 80.6% ↑

** Significance Testing - " " denotes plan percentage is significantly lower when compared to benchmarks. " " denotes plan percentage is significantly
higher when compared to benchmarks. "  " denotes that there was no significant difference between the percentages. "  " denotes that there was
insufficient sample size to conduct the statistical test.  All significance testing is performed at the 95% significance level.
Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response
percentages.  Refer to the Technical Notes for more information.
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9. CAHPS Improvement Strategies – Medicaid Plans 
In this section, The Myers Group offers some improvement strategies by each composite in 
the CAHPS study.  Each health plan operates in a unique environment with different 
opportunities and challenges.  Each health plan’s performance results point to different 
strengths and areas for improvement.  Nevertheless, over the course of the last 11 years as 
an NCQA CAHPS-certified vendor, The Myers Group has seen several overarching themes 
among top performers on CAHPS measures.  Many of these strategies are noted in AHRQ’s 
CAHPS Improvement Guide, an online resource located on the Agency for Healthcare 
Research and Quality website at 
https://www.cahps.ahrq.gov/QIguide/contents/interventions/default.aspx. 

HEALTH PLAN DOMAIN 
Composites/ 
Rating Measures Improvement Strategies 
Getting Needed Care 
 Ease of getting appointment 

with Specialist 

 

 Getting care, tests, or 
treatments as necessary 

 Improve provider directory to include frequent 
updates to web directories. 

 Improve referral process improvement (enhanced 
referral agreements between PCP and specialists, 
involve patient in referral process, develop referral 
“expert” within each practice).  
 

Action:  Perform continuous monitoring with mystery 
shopping of both urgent and routine care options.  
Gauge after-hours access to providers. 

Customer Service 
 Getting information/help from 

customer service 

 

 Treated with courtesy/respect 
by customer service 

 Set quality standards for customer service.  Monitor 
for compliance with internal metrics, i.e., quickness 
of CSR answering call, length of hold time (if any), 
number of hang-ups, and percent of first call 
resolution. 

 Review and track complaints. 
 Step up orientation/training of new hires. 
 Encourage in-service staff development. 

 
Action:  Conduct drill down into problem areas with 
routine Call Center Satisfaction survey. 

Rating of Health Plan 
 Members’ rating of health plan  Examine the summary rates for the key drivers of health 

plan rating. 
 Build positive relationships with new members. 
 Develop a five-year marketing plan. 
 

Action:  Evaluate overall rating of plan every six months or 
quarterly when warranted.  Focus quality initiatives on key 
drivers (as indicated in annual CAHPS reports).  Set 
S.M.A.R.T. goals  Specific, Measurable, Attainable, 
Realistic, and Timely. 
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HEALTH CARE DOMAIN 

Composites/ 
Rating Measures Improvement Strategies 
Getting Care Quickly 
 Obtaining needed care right 

away 
 

 Obtaining care when needed, 
not when needed right away 

 Provide guidance to providers on streamlining 
patient flow and open access scheduling. 

 Offer access to email for clinical advice and 
administrative assistance. 

 Offer Internet access for health information and 
advice. 

 
Action:  Research top performing providers and 
broadcast their scheduling and patient flow practices.  
Also, review the best practices of office managers.  
Communicate the successes. As with Getting Needed 
Care, perform continuous monitoring with mystery 
shopping of both urgent and routine care options.  
Gauge after-hours access to providers. 

How Well Doctors Communicate 
 Providers explained things in 

an understandable way 
 

 Providers listening carefully 
 
 Providers showing respect 
 
 Providers spending enough 

time with you 

 Provide communication tips/coaching for providers, 
especially for chronic care situations. 

 Recommend ways to help patients communicate 
their needs, e.g., suggest to patients that they list out 
their questions before visit to doctor as well as 
convey needed information to doctor. 

 Advocate support groups and self-care. 
 Schedule planned visits for chronic care patients. 
 
Action:  Consider a drill down survey to understand the 
level of communication at the clinic or group levels.  
Coach providers during site visits and via webinars. 

Shared Decision Making 
 Provider discused pros and 

cons of treatment choices 
 
 Provider asked patient which 

choice was best 
 

 Stress self-education so that patient is better 
prepared to voice opinions and evaluate treatment 
options. 

 Ensure that new member materials are updated. 
 Incorporate the critical aspects of Shared Decision 

Making into Disease Management (chronic 
conditions). 

 
Action:  Add custom questions to CAHPS survey in 
order to gain more insights.  Educate members via new 
member materials at outset of relationship. 
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HEALTH CARE DOMAIN 

Composites/ 
Rating Measures Improvement Strategies 
Health Promotion and Education 
 Provider discussed specific 

things to prevent illness 
 Ensure member brochures are easy to read and 

understand. 
 Advertise and encourage use of nurse hotline. 
 Initiate member advisory council. 
 
Action:  Sponsor in-depth interviews with subgroups of 
members to learn specific needs – families with infants, 
non-metro dwelling members, etc.  Measure awareness 
and usage of resources, especially among those with 
health risks. 

Coordination of Care 
 Provider seemed 

informed/up-to-date about 
care received from other 
providers 

 Support electronic patient records. 
 Offer quick referral programs. 
 
Action:  Have state-of-the-art technology to allow 
records to be coordinated throughout a network rapidly.  
Also, facilitate the communication of patients’ needs with 
question lists. 

Rating of Health Care 
 Members’ overall rating of 

health care 
 Examine the summary rates for the key drivers of 

health care rating. 
 Foster the relationship with providers by regular 

walk-throughs/ conferences. 
 Establish an action plan related to key drivers with 

accountability.  
 
Action:  Focus Quality Initiatives on key drivers of the 
health care rating (as indicated in annual CAHPS 
reports).  Set S.M.A.R.T. goals  Specific, Measurable, 
Attainable, Realistic, and Timely. 
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10. Technical Notes 
Presented alphabetically by subject area 
 
CAHPS® Booklet (2008) 
CAHPS® Booklet (Medicaid Child) is a collection of CAHPS® 3.0H mean Summary Ratings for 
those 39 Medicaid non-CCC child samples that submitted data to NCQA in 2008. 
 
Composite Categories 
The NCQA core survey includes seven composite categories.  Each composite category represents 
an overall aspect of plan quality and is comprised of similar questions.  For each composite, an 
overall score is computed.  NCQA defines the composite score as the average of the Summary Rate 
or Three-Point scores of the questions comprising a composite.  For example, the Getting Needed 
Care composite is the average of the Summary Rates or Three-Point Scores of Q26, and Q30. 
 
Correlation Analysis 
Correlation Analysis is run between attributes and the overall satisfaction variable as 
measured by Question 36 (“What number would you use to rate your health plan?”), as well 
as between attributes and Questions 12 and 24, rating of health care and rating of personal 
doctor.  The Pearson’s product moment correlation coefficient, r, is used to measure the 
strength of the linear association between each attribute and the overall satisfaction variables. 
The correlation value can range from –1 to +1 with values close to +1 indicating a strong 
positive correlation.  This is shown on Page 8D. 
 
Demographic Categories 
The Myers Group collapses the age, race, and education group categories into fewer 
segments than those defined by the CAHPS® 4.0H survey.  The consolidation of the 
demographic categories with small samples allows for more valid between-group statistical 
comparisons. 

Respondent’s Age  Respondent’s Education 
CAHPS® TMG  CAHPS® TMG 

Under 18 
24 or younger 

 8th grade or less 

High school 
graduate/GED 

or less 

18 – 24  Some high school 

25 – 34 25 – 34  
High school graduate/GED 

35 – 44 35 – 44  

45 – 54 

45 or older 

 Some college/2-year degree 
Some college/2-

year degree 

55 – 64  4-year college degree 
College 

graduate or 
more 

65 – 74  More than 4-year college 
degree 75 or older  
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Child’s Race/Ethnicity 

CAHPS® TMG 

White White 

Black/African-American 
Black/African-

American 

Asian Asian 

Native Hawaiian/Pacific 
Islander 

Other American Indian/Alaska 
Native 

Other 

Hispanic/Latino Hispanic/Latino 

 
 
 
National CAHPS® Benchmarking Database (NCBD) 2008 
The NCBD data presented include summary-level distributions of 29 Medicaid Child CAHPS® 
4.0 Health Plan Survey results from 2008.  NCBD Summary Rate definitions are not the same 
as NCQA Summary Rate definitions.  Plan scores have been to match NCBD Summary Rate 
definitions. The NCBD Summary Rate definitions are shown in the second column of Page 
4C. 
 
Opportunity Analysis (see Regression Analysis) 
 
Regression Analysis 
Regression estimates are measures of association between independent variables 
(composites) and a dependent variable (overall satisfaction rating), while controlling for the 
effect of other variables through the use of a statistical model.  A backward elimination, 
respondent-level, multiple linear regression model was fitted to the 2009 TMG Medicaid Child 
Book of Business.  The Myers Group Book of Business consists of the 2009 Medicaid Child 
data from each of the 22 health plans that submitted to NCQA.  The dependent variables in 
the model are measured by Question 36 (“What number would you use to rate your child’s 
health plan?”) scaled from 0 to 10 (“Worst health plan possible” to “Best health plan possible”), 
Question 12 (“What number would you use to rate your child’s health care?”), as well as 
Question 24 (What number would you use to rate your child’s personal doctor?”).   
 
All composite questions are evaluated as potential independent variables in the analysis.  
These questions are scaled from 0 to 3 (0, 1, 2, and 3) for four-point scales in the direction of 
least favorable response to most favorable response.  Those composite variables found to 
have a significant positive influence (as found by testing individual beta coefficients with a 
0.05 level of significance) on Overall Satisfaction are reported as Key Drivers of overall 
satisfaction.  The numbers reported alongside each composite, shown on pages 8A – 8C, are 
beta coefficients.  These coefficients indicate the amount of change that takes place in the 
dependent variable for a one-unit change in the respondent level composite independent 
variable in the rescaled 0-3 units (with all other independent variables unchanged).   
 
Within the context of the model, the higher the beta score, the larger the effect the composite 
has on overall satisfaction, with all other composites held constant. 
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Using the results of the regression analysis, TMG has developed the following Opportunity 
Analysis.  If the composite Summary Rate is equal to or greater than the 75th percentile of the 
2009 TMG Medicaid Child Book of Business Summary Rates, and the composite is 
determined to be a Key Driver by the multiple linear regression analysis, the composite is 
considered a plan Strength.  If the composite is a Key Driver and the Summary Rate is less 
than the 50th percentile when compared to the 2009 TMG Medicaid Child Book of Business 
Summary Rates, the composite is considered a plan Opportunity.  If a Key Driver has a 
Summary Rate that falls between the 50th and 75th percentile when compared to the 2009 
TMG Medicaid Child Book of Business Summary Rates it is suggested that the composite be 
monitored as it could become a Strength or Opportunity in the future, depending on the plan’s 
success in that area.   
 
Question Scoring 
NCQA Summary Rate & Three-Point Categories for Composite Questions 
 

Composites/ 
Response choices 

Summary 
Rate 

Three-
Point Questions/Attributes 

Getting Needed Care 
Never/Sometimes  1 Q26 – In the last 6 months, how often was it easy to get 

appointments for your child with specialists? 
Q30 – In the last 6 months, how often was it easy to get the 
care, tests or treatment you thought your child needed through 
his or her health plan? 

Usually 
Summary 

Rate 
2 

Always 
Summary 

Rate 
3 

Getting Care Quickly 
Never/Sometimes  1 Q4 – In the last 6 months, when your child needed care right 

away, how often did you get care as soon as you thought he or 
she needed? 
Q6 – In the last 6 months, not counting the times your child 
needed care right away, how often did you get an appointment 
for  health care at a doctor’s office or clinic as soon as you 
thought your child needed? 

Usually 
Summary 

Rate 
2 

Always 
Summary 

Rate 
3 

How Well Doctors Communicate 
Never/Sometimes  1 Q15 – In the last 6 months, how often did your child’s personal 

doctor explain things in a way that was easy to understand? 
Q16 – In the last 6 months, how often did your child’s personal 
doctor listen carefully to you? 
Q17 – In the last 6 months, how often did your child’s personal 
doctor show respect for what you had to say? 
Q20 - In the last 6 months, how often did your child’s personal 
doctor spend enough time with your child? 

Usually 
Summary 

Rate 
2 

Always 
Summary 

Rate 
3 

Customer Service 
Never/Sometimes  1 

Q32 – In the last 6 months, how often did customer service at 
your child’s health plan give you the information or help you 
needed? 
Q33 – In the last 6 months, how often did customer service staff  
at your child’s health plan treat you with courtesy and respect?  
 

Usually 
Summary 

Rate 
2 

Always 
Summary 

Rate 
3 
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Shared Decision Making 

Definitely/Somewhat no  1 Q10 – In the last 6 months, did your child’s doctor or other 
health provider talk with you about the pros and cons of each 
choice for your child’s treatment or health care? 
Q11 – In the last 6 months, when there was more than one 
choice for your child’s treatment or health care, did your child’s 
doctor or other health provider ask which choice you thought 
was best for your child? 

Somewhat yes  2 

Definitely yes 
Summary 

Rate 
3 

 
 
Rating Questions 
There are four rating questions that ask respondents to rate: (1) all their health care, (2) their 
personal doctor, (3) the specialist seen most often, and (4) the health plan.  For each 
question, respondents were asked to provide ratings using an 11-point scale with “0” 
representing the worst possible and “10” representing the best possible. 
 
Response Rate 
The sample size for Child Medicaid health plans is 1,650 in accordance with NCQA protocol, 
although plans may choose to over-sample their population if necessary. Please refer to the 
Glossary of Terms for more information on over-samples.  The overall NCQA target number of 
complete responses is 411. 
 
Ineligible members include those who are deceased, members who do not meet the eligible 
population criteria, members with a language barrier, and members who are mentally or 
physically incapacitated.  Non-responses include those members who have refused to 
participate in the survey, could not be reached due to a bad address or telephone number, or 
members that reached a maximum attempt threshold and were unable to be contacted during 
the survey time period.   
 
The formula for determining the response rate is the following: 
 

Completed mail and telephone surveys 
=  Response rate 

Final sample size – Ineligible surveys 
 
 
Sampling Error 
Sampling error can be thought of as the extent to which survey results may differ from what 
would be obtained if every eligible member in the sample had been surveyed.  The size of 
such error depends largely on the percentage distributions (i.e., the number of respondents 
selecting each answer category) and the number of members surveyed.  The more 
disproportionate the percentage distributions or the larger the sample size is, the smaller the 
error. 
 
The following tables may be used in estimating approximate sampling error.  The first table 
shows the range (plus or minus the figure shown) within which the population percentage 
could be expected to lay 95* out of 100 times a sample of that size and percentage 
distribution would be selected.  The second table shows the range (plus or minus the figure 
shown) within which the population percentage could be expected to lay 90** out of 100 times 
a sample of that size and percentage distribution would be selected. 
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Valid 
Responses 

Percentage Distribution 
50/50 60/40 70/30 80/20 90/10 

50 13.9 13.6 12.7 11.1 8.3 

100 9.8 9.6 9.0 7.8 5.9 

200 6.9 6.8 6.4 5.5 4.2 

300 5.7 5.5 5.2 4.5 3.4 

400 4.9 4.8 4.5 3.9 2.9 

500 4.4 4.3 4.0 3.5 2.6 

750 3.6 3.5 3.3 2.9 2.1 

850 3.4 3.3 3.1 2.7 2.0 

*95% confidence interval 
 

Valid 
Responses 

Percentage Distribution 
50/50 60/40 70/30 80/20 90/10 

50 11.6 11.4 10.7 9.3 7.0 

100 8.2 8.1 7.5 6.6 4.9 

200 5.8 5.7 5.3 4.7 3.5 

300 4.7 4.7 4.4 3.8 2.8 

400 4.1 4.0 3.8 3.3 2.5 

500 3.7 3.6 3.4 2.9 2.2 

750 3.0 2.9 2.8 2.4 1.8 

850 2.8 2.8 2.6 2.3 1.7 

                                                                                                   **90% confidence interval 
 
The sampling error table is used in the following manner.  Assume that “overall rating of health 
plan” received a Summary Rate of seventy percent (70.0%) from a sample of 500 valid 
responses.  For a 95% confidence interval, look at the table where the sample size of 500 
intersects the percentage distribution of 70/30.  The margin of error for this sample size is four 
percentage points (4.0%).  Therefore, on average, in 95 out of 100 similar samples, the 95% 
confidence interval (e.g., 66.0% to 74.0%) will span the true unknown population percentage. 
 
Statistical Significance 
A statistically significant hypothesis testing result means that, based on the sample(s), 
conditions/assumptions, and level of significance, there is sufficient evidence to conclude the 
alternate hypothesis.  For example, when testing for a difference between a population 
Summary Rate and a set constant score (e.g., TMG Book of Business), statistical significance 
would mean that there is sufficient support for the statement that there is a difference between 
the population Summary Rate and the set constant score.  As another example, when testing 
to see if there is a difference between last year’s population Summary Rate and this year’s 
population Summary Rate, statistical significance would mean that there is sufficient evidence 
for the statement that the population Summary Rates are different.   
 
Summary Rate  
Summary Rates are single statistics generated for a survey question as specified by NCQA.  
In general, Summary Rates represent the percentage of respondents who chose the most 
favorable response option(s) (“Always” and “Usually”; “Definitely Yes”; or “8” to “10”).  Not all 
questions are assigned a Summary Rate by NCQA. 
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Summary Rate categories for the rating questions represent respondents who answered “8,” 
“9,” or “10.”  In addition to the traditional NCQA defined Summary Rate calculation for rating 
questions (responses “8”, “9”, and “10”), Summary Rates are also calculated using “9” and 
“10.” 
 
Members who respond “No” to Q34 are recoded as “Always” in Q35 and are, therefore, 
included in the Summary Rate of Q35. 
 
The Summary Rate for each composite category and additional measure is as follows: 
 
Getting Needed Care; Getting Care Quickly; How Well Doctors Communicate; Customer 
Service; Health Promotion and Education; and Coordination of Care:  Summary Rate 
represents the percentage of members who responded “Always” or “Usually.”  
 
Shared Decision Making: Summary Rate represents the percentage of members who 
responded “Definitely Yes.”   
 
Survey Administration Protocol 
The CAHPS® 4.0H protocol allows plans to select one of two options for survey administration: 
a 5-wave mail-only methodology or a mixed methodology (mail and telephone), which 
includes 4-wave mail (two questionnaire mailings and two reminder post cards) with a 
telephone follow-up of at least 3 attempts.  The sample size for Medicaid Child plans seeking 
accreditation from NCQA is 1,650 members. 
 

Mixed Methodology Tasks Time Frame 
First questionnaire and cover letter sent to the member. 0 days 

A postcard reminder is sent to non-respondents 4 to 10 days after the first 
questionnaire. 

4-10 days 

A second questionnaire with replacement cover letter is sent to non-respondents 
approximately 35 days after the mailing of the first questionnaire. 

35 days 

A second postcard reminder is sent to non-respondents 4 to 10 days after mailing 
the second questionnaire. 

39-45 days 

Telephone calls by CATI (computer-assisted telephone interviews) are conducted 
for non-respondents approximately 21 days after the mailing of the second 
questionnaire. 

56 days 

Telephone contact is made to all non-respondents such that at least 3 calls are 
attempted at different times of day, on different days and in different weeks.  

56-70 days 

Telephone follow-up is completed approximately 14 days after initiation. 70 days 
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Mail-Only Methodology Tasks Time Frame 
First questionnaire and cover letter sent to the member. 0 days 

A postcard reminder is sent to non-respondents 4 to 10 days after the first 
questionnaire. 

4-10 days 

A second questionnaire with replacement cover letter is sent to non-respondents 
approximately 35 days after the mailing of the first questionnaire. 

35 days 

A second postcard reminder is sent to non-respondents 4 to 10 days after mailing 
the second questionnaire. 

39-45 days 

A third questionnaire and cover letter is sent to non-respondents approximately 25 
days after mailing the second questionnaire. 

60 days 

Allow 21 days for the third questionnaire to be returned by the member. 81 days 

 
 
The Myers Group Book of Business 
The Myers Group Book of Business (calculated on a plan-level) consists of all Medicaid Child 
samples that were conducted by TMG and submitted data to NCQA.  In 2009 there were 22 
samples included in the Book of Business.  This benchmark is shown throughout the report 
and is used in the Opportunity Analysis.   
 
Three-Point Scores 
Three-Point scoring assigns a value of 1, 2, or 3 to each question response category and then 
computes a numerical average based upon the valid responses for each question.  The 
Three-Point values are assigned to response option categories as follows: 
 

Response 
Choice 1 

Score 
Value 

 Response 
Choice 2 

Score 
Value 

 Response 
Choice 3 

Score 
Value 

Definitely no 1  Never 1  0-6 1 

Somewhat no 1  Sometimes 1  7 & 8 2 

Somewhat yes 2  Usually 2  9 & 10 3 

Definitely yes 3  Always 3    

 
The “mean of means” method is used in computing the Three-Point composite score.  Each 
question is weighted equally within a composite regardless of the number of valid responses.  
These composite scores may be in slight variance to the scores shown elsewhere in the 
report (comparisons by member age, gender, etc.) where scores are calculated as weighted 
means based on the actual number of respondents answering each question. 
 
Unanswered Questions 
CAHPS® 4.0H prescribes that if a respondent answered a question by marking more than one 
response (not including Q41 & Q47), that response is considered a “multiple mark.”  A 
missing/multiple mark response is NOT assigned any value or used to calculate satisfaction 
scores. 
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Z-Test 
To test for true differences in population score(s), statistical inference methods are applied.  In 
particular, hypothesis testing is done to draw conclusions about differences in scores between 
a population and a set constant (e.g., a Summary Rate versus the TMG Book of Business) or 
between different populations (e.g., a Summary Rate for this year versus a Summary Rate for 
last year).  The hypothesis of no difference is rejected if the absolute value of the test statistic 
exceeds a critical value corresponding to a level of significance.  The test statistic used 
depends on which of these types of hypothesis tests are performed. 
 
When checking for a statistically significant difference between a Summary Rate for a 
population and a set constant score (e.g., TMG Book of Business)—with various 
conditions/assumptions—The Myers Group uses the statistical test that follows: 

n

qp

pp
z

00

0ˆ 
  

   

  where  

  p̂  = Summary Rate from the sample 

 0p  = Set constant score for comparison 

 0q  = 1 –  (Set constant score) = )1( 0p  

 n  = Sample size 
 
For hypothesis testing of composites, n equals the maximum denominator of the composite 
questions. With a large sample size ( 5ˆ11 pn , 5)ˆ1( 11  pn , 5ˆ 22 pn , and 5)ˆ1( 22  pn ), 
the z-statistic has a distribution that can be treated as the standard normal distribution.  Thus, 
the hypothesis that the population “Summary Rate” equals the set constant score is rejected 
at a 0.05 level of significance when the absolute value of the z-statistic exceeds 1.96 
(obtained from cumulative standard normal distribution table). 
 
The second hypothesis-testing situation involves testing for statistically significant differences 
between two population percents (or proportions), e.g., two population Summary Rates.  
When comparing the population percentages (or proportions)—with various conditions/ 
assumptions—the appropriate test statistic is the z-statistic as follows: 
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  where  

  1p̂  = Summary Rate from the 1st sample 

 2p̂  = Summary Rate from the 2nd sample 

 1n  = Size of the sample from the 1st population 

 2n  = Size of the sample from the 2nd population 

 p̂  = Pooled Summary Rate,  
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 q̂  = 1 –  (Pooled Summary Rate) 
 
 For hypothesis testing of composites, n equals the maximum denominator of the composite 
questions.  With large sample sizes ( 5ˆ11 pn , 5)ˆ1( 11  pn , 5ˆ 22 pn , and 5)ˆ1( 22  pn ), 
the z-statistic has a distribution that can be treated as the standard normal distribution.  Thus, 
the hypothesis that the populations under comparison have equal population Summary Rates 
is rejected at a 0.05 level of significance when the absolute value of the z-statistic exceeds 
1.96 (obtained from the cumulative standard normal distribution table). 
 
Sample Survey Tool 
 



Please answer the questions for the child listed on
the envelope. Please do not answer for any other
children.

1. Our records show that your child is now in
MDwise.
Is that right?

1 Yes . . . . . . . . . . . . . . . . . .Go to Question 3
2 No . . . . . . . . . . . . . . . . . . .Go to Question 2

2. What is the name of your child's health plan?
(Please print)

Your Child's Health Care
In The Last 6 Months

These questions ask about your child’s health care. Do
not include care your child got when he or she stayed
overnight in a hospital. Do not include the times your
child went for dental care visits.

3. In the last 6 months, did your child have an illness,
injury, or condition that needed care right away in
a clinic, emergency room, or doctor’s office?

1 Yes . . . . . . . . . . . . . . . . . .Go to Question 4
2 No . . . . . . . . . . . . . . . . . . .Go to Question 5

4. In the last 6 months, when your child needed care
right away, how often did your child get care as
soon as you thought he or she needed?

1 Never
2 Sometimes
3 Usually
4 Always

5. In the last 6 months, not counting the times your
child needed care right away, did you make any
appointments for your child’s health care at a
doctor’s office or clinic?

1 Yes . . . . . . . . . . . . . . . . . .Go to Question 6
2 No . . . . . . . . . . . . . . . . . . .Go to Question 7

6. In the last 6 months, not counting the times your
child needed care right away, how often did you
get an appointment for health care at a doctor’s
office or clinic as soon as you thought your child
needed?

1 Never
2 Sometimes
3 Usually
4 Always

7. In the last 6 months, not counting the times your
child went to an emergency room, how many
times did he or she go to a doctor’s office or clinic
to get health care?

0 None . . . . . . . . . . . . . . . . .Go to Question 13
1 1 . . . . . . . . . . . . . . . . . . . .Go to Question 8
2 2 . . . . . . . . . . . . . . . . . . . .Go to Question 8
3 3 . . . . . . . . . . . . . . . . . . . .Go to Question 8
4 4 . . . . . . . . . . . . . . . . . . . .Go to Question 8
5 5 to 9 . . . . . . . . . . . . . . . . .Go to Question 8
6 10 or more . . . . . . . . . . . .Go to Question 8

8. In the last 6 months, how often did you and your
child’s doctor or other health provider talk about
specific things you could do to prevent illness in
your child?

1 Never
2 Sometimes
3 Usually
4 Always

9. Choices for your child’s treatment or health care
can include choices about medicine, surgery, or
other treatment.
In the last 6 months, did your child’s doctor or
other health provider tell you there was more than
one choice for your child’s treatment or health
care?

1 Yes . . . . . . . . . . . . . . . . . .Go to Question 10
2 No . . . . . . . . . . . . . . . . . . .Go to Question 12

10. In the last 6 months, did your child’s doctor or
other health provider talk with you about the pros
and cons of each choice for your child’s treatment
or health care?

1 Definitely yes
2 Somewhat yes
3 Somewhat no
4 Definitely no

11. In the last 6 months, when there was more than
one choice for your child’s treatment or health
care, did your child’s doctor or other health
provider ask you which choice you thought was
best for your child?

1 Definitely yes
2 Somewhat yes
3 Somewhat no
4 Definitely no

38. What is your child’s age?
00 Less than 1 year old

YEARS OLD (Write in)

39. Is your child male or female?
1 Male
2 Female

40. Is your child of Hispanic or Latino origin or
descent?

1 Yes, Hispanic or Latino
2 No, not Hispanic or Latino

41. What is your child’s race?
(Please mark one or more.)

A White
B Black or African-American
C Asian
D Native Hawaiian or other Pacific Islander
E American Indian or Alaska Native
F Other

42. What is your age?
0 Under 18
1 18 to 24
2 25 to 34
3 35 to 44
4 45 to 54
5 55 to 64
6 65 to 74
7 75 or older

43. Are you male or female?
1 Male
2 Female

44. What is the highest grade or level of school that
you have completed?

1 8th grade or less
2 Some high school, but did not graduate
3 High school graduate or GED
4 Some college or 2-year degree
5 4-year college graduate
6 More than 4-year college degree

45. How are you related to the child?
1 Mother or father
2 Grandparent
3 Aunt or uncle
4 Older sibling
5 Other relative
6 Legal guardian

46. Did someone help you complete this survey?
1 Yes . . . . . . . . . . . . . . . . . . . .Go to Question 47
2 No . . . . . . . . . . . . . . . . . . . .Please return the

survey in the
postage-paid
envelope.

47. How did that person help you?
(Mark all that apply.)

A Read the questions to me
B Wrote down the answers I gave
C Answered the questions for me
D Translated the questions into my language
E Helped in some other way

Please continue inside1

�Answer all the questions by marking the box with blue or black ink. Like this
�You are sometimes told to skip over some questions in this survey. When this happens you will see a note
that tells you what question to answer next, like this: Yes ........Go to Question 3

All information that would let someone identify you or your family will be kept private. The Myers Group will not
share your personal information with anyone without your OK. You may choose to answer this survey or not. If
you choose not to, this will not affect the benefits you get. You may notice a number on the cover of this survey.
This number is ONLY used to let us know if you have returned your survey so we don’t have to send you
reminders. If you want to know more about this study, please call The Myers Group at 1-800-692-0041.

MMCCSS

Thank You
Please return the completed survey in the postage-paid envelope to:

Attn:  Survey Processing Department
The Myers Group
2351 Henry Clower Boulevard, Suite C
Snellville, GA  30078-3107
Toll-Free:  1-800-692-0041

For Internal Purposes Only:  56505, 56516, 56517, 56518, 56519, 56520, 56521, 56522, 56523, 56525



12. Using any number from 0 to 10, where 0 is the 
worst health care possible and 10 is the best 
health care possible, what number would you use 
to rate all your child’s health care in the last 6 
months?
Worst health care Best health care
possible possible
0 1 2 3 4 5 6 7 8 9 10

12a. Now, I'd like to ask about the most recent visit
to your child’s personal doctor or nurse.  How
satisfied were you with the ease of getting
through the office by telephone?

1 Very satisfied
2 Satisfied
3 Somewhat satisfied
4 Dissatisfied
5 Very dissatisfied

12b. In the last 6 months, how many times did
you go to the emergency room to get care for
your child because your child’s doctor was
not able to see him/her during regular office
hours?

0 None
1 1 time
2 2 times
3 3 or more times

Your Child’s Personal Doctor
13. A personal doctor is the one your child would see 

if he or she needs a check-up or gets sick or hurt.
Does your child have a personal doctor?

1 Yes  . . . . . . . . . . . . . . . . . .Go to Question 14
2 No  . . . . . . . . . . . . . . . . . . .Go to Question 25

14. In the last 6 months, how many times did your 
child visit his or her personal doctor for care?

0 None  . . . . . . . . . . . . . . . . .Go to Question 24
1 1  . . . . . . . . . . . . . . . . . . . .Go to Question 15
2 2  . . . . . . . . . . . . . . . . . . . .Go to Question 15
3 3  . . . . . . . . . . . . . . . . . . . .Go to Question 15
4 4  . . . . . . . . . . . . . . . . . . . .Go to Question 15
5 5 to 9 . . . . . . . . . . . . . . . . .Go to Question 15
6 10 or more  . . . . . . . . . . . .Go to Question 15

15. In the last 6 months, how often did your child’s 
personal doctor explain things in a way that was 
easy to understand?

1 Never
2 Sometimes
3 Usually
4 Always

16. In the last 6 months, how often did your child’s 
personal doctor listen carefully to you?

1 Never
2 Sometimes
3 Usually
4 Always

17. In the last 6 months, how often did your child’s 
personal doctor show respect for what you had to 
say?

1 Never
2 Sometimes
3 Usually
4 Always

18. Is your child able to talk with doctors about his or 
her health care?

1 Yes  . . . . . . . . . . . . . . . . . .Go to Question 19
2 No  . . . . . . . . . . . . . . . . . . .Go to Question 20

19. In the last 6 months, how often did your child’s 
personal doctor explain things in a way that was 
easy for your child to understand?

1 Never
2 Sometimes
3 Usually
4 Always

20. In the last 6 months, how often did your child’s 
personal doctor spend enough time with your 
child?

1 Never
2 Sometimes
3 Usually
4 Always

21. In the last 6 months, did your child’s personal 
doctor talk with you about how your child is feeling,
growing, or behaving? 

1 Yes
2 No

22. In the last 6 months, did your child get care from a 
doctor or other health provider besides his or her 
personal doctor?

1 Yes  . . . . . . . . . . . . . . . . . .Go to Question 23
2 No  . . . . . . . . . . . . . . . . . . .Go to Question 24

23. In the last 6 months, how often did your child’s 
personal doctor seem informed and up-to-date 
about the care your child got from these doctors or 
other health providers?

1 Never
2 Sometimes
3 Usually
4 Always

24. Using any number from 0 to 10, where 0 is the 
worst personal doctor possible and 10 is the best 
personal doctor possible, what number would you 
use to rate your child’s personal doctor?
Worst personal doctor Best personal doctor
possible possible
0 1 2 3 4 5 6 7 8 9 10

Getting Health Care From Specialists
When you answer the next questions, do not include 
dental visits or care your child got when he or she 
stayed overnight in a hospital.

25. Specialists are doctors like surgeons, heart 
doctors, allergy doctors, skin doctors, and other 
doctors who specialize in one area of health care.
In the last 6 months, did you try to make any 
appointments for your child to see a specialist?

1 Yes  . . . . . . . . . . . . . . . . . .Go to Question 26
2 No  . . . . . . . . . . . . . . . . . . .Go to Question 29

26. In the last 6 months, how often was it easy to get 
appointments for your child with specialists? 

1 Never
2 Sometimes
3 Usually
4 Always

27. How many specialists has your child seen in the 
last 6 months?

0 None  . . . . . . . . . . . . . . . . .Go to Question 29
1 1 specialist  . . . . . . . . . . . .Go to Question 28
2 2  . . . . . . . . . . . . . . . . . . . .Go to Question 28
3 3  . . . . . . . . . . . . . . . . . . . .Go to Question 28
4 4  . . . . . . . . . . . . . . . . . . . .Go to Question 28
5 5 or more specialists  . . . .Go to Question 28

28. We want to know your rating of the specialist your 
child saw most often in the last 6 months.
Using any number from 0 to 10, where 0 is the 
worst specialist possible and 10 is the best 
specialist possible, what number would you use to 
rate that specialist?
Worst specialist Best specialist
possible possible
0 1 2 3 4 5 6 7 8 9 10

Your Child’s Health Plan
The next questions ask about your experience with your 
child’s health plan.

29. In the last 6 months, did you try to get any kind of 
care, tests, or treatment for your child through his 
or her health plan?

1 Yes  . . . . . . . . . . . . . . . . . .Go to Question 30
2 No  . . . . . . . . . . . . . . . . . . .Go to Question 31

30. In the last 6 months, how often was it easy to get 
the care, tests, or treatment you thought your child 
needed through his or her health plan?

1 Never
2 Sometimes
3 Usually
4 Always

31. In the last 6 months, did you try to get information 
or help from customer service at your child’s 
health plan?

1 Yes  . . . . . . . . . . . . . . . . . .Go to Question 32
2 No  . . . . . . . . . . . . . . . . . . .Go to Question 34

32. In the last 6 months, how often did customer 
service at your child’s health plan give you the 
information or help you needed?

1 Never
2 Sometimes
3 Usually
4 Always

33. In the last 6 months, how often did customer 
service staff at your child’s health plan treat you 
with courtesy and respect?

1 Never
2 Sometimes
3 Usually
4 Always

34. In the last 6 months, did your child’s health plan 
give you any forms to fill out?

1 Yes  . . . . . . . . . . . . . . . . . .Go to Question 35
2 No  . . . . . . . . . . . . . . . . . . .Go to Question 36

35. In the last 6 months, how often were the forms 
from your child’s health plan easy to fill out?

1 Never
2 Sometimes
3 Usually
4 Always

36. Using any number from 0 to 10, where 0 is the 
worst health plan possible and 10 is the best 
health plan possible, what number would you use 
to rate your child’s health plan?
Worst health plan Best health plan
possible possible
0 1 2 3 4 5 6 7 8 9 10

36a. How easy is it to find and understand information 
using the Member Handbook?

1 Very easy
2 Somewhat easy
3 Difficult
4 I did not try to look up information in the 
Member Handbook

5 I do not have a copy of my health plan's 
Member Handbook

36b. If you had a problem getting the help you needed 
from Customer Service, what kind of problem did 
you have? (Mark all that apply.)

A It was difficult to get through to Customer
Service on the telephone

B The Customer Service Representative
did not have the information I needed

C The Customer Service Representative
did not give me the correct information

D The Customer Service Representative
did not follow-up with me

E The Customer Service Representative
did not follow-up with me in a timely
manner

F Other

36c. Would you recommend your child’s health plan to 
your family or friends?

1 Definitely yes
2 Probably yes
3 Probably not
4 Definitely not

36d. Are you familiar with your child’s health plan’s
NURSE on-call, a service that allows you to
ask health information questions to a nurse?

1 Yes
2 No

About Your Child And You
37. In general, how would you rate your child’s overall 

health?
1 Excellent
2 Very good
3 Good
4 Fair
5 Poor

2 3 Please continue on back

MMCCSS
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11. Banner Tables 
The tables in the following section show detailed results for each question in your survey.  The 
banner-points, across the top banner table, include categories such as:  (1) demographic 
groups (age, education, gender, ethnicity and race), (2) survey items, and (3) data collection 
method.  In order to aid you in viewing the data contained in these tables, the following 
explanation is provided. 
 
The different categories by which the data are “sliced” are presented as column headers.  
Each category has a set of possible response choices that are listed immediately below the 
headers.  The left-most column in each table is labeled “Total” and shows results for the entire 
set of valid responses. 
 
On the left side of the page are three row headers: “Total Eligible,” “Total Valid Responses,” 
and “No Answer.”  “Total Eligible” represents the number of possible responses that meet the 
criteria for inclusion into the given question.  For questions that are asked of all respondents, 
this figure will typically equal 1023, which is the valid number of responses to the current 
survey.  “Total Valid Responses” shows how many of the total respondents provided valid 
answers to the given question.  Finally, “No Answer” is the number of individuals who did not 
respond to the question, even though they were eligible to do so. 
 
It should be noted that, in some cases, a survey response choice shows only the number of 
respondents providing that answer with no percentage.  These response options are not 
considered valid responses by NCQA guidelines, and are therefore omitted from the 
percentage calculations. 
 
In some tables, an additional row is added to show Summary Rates.  These scores are a 
single question response or combination of question responses considered to be favorable.  It 
is included at the bottom of each of these tables and is shown with the response option, or 
options, that make up the score listed beside it. 
 
Information regarding the statistical testing of results is shown in the lower left corner of each 
table.  The first line displays the Comparison Groups.  These are the columns (denoted by 
upper-case letters and separated by a slash (/)) in which statistical tests are run.  Columns (B) 
and (C), for example, show results for Males and Females.  These columns are compared in 
the statistical test to each other, but not to any other columns.  If a letter is present, whether 
upper- or lower-case, its corresponding percentage is significantly higher than the specified 
percentages within its comparison group. Note that when comparing groups, the Z-Test is only 
valid for large sample sizes.  See Z-Test in Technical Notes. 
 
The second line shows the type or types of statistical tests that are included in the table.  The 
last two lines define the meaning of the upper- and lower-case letters.   



 
2009 Final Report for MDwise 
Consumer Assessment of Healthcare Providers and Systems (CAHPS®) Survey 
 

 
 

The Myers Group Medicaid Child Survey – 2009 11-2 

If a percentage has an upper-case letter beneath it, a difference exists at the 0.05 level of 
significance.  A lower-case letter denotes a difference at the 0.10 level of significance.  A 
banner table example follows with key points noted. 
 
 ========= GENDER ========= 
 

 Total Male Female 
 ---------- ---------- --------- 
 (A) (B) (C) 
 
Total 4331 22 407 
 
Total Valid 4292 22 403 
Responses 100.0% 100.0% 100.0% 
 
No Answer 43 - 4 
 
Yes 198 6 189 
 46.2% 27.3% 46.9% 
   B4 
 
No 231 16 214 
 53.8% 72.7% 53.1% 
  C5 

 
1 – For the given question, 433 respondents were eligible to answer.  For questions asked of 
all respondents, this figure will equal the number of complete surveys.  In other cases, it will 
equal the number of appropriate responses to a gate question.  Gate questions are those that 
filter out respondents who would not logically be able to answer follow-up questions.  For 
example, people who say that they do not have a personal doctor would not be able to provide 
a doctor rating, and so they are filtered out of the response set for the rating question. 
 
2 – Of those who were eligible to answer this question, 429 provided valid responses. 
 
3 – Four respondents–all Female–who were eligible to answer the question did not provide an 
answer. 
 
4 – Females and Males provided a significantly different percentage of “Yes” responses.  The 
“B” below the percentage refers to the group in column B – in this case, Males – and signifies 
that the 46.9% is significantly different than 27.3%.  Because the “B” is capitalized, we know 
that the difference is significant at the 0.05 level of significance. 
 
5 – Females and Males provided significantly different percentages of “No” responses.  As in 
the previous note, the “C” refers to the group in column C–Females–and is significant at the 
0.05 level of significance. 
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Q1.  Our records show that your child is now in MDwise.  Is 
that right?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Valid Responses       1018    205   372   257   145     627    349     102    883      138     826      737     183      98      723    206     54     547    471
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      5      2     -     2     1       4      1       1      4        1       4        3       1       1        2      1      2       -      5

Yes                         1018    205   372   257   145     627    349     102    883      138     826      737     183      98      723    206     54     547    471
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No                             -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -
                                                                                                                                                                       

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q3.  In the last 6 months, did your child have an illness, 
injury, or condition that needed care right away in a 
clinic, emergency room or doctor's office?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible              1023    207   372   259   146     631    350     103    887      139     830      740     184      99      725    207     56     547    476

Total Valid Responses       1009    207   369   259   143     627    348     103    881      138     827      736     183      99      722    206     54     545    464
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     14      -     3     -     3       4      2       -      6        1       3        4       1       -        3      1      2       2     12

Yes                          399     88   140    98    65     248    142      31    362       43     340      317      63      37      256    105     30     252    147
                           39.5%  42.5% 37.9% 37.8% 45.5%   39.6%  40.8%   30.1%  41.1%    31.2%   41.1%    43.1%   34.4%   37.4%    35.5%  51.0%  55.6%   46.2%  31.7%
                                                                                      H                J        M                               O      O       S

No                           610    119   229   161    78     379    206      72    519       95     487      419     120      62      466    101     24     293    317
                           60.5%  57.5% 62.1% 62.2% 54.5%   60.4%  59.2%   69.9%  58.9%    68.8%   58.9%    56.9%   65.6%   62.6%    64.5%  49.0%  44.4%   53.8%  68.3%
                                                                               I               K                        L               PQ                            R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q4. (GCQ)In the last 6 months, when your child needed care 
right away, how often did your child get care as soon as 
you thought he or she needed?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               399     88   140    98    65     248    142      31    362       43     340      317      63      37      256    105     30     252    147

Total Valid Responses        395     86   139    98    64     246    140      31    358       43     336      314      62      37      255    103     29     248    147
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      4      2     1     -     1       2      2       -      4        -       4        3       1       -        1      2      1       4      -

Always                       312     66   111    77    52     198    107      20    288       28     271      257      46      27      208     75     24     200    112
                           79.0%  76.7% 79.9% 78.6% 81.3%   80.5%  76.4%   64.5%  80.4%    65.1%   80.7%    81.8%   74.2%   73.0%    81.6%  72.8%  82.8%   80.6%  76.2%
                                                                                      h                J                                 p

Usually                       58     16    20    13     9      36     22       6     52        8      49       41      13       8       36     19      2      38     20
                           14.7%  18.6% 14.4% 13.3% 14.1%   14.6%  15.7%   19.4%  14.5%    18.6%   14.6%    13.1%   21.0%   21.6%    14.1%  18.4%   6.9%   15.3%  13.6%
                                                                                                                                                q

Sometimes                     22      4     8     7     2      10     11       5     16        6      15       15       3       1       10      9      2       8     14
                            5.6%   4.7%  5.8%  7.1%  3.1%    4.1%   7.9%   16.1%   4.5%    14.0%    4.5%     4.8%    4.8%    2.7%     3.9%   8.7%   6.9%    3.2%   9.5%
                                                                               i               k                                                                      R

Never                          3      -     -     1     1       2      -       -      2        1       1        1       -       1        1      -      1       2      1
                            0.8%               1.0%  1.6%    0.8%                  0.6%     2.3%    0.3%     0.3%            2.7%     0.4%          3.4%    0.8%   0.7%

HEDIS/CAHPS SUMMARY RATE     370     82   131    90    61     234    129      26    340       36     320      298      59      35      244     94     26     238    132
- Always/Usually           93.7%  95.3% 94.2% 91.8% 95.3%   95.1%  92.1%   83.9%  95.0%    83.7%   95.2%    94.9%   95.2%   94.6%    95.7%  91.3%  89.7%   96.0%  89.8%
                                                                                      h                J                                                       S

HEDIS/CAHPS SUMMARY RATE     312     66   111    77    52     198    107      20    288       28     271      257      46      27      208     75     24     200    112
- Always                   79.0%  76.7% 79.9% 78.6% 81.3%   80.5%  76.4%   64.5%  80.4%    65.1%   80.7%    81.8%   74.2%   73.0%    81.6%  72.8%  82.8%   80.6%  76.2%
                                                                                      h                J                                 p

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56505)

Q5.  In the last 6 months, not counting the times your 
child needed health care right away, did you make any 
appointments for your child's health care at a doctor's 
office or clinic?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible              1023    207   372   259   146     631    350     103    887      139     830      740     184      99      725    207     56     547    476

Total Valid Responses        998    203   366   256   144     620    347      99    876      138     817      731     181      97      717    201     55     539    459
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     25      4     6     3     2      11      3       4     11        1      13        9       3       2        8      6      1       8     17

Yes                          699    155   261   165    97     420    259      63    620       82     586      525     130      68      481    151     49     390    309
                           70.0%  76.4% 71.3% 64.5% 67.4%   67.7%  74.6%   63.6%  70.8%    59.4%   71.7%    71.8%   71.8%   70.1%    67.1%  75.1%  89.1%   72.4%  67.3%
                                     De     d                          F                               J                                        O     OP       s

No                           299     48   105    91    47     200     88      36    256       56     231      206      51      29      236     50      6     149    150
                           30.0%  23.6% 28.7% 35.5% 32.6%   32.3%  25.4%   36.4%  29.2%    40.6%   28.3%    28.2%   28.2%   29.9%    32.9%  24.9%  10.9%   27.6%  32.7%
                                                 Bc     b       G                              K                                        PQ      Q                     r

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56505)

Q6. (GCQ)In the last 6 months, not counting the times your 
child needed health care right away, how often did you get 
an appointment for your health care at a doctor's office or 
clinic as soon as you thought your child needed?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               699    155   261   165    97     420    259      63    620       82     586      525     130      68      481    151     49     390    309

Total Valid Responses        690    154   259   163    94     413    258      60    615       82     578      520     127      68      476    149     48     388    302
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      9      1     2     2     3       7      1       3      5        -       8        5       3       -        5      2      1       2      7

Always                       486     98   185   115    73     277    195      43    432       38     424      384      88      40      350     92     32     268    218
                           70.4%  63.6% 71.4% 70.6% 77.7%   67.1%  75.6%   71.7%  70.2%    46.3%   73.4%    73.8%   69.3%   58.8%    73.5%  61.7%  66.7%   69.1%  72.2%
                                                        B              F                               J        N                        P

Usually                      126     32    48    30    14      84     40       5    119       22     100       95      19      18       82     33     10      80     46
                           18.3%  20.8% 18.5% 18.4% 14.9%   20.3%  15.5%    8.3%  19.3%    26.8%   17.3%    18.3%   15.0%   26.5%    17.2%  22.1%  20.8%   20.6%  15.2%
                                                                                      H        k                                m                              s

Sometimes                     65     19    22    14     7      43     19      11     52       19      44       33      18       8       37     20      5      32     33
                            9.4%  12.3%  8.5%  8.6%  7.4%   10.4%   7.4%   18.3%   8.5%    23.2%    7.6%     6.3%   14.2%   11.8%     7.8%  13.4%  10.4%    8.2%  10.9%
                                                                               i               K                        L                       o

Never                         13      5     4     4     -       9      4       1     12        3      10        8       2       2        7      4      1       8      5
                            1.9%   3.2%  1.5%  2.5%          2.2%   1.6%    1.7%   2.0%     3.7%    1.7%     1.5%    1.6%    2.9%     1.5%   2.7%   2.1%    2.1%   1.7%

HEDIS/CAHPS SUMMARY RATE     612    130   233   145    87     361    235      48    551       60     524      479     107      58      432    125     42     348    264
- Always/Usually           88.7%  84.4% 90.0% 89.0% 92.6%   87.4%  91.1%   80.0%  89.6%    73.2%   90.7%    92.1%   84.3%   85.3%    90.8%  83.9%  87.5%   89.7%  87.4%
                                                        B                             h                J        M                        P

HEDIS/CAHPS SUMMARY RATE     486     98   185   115    73     277    195      43    432       38     424      384      88      40      350     92     32     268    218
- Always                   70.4%  63.6% 71.4% 70.6% 77.7%   67.1%  75.6%   71.7%  70.2%    46.3%   73.4%    73.8%   69.3%   58.8%    73.5%  61.7%  66.7%   69.1%  72.2%
                                                        B              F                               J        N                        P

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56505)

Q7.  In the last 6 months, not counting the times your 
child went to an emergency room, how many times did he or 
she go to a doctor's office or clinic to get care?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible              1023    207   372   259   146     631    350     103    887      139     830      740     184      99      725    207     56     547    476

Total Valid Responses        972    203   352   249   141     603    340      94    857      132     798      715     176      97      701    195     53     543    429
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     51      4    20    10     5      28     10       9     30        7      32       25       8       2       24     12      3       4     47

None                         192     24    74    59    29     125     59      24    163       36     149      127      40      16      161     20      7     100     92
                           19.8%  11.8% 21.0% 23.7% 20.6%   20.7%  17.4%   25.5%  19.0%    27.3%   18.7%    17.8%   22.7%   16.5%    23.0%  10.3%  13.2%   18.4%  21.4%
                                            B     B     B                                      K                                        PQ

1                            243     53    86    70    25     154     80      25    210       34     198      175      39      26      194     32      8     140    103
                           25.0%  26.1% 24.4% 28.1% 17.7%   25.5%  23.5%   26.6%  24.5%    25.8%   24.8%    24.5%   22.2%   26.8%    27.7%  16.4%  15.1%   25.8%  24.0%
                                      e     e     E                                                                                     PQ

2                            209     57    64    48    33     125     78      20    184       25     175      159      37      23      162     38      3     128     81
                           21.5%  28.1% 18.2% 19.3% 23.4%   20.7%  22.9%   21.3%  21.5%    18.9%   21.9%    22.2%   21.0%   23.7%    23.1%  19.5%   5.7%   23.6%  18.9%
                                     CD                                                                                                  Q      Q              s

3                            131     27    56    26    18      78     49      10    119       17     110       99      18      14       92     28      9      72     59
                           13.5%  13.3% 15.9% 10.4% 12.8%   12.9%  14.4%   10.6%  13.9%    12.9%   13.8%    13.8%   10.2%   14.4%    13.1%  14.4%  17.0%   13.3%  13.8%
                                            D

4                             89     17    36    16    19      53     34       5     83       16      69       62      22      10       47     29     12      52     37
                            9.2%   8.4% 10.2%  6.4% 13.5%    8.8%  10.0%    5.3%   9.7%    12.1%    8.6%     8.7%   12.5%   10.3%     6.7%  14.9%  22.6%    9.6%   8.6%
                                            d           D                             h                                                         O      O

5 to 9                        82     20    29    20    13      51     31       8     74        4      75       73      13       4       36     36      9      42     40
                            8.4%   9.9%  8.2%  8.0%  9.2%    8.5%   9.1%    8.5%   8.6%     3.0%    9.4%    10.2%    7.4%    4.1%     5.1%  18.5%  17.0%    7.7%   9.3%
                                                                                                       J        N                               O      O

10 or more                    26      5     7    10     4      17      9       2     24        -      22       20       7       4        9     12      5       9     17
                            2.7%   2.5%  2.0%  4.0%  2.8%    2.8%   2.6%    2.1%   2.8%             2.8%     2.8%    4.0%    4.1%     1.3%   6.2%   9.4%    1.7%   4.0%
                                                                                                                                                O      O              R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
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Q8. (HPE)In the last 6 months, how often did you and your 
child's doctor or other health provider talk about specific 
things you could do to prevent illness in your child?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               780    179   278   190   112     478    281      70    694       96     649      588     136      81      540    175     46     443    337

Total Valid Responses        773    177   278   190   108     472    281      69    689       95     645      585     135      81      535    174     46     440    333
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      7      2     -     -     4       6      -       1      5        1       4        3       1       -        5      1      -       3      4

Always                       319     76   118    78    40     207    105      38    276       32     273      233      70      35      215     73     26     174    145
                           41.3%  42.9% 42.4% 41.1% 37.0%   43.9%  37.4%   55.1%  40.1%    33.7%   42.3%    39.8%   51.9%   43.2%    40.2%  42.0%  56.5%   39.5%  43.5%
                                                                g              I                       j                L                             Op

Usually                      192     47    65    45    31     108     81       9    181       20     164      156      33      24      144     31     12     115     77
                           24.8%  26.6% 23.4% 23.7% 28.7%   22.9%  28.8%   13.0%  26.3%    21.1%   25.4%    26.7%   24.4%   29.6%    26.9%  17.8%  26.1%   26.1%  23.1%
                                                                       f              H                                                  P

Sometimes                    174     35    61    47    23     101     64      12    155       30     135      131      21      16      117     46      4     105     69
                           22.5%  19.8% 21.9% 24.7% 21.3%   21.4%  22.8%   17.4%  22.5%    31.6%   20.9%    22.4%   15.6%   19.8%    21.9%  26.4%   8.7%   23.9%  20.7%
                                                                                               K                m                        Q      Q

Never                         88     19    34    20    14      56     31      10     77       13      73       65      11       6       59     24      4      46     42
                           11.4%  10.7% 12.2% 10.5% 13.0%   11.9%  11.0%   14.5%  11.2%    13.7%   11.3%    11.1%    8.1%    7.4%    11.0%  13.8%   8.7%   10.5%  12.6%

HEDIS/CAHPS SUMMARY RATE     511    123   183   123    71     315    186      47    457       52     437      389     103      59      359    104     38     289    222
- Always/Usually           66.1%  69.5% 65.8% 64.7% 65.7%   66.7%  66.2%   68.1%  66.3%    54.7%   67.8%    66.5%   76.3%   72.8%    67.1%  59.8%  82.6%   65.7%  66.7%
                                                                                                       J                L                p            OP

HEDIS/CAHPS SUMMARY RATE     319     76   118    78    40     207    105      38    276       32     273      233      70      35      215     73     26     174    145
- Always                   41.3%  42.9% 42.4% 41.1% 37.0%   43.9%  37.4%   55.1%  40.1%    33.7%   42.3%    39.8%   51.9%   43.2%    40.2%  42.0%  56.5%   39.5%  43.5%
                                                                g              I                       j                L                             Op

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q9.  In the last 6 months, did your child's doctor or other 
health provider tell you there was more than one choice for 
your child's treatment or health care?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               780    179   278   190   112     478    281      70    694       96     649      588     136      81      540    175     46     443    337

Total Valid Responses        757    178   271   185   105     467    272      67    676       95     631      576     128      79      525    170     45     437    320
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     23      1     7     5     7      11      9       3     18        1      18       12       8       2       15      5      1       6     17

Yes                          334     83   122    75    45     210    114      26    301       34     283      252      70      32      220     82     24     191    143
                           44.1%  46.6% 45.0% 40.5% 42.9%   45.0%  41.9%   38.8%  44.5%    35.8%   44.8%    43.8%   54.7%   40.5%    41.9%  48.2%  53.3%   43.7%  44.7%
                                                                                                       j               LN

No                           423     95   149   110    60     257    158      41    375       61     348      324      58      47      305     88     21     246    177
                           55.9%  53.4% 55.0% 59.5% 57.1%   55.0%  58.1%   61.2%  55.5%    64.2%   55.2%    56.3%   45.3%   59.5%    58.1%  51.8%  46.7%   56.3%  55.3%
                                                                                               k                M               M

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
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Q10. (SDM)In the last 6 months, did your child's doctor or 
other health provider talk with you about the pros and cons 
of each choice for your child's treatment or health care? 

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               334     83   122    75    45     210    114      26    301       34     283      252      70      32      220     82     24     191    143

Total Valid Responses        327     81   120    74    43     205    112      26    294       34     277      248      67      32      218     78     23     186    141
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      7      2     2     1     2       5      2       -      7        -       6        4       3       -        2      4      1       5      2

Definitely Yes               230     44    93    55    33     150     74      21    206       24     195      176      45      25      156     50     20     126    104
                           70.3%  54.3% 77.5% 74.3% 76.7%   73.2%  66.1%   80.8%  70.1%    70.6%   70.4%    71.0%   67.2%   78.1%    71.6%  64.1%  87.0%   67.7%  73.8%

Somewhat Yes                  81     32    22    14    10      47     31       3     75        8      70       61      19       5       52     24      2      49     32
                           24.8%  39.5% 18.3% 18.9% 23.3%   22.9%  27.7%   11.5%  25.5%    23.5%   25.3%    24.6%   28.4%   15.6%    23.9%  30.8%   8.7%   26.3%  22.7%

Somewhat No                   11      4     3     4     -       6      5       2      9        1       9       10       2       -        8      2      1       7      4
                            3.4%   4.9%  2.5%  5.4%          2.9%   4.5%    7.7%   3.1%     2.9%    3.2%     4.0%    3.0%             3.7%   2.6%   4.3%    3.8%   2.8%

Definitely No                  5      1     2     1     -       2      2       -      4        1       3        1       1       2        2      2      -       4      1
                            1.5%   1.2%  1.7%  1.4%          1.0%   1.8%           1.4%     2.9%    1.1%     0.4%    1.5%    6.3%     0.9%   2.6%           2.2%   0.7%

HEDIS/CAHPS SUMMARY RATE     230     44    93    55    33     150     74      21    206       24     195      176      45      25      156     50     20     126    104
- Definitely Yes           70.3%  54.3% 77.5% 74.3% 76.7%   73.2%  66.1%   80.8%  70.1%    70.6%   70.4%    71.0%   67.2%   78.1%    71.6%  64.1%  87.0%   67.7%  73.8%

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
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Q11.  (SDM)In the last 6 months, when there was more than 
one choice for your child's treatment or health care, did 
your child's doctor or other health provider ask you which 
choice you thought was best for your child?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               334     83   122    75    45     210    114      26    301       34     283      252      70      32      220     82     24     191    143

Total Valid Responses        325     81   121    72    44     205    112      26    294       34     276      247      69      32      217     79     23     186    139
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      9      2     1     3     1       5      2       -      7        -       7        5       1       -        3      3      1       5      4

Definitely Yes               231     54    93    46    33     150     75      23    205       23     199      172      50      28      161     49     17     124    107
                           71.1%  66.7% 76.9% 63.9% 75.0%   73.2%  67.0%   88.5%  69.7%    67.6%   72.1%    69.6%   72.5%   87.5%    74.2%  62.0%  73.9%   66.7%  77.0%

Somewhat Yes                  63     18    20    16     8      39     23       2     60        6      53       53      13       3       37     20      5      44     19
                           19.4%  22.2% 16.5% 22.2% 18.2%   19.0%  20.5%    7.7%  20.4%    17.6%   19.2%    21.5%   18.8%    9.4%    17.1%  25.3%  21.7%   23.7%  13.7%

Somewhat No                   16      5     5     4     2      11      5       -     16        3      12       14       2       -        9      7      -      10      6
                            4.9%   6.2%  4.1%  5.6%  4.5%    5.4%   4.5%           5.4%     8.8%    4.3%     5.7%    2.9%             4.1%   8.9%           5.4%   4.3%

Definitely No                 15      4     3     6     1       5      9       1     13        2      12        8       4       1       10      3      1       8      7
                            4.6%   4.9%  2.5%  8.3%  2.3%    2.4%   8.0%    3.8%   4.4%     5.9%    4.3%     3.2%    5.8%    3.1%     4.6%   3.8%   4.3%    4.3%   5.0%

HEDIS/CAHPS SUMMARY RATE     231     54    93    46    33     150     75      23    205       23     199      172      50      28      161     49     17     124    107
- Definitely Yes           71.1%  66.7% 76.9% 63.9% 75.0%   73.2%  67.0%   88.5%  69.7%    67.6%   72.1%    69.6%   72.5%   87.5%    74.2%  62.0%  73.9%   66.7%  77.0%

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56505)

Q12.  Using any number from 0 to 10, where 0 is the worst 
health care possible and 10 is the best health care 
possible, what number would you use to rate all your 
child's health care in the last 6 months?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               780    179   278   190   112     478    281      70    694       96     649      588     136      81      540    175     46     443    337

Total Valid Responses        766    177   275   186   111     470    279      69    685       96     639      579     134      81      533    173     46     436    330
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     14      2     3     4     1       8      2       1      9        -      10        9       2       -        7      2      -       7      7

10 - Best health care        343     64   133    79    62     221    118      31    309       41     291      261      57      33      257     63     19     192    151
possible                   44.8%  36.2% 48.4% 42.5% 55.9%   47.0%  42.3%   44.9%  45.1%    42.7%   45.5%    45.1%   42.5%   40.7%    48.2%  36.4%  41.3%   44.0%  45.8%
                                            B          BD                                                                                P

9                            146     36    45    46    14      88     53      10    133       11     130      121      20      15      108     28      7      86     60
                           19.1%  20.3% 16.4% 24.7% 12.6%   18.7%  19.0%   14.5%  19.4%    11.5%   20.3%    20.9%   14.9%   18.5%    20.3%  16.2%  15.2%   19.7%  18.2%
                                      e          CE                                                    J        m

8                            148     35    59    35    17      87     59      11    135       24     120      108      30      17      103     38      6      80     68
                           19.3%  19.8% 21.5% 18.8% 15.3%   18.5%  21.1%   15.9%  19.7%    25.0%   18.8%    18.7%   22.4%   21.0%    19.3%  22.0%  13.0%   18.3%  20.6%

7                             60     19    20     9     9      34     23       8     50       11      42       41      13       6       33     18      6      33     27
                            7.8%  10.7%  7.3%  4.8%  8.1%    7.2%   8.2%   11.6%   7.3%    11.5%    6.6%     7.1%    9.7%    7.4%     6.2%  10.4%  13.0%    7.6%   8.2%
                                      D                                                                                                         o

6                             30     10     7     8     5      17     12       5     25        8      22       21       3       7       14     13      3      19     11
                            3.9%   5.6%  2.5%  4.3%  4.5%    3.6%   4.3%    7.2%   3.6%     8.3%    3.4%     3.6%    2.2%    8.6%     2.6%   7.5%   6.5%    4.4%   3.3%
                                                                                               k                                m               O

5                             23      9     5     5     3      13      9       3     19        -      22       17       6       1       10      9      3      18      5
                            3.0%   5.1%  1.8%  2.7%  2.7%    2.8%   3.2%    4.3%   2.8%             3.4%     2.9%    4.5%    1.2%     1.9%   5.2%   6.5%    4.1%   1.5%
                                      c                                                                                                         o              S

4                              5      -     2     2     1       4      1       1      4        -       4        4       2       -        1      3      1       3      2
                            0.7%         0.7%  1.1%  0.9%    0.9%   0.4%    1.4%   0.6%             0.6%     0.7%    1.5%             0.2%   1.7%   2.2%    0.7%   0.6%

3                              7      4     3     -     -       5      2       -      7        1       6        5       3       -        4      1      1       3      4
                            0.9%   2.3%  1.1%                1.1%   0.7%           1.0%     1.0%    0.9%     0.9%    2.2%             0.8%   0.6%   2.2%    0.7%   1.2%

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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Q12.  Using any number from 0 to 10, where 0 is the worst 
health care possible and 10 is the best health care 
possible, what number would you use to rate all your 
child's health care in the last 6 months?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

2                              2      -     -     2     -       -      2       -      2        -       2        -       -       2        2      -      -       1      1
                            0.3%               1.1%                 0.7%           0.3%             0.3%                     2.5%     0.4%                  0.2%   0.3%

1                              1      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       1      -
                            0.1%                                                                                                                            0.2%       

0 - Worst health care          1      -     1     -     -       1      -       -      1        -       -        1       -       -        1      -      -       -      1
possible                    0.1%         0.4%                0.2%                  0.1%                      0.2%                     0.2%                         0.3%

HEDIS/CAHPS SUMMARY RATE     637    135   237   160    93     396    230      52    577       76     541      490     107      65      468    129     32     358    279
- 8-10                     83.2%  76.3% 86.2% 86.0% 83.8%   84.3%  82.4%   75.4%  84.2%    79.2%   84.7%    84.6%   79.9%   80.2%    87.8%  74.6%  69.6%   82.1%  84.5%
                                            B     B                                   h                                                 PQ

HEDIS/CAHPS SUMMARY RATE     489    100   178   125    76     309    171      41    442       52     421      382      77      48      365     91     26     278    211
- 9-10                     63.8%  56.5% 64.7% 67.2% 68.5%   65.7%  61.3%   59.4%  64.5%    54.2%   65.9%    66.0%   57.5%   59.3%    68.5%  52.6%  56.5%   63.8%  63.9%
                                            b     B     B                                              J        m                        P

Mean                        8.73   8.44  8.84  8.77  8.95    8.80   8.68    8.59   8.76     8.64    8.79     8.79    8.55    8.57     8.91   8.38   8.33    8.70   8.78

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
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Q13.  A personal doctor is the one your child would see if 
he or she needs a checkup or gets sick or hurt. Does your 
child have a personal doctor?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible              1023    207   372   259   146     631    350     103    887      139     830      740     184      99      725    207     56     547    476

Total Valid Responses        998    206   367   258   145     625    348     101    881      138     823      736     182      98      720    205     56     543    455
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     25      1     5     1     1       6      2       2      6        1       7        4       2       1        5      2      -       4     21

Yes                          955    195   348   251   140     596    335      95    845      133     786      713     168      92      687    198     54     524    431
                           95.7%  94.7% 94.8% 97.3% 96.6%   95.4%  96.3%   94.1%  95.9%    96.4%   95.5%    96.9%   92.3%   93.9%    95.4%  96.6%  96.4%   96.5%  94.7%
                                                                                                                M

No                            43     11    19     7     5      29     13       6     36        5      37       23      14       6       33      7      2      19     24
                            4.3%   5.3%  5.2%  2.7%  3.4%    4.6%   3.7%    5.9%   4.1%     3.6%    4.5%     3.1%    7.7%    6.1%     4.6%   3.4%   3.6%    3.5%   5.3%
                                                                                                                        L

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
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Q14.  In the last 6 months, how many times did your child 
visit his or her personal doctor for care?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               955    195   348   251   140     596    335      95    845      133     786      713     168      92      687    198     54     524    431

Total Valid Responses        935    192   338   247   137     585    326      91    829      131     768      700     162      92      674    193     52     522    413
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     20      3    10     4     3      11      9       4     16        2      18       13       6       -       13      5      2       2     18

None                         196     23    73    61    34     126     62      23    169       32     157      138      38      17      155     31      6     101     95
                           21.0%  12.0% 21.6% 24.7% 24.8%   21.5%  19.0%   25.3%  20.4%    24.4%   20.4%    19.7%   23.5%   18.5%    23.0%  16.1%  11.5%   19.3%  23.0%
                                            B     B     B                                                                               PQ

1                            264     49   101    74    33     173     85      25    235       42     213      191      43      32      213     37     10     159    105
                           28.2%  25.5% 29.9% 30.0% 24.1%   29.6%  26.1%   27.5%  28.3%    32.1%   27.7%    27.3%   26.5%   34.8%    31.6%  19.2%  19.2%   30.5%  25.4%
                                                                                                                                        PQ                     s

2                            204     51    66    53    27     117     80      21    177       26     171      158      35      15      153     40      6     116     88
                           21.8%  26.6% 19.5% 21.5% 19.7%   20.0%  24.5%   23.1%  21.4%    19.8%   22.3%    22.6%   21.6%   16.3%    22.7%  20.7%  11.5%   22.2%  21.3%
                                      c                                                                                                  Q      q

3                            124     31    43    26    23      80     43       7    117       19     102       95      19      13       85     27     12      64     60
                           13.3%  16.1% 12.7% 10.5% 16.8%   13.7%  13.2%    7.7%  14.1%    14.5%   13.3%    13.6%   11.7%   14.1%    12.6%  14.0%  23.1%   12.3%  14.5%
                                      d                 d                             H                                                                o

4                             72     18    31    10    12      38     32       7     64        8      61       56      15       5       38     24      9      45     27
                            7.7%   9.4%  9.2%  4.0%  8.8%    6.5%   9.8%    7.7%   7.7%     6.1%    7.9%     8.0%    9.3%    5.4%     5.6%  12.4%  17.3%    8.6%   6.5%
                                      D     D           d              f                                                                        O      O

5 to 9                        60     16    22    15     7      38     22       7     53        3      53       50       9       8       28     25      5      32     28
                            6.4%   8.3%  6.5%  6.1%  5.1%    6.5%   6.7%    7.7%   6.4%     2.3%    6.9%     7.1%    5.6%    8.7%     4.2%  13.0%   9.6%    6.1%   6.8%
                                                                                                       J                                        O

10 or more                    15      4     2     8     1      13      2       1     14        1      11       12       3       2        2      9      4       5     10
                            1.6%   2.1%  0.6%  3.2%  0.7%    2.2%   0.6%    1.1%   1.7%     0.8%    1.4%     1.7%    1.9%    2.2%     0.3%   4.7%   7.7%    1.0%   2.4%
                                                 Ce             G                                                                               O      O              r

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
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Q15. (HWDC)In the last 6 months, how often did your child's 
personal doctor explain things in a way that was easy to 
understand?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               739    169   265   186   103     459    264      68    660       99     611      562     124      75      519    162     46     421    318

Total Valid Responses        734    168   264   185   101     457    261      67    656       98     607      558     123      75      515    162     45     420    314
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      5      1     1     1     2       2      3       1      4        1       4        4       1       -        4      -      1       1      4

Always                       582    131   205   150    83     359    208      52    520       71     488      446     101      59      423    110     38     320    262
                           79.3%  78.0% 77.7% 81.1% 82.2%   78.6%  79.7%   77.6%  79.3%    72.4%   80.4%    79.9%   82.1%   78.7%    82.1%  67.9%  84.4%   76.2%  83.4%
                                                                                                       j                                 P             P              R

Usually                      102     25    40    24    12      58     44      11     91       14      84       81      13      12       71     25      6      74     28
                           13.9%  14.9% 15.2% 13.0% 11.9%   12.7%  16.9%   16.4%  13.9%    14.3%   13.8%    14.5%   10.6%   16.0%    13.8%  15.4%  13.3%   17.6%   8.9%
                                                                                                                                                               S

Sometimes                     44     11    17    10     4      36      7       4     39       11      31       27       8       3       18     25      -      24     20
                            6.0%   6.5%  6.4%  5.4%  4.0%    7.9%   2.7%    6.0%   5.9%    11.2%    5.1%     4.8%    6.5%    4.0%     3.5%  15.4%           5.7%   6.4%
                                                                G                              k                                                O

Never                          6      1     2     1     2       4      2       -      6        2       4        4       1       1        3      2      1       2      4
                            0.8%   0.6%  0.8%  0.5%  2.0%    0.9%   0.8%           0.9%     2.0%    0.7%     0.7%    0.8%    1.3%     0.6%   1.2%   2.2%    0.5%   1.3%

HEDIS/CAHPS SUMMARY RATE     684    156   245   174    95     417    252      63    611       85     572      527     114      71      494    135     44     394    290
- Always/Usually           93.2%  92.9% 92.8% 94.1% 94.1%   91.2%  96.6%   94.0%  93.1%    86.7%   94.2%    94.4%   92.7%   94.7%    95.9%  83.3%  97.8%   93.8%  92.4%
                                                                       F                               J                                 P             P

HEDIS/CAHPS SUMMARY RATE     582    131   205   150    83     359    208      52    520       71     488      446     101      59      423    110     38     320    262
- Always                   79.3%  78.0% 77.7% 81.1% 82.2%   78.6%  79.7%   77.6%  79.3%    72.4%   80.4%    79.9%   82.1%   78.7%    82.1%  67.9%  84.4%   76.2%  83.4%
                                                                                                       j                                 P             P              R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56505)

Q16. (HWDC)In the last 6 months, how often did your child's 
personal doctor listen carefully to you?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               739    169   265   186   103     459    264      68    660       99     611      562     124      75      519    162     46     421    318

Total Valid Responses        735    168   263   185   103     457    262      66    658       98     608      559     124      74      517    162     44     420    315
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      4      1     2     1     -       2      2       2      2        1       3        3       -       1        2      -      2       1      3

Always                       598    132   210   156    86     375    208      49    539       79     497      458     105      58      439    111     38     334    264
                           81.4%  78.6% 79.8% 84.3% 83.5%   82.1%  79.4%   74.2%  81.9%    80.6%   81.7%    81.9%   84.7%   78.4%    84.9%  68.5%  86.4%   79.5%  83.8%
                                                                                                                                         P             P

Usually                       87     16    35    22    13      47     40      12     75       14      68       66      11      11       55     26      5      54     33
                           11.8%   9.5% 13.3% 11.9% 12.6%   10.3%  15.3%   18.2%  11.4%    14.3%   11.2%    11.8%    8.9%   14.9%    10.6%  16.0%  11.4%   12.9%  10.5%
                                                                       f                                                                        o

Sometimes                     47     19    16     7     4      35     11       5     41        5      40       32       8       5       22     23      1      30     17
                            6.4%  11.3%  6.1%  3.8%  3.9%    7.7%   4.2%    7.6%   6.2%     5.1%    6.6%     5.7%    6.5%    6.8%     4.3%  14.2%   2.3%    7.1%   5.4%
                                    cDE                         G                                                                              OQ

Never                          3      1     2     -     -       -      3       -      3        -       3        3       -       -        1      2      -       2      1
                            0.4%   0.6%  0.8%                       1.1%           0.5%             0.5%     0.5%                     0.2%   1.2%           0.5%   0.3%

HEDIS/CAHPS SUMMARY RATE     685    148   245   178    99     422    248      61    614       93     565      524     116      69      494    137     43     388    297
- Always/Usually           93.2%  88.1% 93.2% 96.2% 96.1%   92.3%  94.7%   92.4%  93.3%    94.9%   92.9%    93.7%   93.5%   93.2%    95.6%  84.6%  97.7%   92.4%  94.3%
                                            b     B     B                                                                                P             P

HEDIS/CAHPS SUMMARY RATE     598    132   210   156    86     375    208      49    539       79     497      458     105      58      439    111     38     334    264
- Always                   81.4%  78.6% 79.8% 84.3% 83.5%   82.1%  79.4%   74.2%  81.9%    80.6%   81.7%    81.9%   84.7%   78.4%    84.9%  68.5%  86.4%   79.5%  83.8%
                                                                                                                                         P             P

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56505)

Q17. (HWDC)In the last 6 months, how often did your child's 
personal doctor show respect for what you had to say?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               739    169   265   186   103     459    264      68    660       99     611      562     124      75      519    162     46     421    318

Total Valid Responses        735    169   262   186   103     458    262      67    658       98     609      560     123      74      518    161     45     419    316
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      4      -     3     -     -       1      2       1      2        1       2        2       1       1        1      1      1       2      2

Always                       610    128   211   162    94     382    213      51    549       83     503      463     110      60      441    119     41     343    267
                           83.0%  75.7% 80.5% 87.1% 91.3%   83.4%  81.3%   76.1%  83.4%    84.7%   82.6%    82.7%   89.4%   81.1%    85.1%  73.9%  91.1%   81.9%  84.5%
                                                 Bc    BC                                                               L                P             P

Usually                       88     27    37    17     7      51     37      11     77       12      72       69      10       9       58     24      4      50     38
                           12.0%  16.0% 14.1%  9.1%  6.8%   11.1%  14.1%   16.4%  11.7%    12.2%   11.8%    12.3%    8.1%   12.2%    11.2%  14.9%   8.9%   11.9%  12.0%
                                     dE    dE

Sometimes                     34     13    13     7     1      24     10       5     29        3      31       25       3       5       19     15      -      24     10
                            4.6%   7.7%  5.0%  3.8%  1.0%    5.2%   3.8%    7.5%   4.4%     3.1%    5.1%     4.5%    2.4%    6.8%     3.7%   9.3%           5.7%   3.2%
                                      E     E     e                                                                                             O              s

Never                          3      1     1     -     1       1      2       -      3        -       3        3       -       -        -      3      -       2      1
                            0.4%   0.6%  0.4%        1.0%    0.2%   0.8%           0.5%             0.5%     0.5%                            1.9%           0.5%   0.3%

HEDIS/CAHPS SUMMARY RATE     698    155   248   179   101     433    250      62    626       95     575      532     120      69      499    143     45     393    305
- Always/Usually           95.0%  91.7% 94.7% 96.2% 98.1%   94.5%  95.4%   92.5%  95.1%    96.9%   94.4%    95.0%   97.6%   93.2%    96.3%  88.8% 100.0%   93.8%  96.5%
                                                  b    Bc                                                                                P            OP              r

HEDIS/CAHPS SUMMARY RATE     610    128   211   162    94     382    213      51    549       83     503      463     110      60      441    119     41     343    267
- Always                   83.0%  75.7% 80.5% 87.1% 91.3%   83.4%  81.3%   76.1%  83.4%    84.7%   82.6%    82.7%   89.4%   81.1%    85.1%  73.9%  91.1%   81.9%  84.5%
                                                 Bc    BC                                                               L                P             P

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56505)

Q18.  Is your child able to talk with doctors about his or 
her health care?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               739    169   265   186   103     459    264      68    660       99     611      562     124      75      519    162     46     421    318

Total Valid Responses        732    168   263   185   102     455    263      68    655       99     606      560     121      75      516    161     45     417    315
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      7      1     2     1     1       4      1       -      5        -       5        2       3       -        3      1      1       4      3

Yes                          444     56   151   139    88     278    155      40    398       47     378      345      74      39      295    107     35     262    182
                           60.7%  33.3% 57.4% 75.1% 86.3%   61.1%  58.9%   58.8%  60.8%    47.5%   62.4%    61.6%   61.2%   52.0%    57.2%  66.5%  77.8%   62.8%  57.8%
                                            B    BC   BCD                                              J                                        O      O

No                           288    112   112    46    14     177    108      28    257       52     228      215      47      36      221     54     10     155    133
                           39.3%  66.7% 42.6% 24.9% 13.7%   38.9%  41.1%   41.2%  39.2%    52.5%   37.6%    38.4%   38.8%   48.0%    42.8%  33.5%  22.2%   37.2%  42.2%
                                    CDE    DE     E                                            K                                        PQ

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 19

                                                                                    MDwise
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56505)

Q19.  In the last 6 months, how often did your child's 
personal doctor explain things in a way that was easy for 
your child to understand?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               444     56   151   139    88     278    155      40    398       47     378      345      74      39      295    107     35     262    182

Total Valid Responses        443     56   151   139    88     278    155      40    398       47     378      345      74      39      295    107     35     262    181
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      1      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      1

Always                       302     35    93   102    65     186    110      28    270       31     260      235      52      27      211     65     22     180    122
                           68.2%  62.5% 61.6% 73.4% 73.9%   66.9%  71.0%   70.0%  67.8%    66.0%   68.8%    68.1%   70.3%   69.2%    71.5%  60.7%  62.9%   68.7%  67.4%
                                                  C     C                                                                                P

Usually                       88     15    32    22    17      56     28       8     79        9      74       68      16       6       58     23      6      51     37
                           19.9%  26.8% 21.2% 15.8% 19.3%   20.1%  18.1%   20.0%  19.8%    19.1%   19.6%    19.7%   21.6%   15.4%    19.7%  21.5%  17.1%   19.5%  20.4%

Sometimes                     38      4    15    13     6      27     11       4     34        5      31       30       5       5       16     15      6      21     17
                            8.6%   7.1%  9.9%  9.4%  6.8%    9.7%   7.1%   10.0%   8.5%    10.6%    8.2%     8.7%    6.8%   12.8%     5.4%  14.0%  17.1%    8.0%   9.4%
                                                                                                                                                O      o

Never                         15      2    11     2     -       9      6       -     15        2      13       12       1       1       10      4      1      10      5
                            3.4%   3.6%  7.3%  1.4%          3.2%   3.9%           3.8%     4.3%    3.4%     3.5%    1.4%    2.6%     3.4%   3.7%   2.9%    3.8%   2.8%
                                            D

HEDIS/CAHPS SUMMARY RATE     390     50   125   124    82     242    138      36    349       40     334      303      68      33      269     88     28     231    159
- Always/Usually           88.0%  89.3% 82.8% 89.2% 93.2%   87.1%  89.0%   90.0%  87.7%    85.1%   88.4%    87.8%   91.9%   84.6%    91.2%  82.2%  80.0%   88.2%  87.8%
                                                        C                                                                                P

HEDIS/CAHPS SUMMARY RATE     302     35    93   102    65     186    110      28    270       31     260      235      52      27      211     65     22     180    122
- Always                   68.2%  62.5% 61.6% 73.4% 73.9%   66.9%  71.0%   70.0%  67.8%    66.0%   68.8%    68.1%   70.3%   69.2%    71.5%  60.7%  62.9%   68.7%  67.4%
                                                  C     C                                                                                P

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56505)

Q20. (HWDC)In the last 6 months, how often did your child's 
personal doctor spend enough time with your child?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               739    169   265   186   103     459    264      68    660       99     611      562     124      75      519    162     46     421    318

Total Valid Responses        731    168   263   185   102     456    263      68    655       99     606      559     122      75      517    161     44     418    313
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      8      1     2     1     1       3      1       -      5        -       5        3       2       -        2      1      2       3      5

Always                       499    102   177   129    82     303    187      44    449       52     431      396      86      45      364     99     31     286    213
                           68.3%  60.7% 67.3% 69.7% 80.4%   66.4%  71.1%   64.7%  68.5%    52.5%   71.1%    70.8%   70.5%   60.0%    70.4%  61.5%  70.5%   68.4%  68.1%
                                                  b   BCD                                              J        n                        P

Usually                      148     44    55    35    11      93     53      13    134       29     111      108      23      19      106     33      7      93     55
                           20.2%  26.2% 20.9% 18.9% 10.8%   20.4%  20.2%   19.1%  20.5%    29.3%   18.3%    19.3%   18.9%   25.3%    20.5%  20.5%  15.9%   22.2%  17.6%
                                      E     E     e                                            K

Sometimes                     64     18    21    16     8      49     14       9     54       14      49       44      10       8       36     21      5      28     36
                            8.8%  10.7%  8.0%  8.6%  7.8%   10.7%   5.3%   13.2%   8.2%    14.1%    8.1%     7.9%    8.2%   10.7%     7.0%  13.0%  11.4%    6.7%  11.5%
                                                                G                              k                                                O                     R

Never                         20      4    10     5     1      11      9       2     18        4      15       11       3       3       11      8      1      11      9
                            2.7%   2.4%  3.8%  2.7%  1.0%    2.4%   3.4%    2.9%   2.7%     4.0%    2.5%     2.0%    2.5%    4.0%     2.1%   5.0%   2.3%    2.6%   2.9%
                                            e

HEDIS/CAHPS SUMMARY RATE     647    146   232   164    93     396    240      57    583       81     542      504     109      64      470    132     38     379    268
- Always/Usually           88.5%  86.9% 88.2% 88.6% 91.2%   86.8%  91.3%   83.8%  89.0%    81.8%   89.4%    90.2%   89.3%   85.3%    90.9%  82.0%  86.4%   90.7%  85.6%
                                                                       f                               j                                 P                     S

HEDIS/CAHPS SUMMARY RATE     499    102   177   129    82     303    187      44    449       52     431      396      86      45      364     99     31     286    213
- Always                   68.3%  60.7% 67.3% 69.7% 80.4%   66.4%  71.1%   64.7%  68.5%    52.5%   71.1%    70.8%   70.5%   60.0%    70.4%  61.5%  70.5%   68.4%  68.1%
                                                  b   BCD                                              J        n                        P

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56505)

Q21.  In the last 6 months, did your child's personal 
doctor talk with you about how your child is feeling, 
growing, or behaving?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               739    169   265   186   103     459    264      68    660       99     611      562     124      75      519    162     46     421    318

Total Valid Responses        727    169   262   185   100     453    263      68    652       99     603      557     120      75      513    161     45     417    310
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     12      -     3     1     3       6      1       -      8        -       8        5       4       -        6      1      1       4      8

Yes                          631    151   231   149    90     398    223      60    564       84     524      481     108      66      448    135     40     365    266
                           86.8%  89.3% 88.2% 80.5% 90.0%   87.9%  84.8%   88.2%  86.5%    84.8%   86.9%    86.4%   90.0%   88.0%    87.3%  83.9%  88.9%   87.5%  85.8%
                                      D     D           D

No                            96     18    31    36    10      55     40       8     88       15      79       76      12       9       65     26      5      52     44
                           13.2%  10.7% 11.8% 19.5% 10.0%   12.1%  15.2%   11.8%  13.5%    15.2%   13.1%    13.6%   10.0%   12.0%    12.7%  16.1%  11.1%   12.5%  14.2%
                                                BCE

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56505)

Q22. In the last 6 months, did your child get care from a 
doctor or other health provider besides his or her personal 
doctor?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               739    169   265   186   103     459    264      68    660       99     611      562     124      75      519    162     46     421    318

Total Valid Responses        726    169   265   181   101     452    264      65    655       98     605      557     121      75      514    161     44     417    309
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     13      -     -     5     2       7      -       3      5        1       6        5       3       -        5      1      2       4      9

Yes                          279     64   108    69    33     179     96      24    252       33     239      215      45      27      159     87     28     161    118
                           38.4%  37.9% 40.8% 38.1% 32.7%   39.6%  36.4%   36.9%  38.5%    33.7%   39.5%    38.6%   37.2%   36.0%    30.9%  54.0%  63.6%   38.6%  38.2%
                                                                                                                                                O      O

No                           447    105   157   112    68     273    168      41    403       65     366      342      76      48      355     74     16     256    191
                           61.6%  62.1% 59.2% 61.9% 67.3%   60.4%  63.6%   63.1%  61.5%    66.3%   60.5%    61.4%   62.8%   64.0%    69.1%  46.0%  36.4%   61.4%  61.8%
                                                                                                                                        PQ

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56505)

Q23. (CC)In the last 6 months, how often did your child's 
personal doctor seem informed and up-to-date about the care 
your child got from these doctors or other health providers?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               279     64   108    69    33     179     96      24    252       33     239      215      45      27      159     87     28     161    118

Total Valid Responses        268     63   105    65    31     173     92      23    243       31     232      209      43      26      152     85     27     158    110
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     11      1     3     4     2       6      4       1      9        2       7        6       2       1        7      2      1       3      8

Always                       161     39    57    41    20     105     53      14    145       17     140      129      22      20       94     48     17      97     64
                           60.1%  61.9% 54.3% 63.1% 64.5%   60.7%  57.6%   60.9%  59.7%    54.8%   60.3%    61.7%   51.2%   76.9%    61.8%  56.5%  63.0%   61.4%  58.2%
                                                                                                                               lM

Usually                       55     11    24    11     9      36     19       7     48        8      46       43       9       2       32     19      4      31     24
                           20.5%  17.5% 22.9% 16.9% 29.0%   20.8%  20.7%   30.4%  19.8%    25.8%   19.8%    20.6%   20.9%    7.7%    21.1%  22.4%  14.8%   19.6%  21.8%
                                                                                                                N

Sometimes                     37      9    17    10     1      28      9       2     35        5      32       24      10       4       19     12      4      20     17
                           13.8%  14.3% 16.2% 15.4%  3.2%   16.2%   9.8%    8.7%  14.4%    16.1%   13.8%    11.5%   23.3%   15.4%    12.5%  14.1%  14.8%   12.7%  15.5%
                                      E     E     E                                                                     l

Never                         15      4     7     3     1       4     11       -     15        1      14       13       2       -        7      6      2      10      5
                            5.6%   6.3%  6.7%  4.6%  3.2%    2.3%  12.0%           6.2%     3.2%    6.0%     6.2%    4.7%             4.6%   7.1%   7.4%    6.3%   4.5%
                                                                       F

HEDIS/CAHPS SUMMARY RATE     216     50    81    52    29     141     72      21    193       25     186      172      31      22      126     67     21     128     88
- Always/Usually           80.6%  79.4% 77.1% 80.0% 93.5%   81.5%  78.3%   91.3%  79.4%    80.6%   80.2%    82.3%   72.1%   84.6%    82.9%  78.8%  77.8%   81.0%  80.0%
                                                      BCD                      i

HEDIS/CAHPS SUMMARY RATE     161     39    57    41    20     105     53      14    145       17     140      129      22      20       94     48     17      97     64
- Always                   60.1%  61.9% 54.3% 63.1% 64.5%   60.7%  57.6%   60.9%  59.7%    54.8%   60.3%    61.7%   51.2%   76.9%    61.8%  56.5%  63.0%   61.4%  58.2%
                                                                                                                               lM

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56505)

Q24. Using any number from 0 to 10, where 0 is the worst 
personal doctor possible and 10 is the best personal doctor 
possible, what number would you use to rate your child's 
personal doctor?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               955    195   348   251   140     596    335      95    845      133     786      713     168      92      687    198     54     524    431

Total Valid Responses        929    193   343   245   135     582    330      92    829      130     770      700     165      90      672    195     53     514    415
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     26      2     5     6     5      14      5       3     16        3      16       13       3       2       15      3      1      10     16

10 - Best personal           486     79   185   128    85     294    180      45    435       52     413      372      90      42      361     93     27     264    222
doctor possible            52.3%  40.9% 53.9% 52.2% 63.0%   50.5%  54.5%   48.9%  52.5%    40.0%   53.6%    53.1%   54.5%   46.7%    53.7%  47.7%  50.9%   51.4%  53.5%
                                            B     B   BcD                                              J

9                            163     37    61    46    17      96     66      11    151       30     132      126      20      22      125     27     11     101     62
                           17.5%  19.2% 17.8% 18.8% 12.6%   16.5%  20.0%   12.0%  18.2%    23.1%   17.1%    18.0%   12.1%   24.4%    18.6%  13.8%  20.8%   19.6%  14.9%
                                                                                      h                         M               M                              s

8                            137     37    47    41    12      95     41      21    116       29     106       94      26      15       93     35      7      66     71
                           14.7%  19.2% 13.7% 16.7%  8.9%   16.3%  12.4%   22.8%  14.0%    22.3%   13.8%    13.4%   15.8%   16.7%    13.8%  17.9%  13.2%   12.8%  17.1%
                                      E           E                            i               K                                                                      r

7                             52     14    19    11     6      31     18       6     45        8      43       35      15       3       35     12      3      26     26
                            5.6%   7.3%  5.5%  4.5%  4.4%    5.3%   5.5%    6.5%   5.4%     6.2%    5.6%     5.0%    9.1%    3.3%     5.2%   6.2%   5.7%    5.1%   6.3%
                                                                                                                       lN

6                             20      7     6     4     3      13      7       1     19        2      17       13       3       4       12      7      1      14      6
                            2.2%   3.6%  1.7%  1.6%  2.2%    2.2%   2.1%    1.1%   2.3%     1.5%    2.2%     1.9%    1.8%    4.4%     1.8%   3.6%   1.9%    2.7%   1.4%

5                             35      7    15     9     4      29      6       5     30        5      28       30       4       1       25      7      3      21     14
                            3.8%   3.6%  4.4%  3.7%  3.0%    5.0%   1.8%    5.4%   3.6%     3.8%    3.6%     4.3%    2.4%    1.1%     3.7%   3.6%   5.7%    4.1%   3.4%
                                                                G                                               N

4                             16      6     5     2     3      10      6       2     14        -      15       13       5       1        7      9      -      11      5
                            1.7%   3.1%  1.5%  0.8%  2.2%    1.7%   1.8%    2.2%   1.7%             1.9%     1.9%    3.0%    1.1%     1.0%   4.6%           2.1%   1.2%
                                      d                                                                                                         O

3                              9      4     2     2     1       5      4       -      9        1       8        8       2       1        6      3      -       6      3
                            1.0%   2.1%  0.6%  0.8%  0.7%    0.9%   1.2%           1.1%     0.8%    1.0%     1.1%    1.2%    1.1%     0.9%   1.5%           1.2%   0.7%

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56505)

Q24. Using any number from 0 to 10, where 0 is the worst 
personal doctor possible and 10 is the best personal doctor 
possible, what number would you use to rate your child's 
personal doctor?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

2                              4      -     2     -     2       2      2       -      4        1       3        3       -       -        3      1      -       2      2
                            0.4%         0.6%        1.5%    0.3%   0.6%           0.5%     0.8%    0.4%     0.4%                     0.4%   0.5%           0.4%   0.5%

1                              3      1     -     -     2       3      -       -      3        -       3        3       -       -        3      -      -       1      2
                            0.3%   0.5%              1.5%    0.5%                  0.4%             0.4%     0.4%                     0.4%                  0.2%   0.5%

0 - Worst personal             4      1     1     2     -       4      -       1      3        2       2        3       -       1        2      1      1       2      2
doctor possible             0.4%   0.5%  0.3%  0.8%          0.7%           1.1%   0.4%     1.5%    0.3%     0.4%            1.1%     0.3%   0.5%   1.9%    0.4%   0.5%

HEDIS/CAHPS SUMMARY RATE     786    153   293   215   114     485    287      77    702      111     651      592     136      79      579    155     45     431    355
- 8-10                     84.6%  79.3% 85.4% 87.8% 84.4%   83.3%  87.0%   83.7%  84.7%    85.4%   84.5%    84.6%   82.4%   87.8%    86.2%  79.5%  84.9%   83.9%  85.5%
                                            b     B                                                                                      P

HEDIS/CAHPS SUMMARY RATE     649    116   246   174   102     390    246      56    586       82     545      498     110      64      486    120     38     365    284
- 9-10                     69.9%  60.1% 71.7% 71.0% 75.6%   67.0%  74.5%   60.9%  70.7%    63.1%   70.8%    71.1%   66.7%   71.1%    72.3%  61.5%  71.7%   71.0%  68.4%
                                            B     B     B              F              h                j                                 P

Mean                        8.81   8.45  8.89  8.91  8.89    8.70   8.97    8.67   8.82     8.62    8.83     8.81    8.83    8.83     8.89   8.52   8.81    8.78   8.84

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56505)

Q25. Specialists are doctors like surgeons, heart, allergy 
and skin doctors, and other doctors who specialize in one 
area of health care. In the last 6 months, did you try to 
make any appointments for your child to see a specialist?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible              1023    207   372   259   146     631    350     103    887      139     830      740     184      99      725    207     56     547    476

Total Valid Responses        984    204   369   255   144     621    347     101    877      139     818      729     183      98      718    202     56     537    447
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     39      3     3     4     2      10      3       2     10        -      12       11       1       1        7      5      -      10     29

Yes                          206     39    74    61    31     118     84      22    184       19     184      168      35      15      113     65     27     121     85
                           20.9%  19.1% 20.1% 23.9% 21.5%   19.0%  24.2%   21.8%  21.0%    13.7%   22.5%    23.0%   19.1%   15.3%    15.7%  32.2%  48.2%   22.5%  19.0%
                                                                       f                               J        n                               O     OP

No                           778    165   295   194   113     503    263      79    693      120     634      561     148      83      605    137     29     416    362
                           79.1%  80.9% 79.9% 76.1% 78.5%   81.0%  75.8%   78.2%  79.0%    86.3%   77.5%    77.0%   80.9%   84.7%    84.3%  67.8%  51.8%   77.5%  81.0%
                                                                g                              K                                l       PQ      Q

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q26. (GNC)In the last 6 months, how often was it easy to 
get appointments for your child with specialists?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               206     39    74    61    31     118     84      22    184       19     184      168      35      15      113     65     27     121     85

Total Valid Responses        205     39    74    60    31     117     84      22    183       19     183      167      35      15      112     65     27     120     85
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      1      -     -     1     -       1      -       -      1        -       1        1       -       -        1      -      -       1      -

Always                       120     21    44    36    18      70     46      13    107       10     109      101      16       7       68     37     15      72     48
                           58.5%  53.8% 59.5% 60.0% 58.1%   59.8%  54.8%   59.1%  58.5%    52.6%   59.6%    60.5%   45.7%   46.7%    60.7%  56.9%  55.6%   60.0%  56.5%

Usually                       48     10    18    14     6      28     20       6     42        5      43       40       8       2       26     18      4      32     16
                           23.4%  25.6% 24.3% 23.3% 19.4%   23.9%  23.8%   27.3%  23.0%    26.3%   23.5%    24.0%   22.9%   13.3%    23.2%  27.7%  14.8%   26.7%  18.8%

Sometimes                     22      6     6     5     5      12     10       1     21        3      17       14       7       4       10      9      3      13      9
                           10.7%  15.4%  8.1%  8.3% 16.1%   10.3%  11.9%    4.5%  11.5%    15.8%    9.3%     8.4%   20.0%   26.7%     8.9%  13.8%  11.1%   10.8%  10.6%

Never                         15      2     6     5     2       7      8       2     13        1      14       12       4       2        8      1      5       3     12
                            7.3%   5.1%  8.1%  8.3%  6.5%    6.0%   9.5%    9.1%   7.1%     5.3%    7.7%     7.2%   11.4%   13.3%     7.1%   1.5%  18.5%    2.5%  14.1%
                                                                                                                                         p             P              R

HEDIS/CAHPS SUMMARY RATE     168     31    62    50    24      98     66      19    149       15     152      141      24       9       94     55     19     104     64
- Always/Usually           82.0%  79.5% 83.8% 83.3% 77.4%   83.8%  78.6%   86.4%  81.4%    78.9%   83.1%    84.4%   68.6%   60.0%    83.9%  84.6%  70.4%   86.7%  75.3%
                                                                                                               mn                                              S

HEDIS/CAHPS SUMMARY RATE     120     21    44    36    18      70     46      13    107       10     109      101      16       7       68     37     15      72     48
- Always                   58.5%  53.8% 59.5% 60.0% 58.1%   59.8%  54.8%   59.1%  58.5%    52.6%   59.6%    60.5%   45.7%   46.7%    60.7%  56.9%  55.6%   60.0%  56.5%

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q27.  How many specialists has your child seen in the last 
6 months?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               206     39    74    61    31     118     84      22    184       19     184      168      35      15      113     65     27     121     85

Total Valid Responses        204     39    73    60    31     117     83      22    182       19     182      166      35      15      111     65     27     120     84
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      2      -     1     1     -       1      1       -      2        -       2        2       -       -        2      -      -       1      1

None                          21      5     6     6     4      11     10       4     17        4      17       13       5       5       12      3      6      14      7
                           10.3%  12.8%  8.2% 10.0% 12.9%    9.4%  12.0%   18.2%   9.3%    21.1%    9.3%     7.8%   14.3%   33.3%    10.8%   4.6%  22.2%   11.7%   8.3%
                                                                                                                                L                      P

1 specialist                 130     22    50    39    19      73     54      13    117        9     119      111      18       6       83     37     10      76     54
                           63.7%  56.4% 68.5% 65.0% 61.3%   62.4%  65.1%   59.1%  64.3%    47.4%   65.4%    66.9%   51.4%   40.0%    74.8%  56.9%  37.0%   63.3%  64.3%
                                                                                                               mN                       PQ      q

2                             35      7    11    12     5      22     13       3     32        5      30       26      10       2       12     17      5      22     13
                           17.2%  17.9% 15.1% 20.0% 16.1%   18.8%  15.7%   13.6%  17.6%    26.3%   16.5%    15.7%   28.6%   13.3%    10.8%  26.2%  18.5%   18.3%  15.5%
                                                                                                                                                O

3                              8      1     3     1     2       3      4       1      7        1       7        7       2       -        3      5      -       4      4
                            3.9%   2.6%  4.1%  1.7%  6.5%    2.6%   4.8%    4.5%   3.8%     5.3%    3.8%     4.2%    5.7%             2.7%   7.7%           3.3%   4.8%

4                              5      3     1     1     -       4      1       -      5        -       5        4       -       2        -      3      2       2      3
                            2.5%   7.7%  1.4%  1.7%          3.4%   1.2%           2.7%             2.7%     2.4%           13.3%            4.6%   7.4%    1.7%   3.6%

5 or more specialist           5      1     2     1     1       4      1       1      4        -       4        5       -       -        1      -      4       2      3
                            2.5%   2.6%  2.7%  1.7%  3.2%    3.4%   1.2%    4.5%   2.2%             2.2%     3.0%                     0.9%         14.8%    1.7%   3.6%
                                                                                                                                                       O

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q28.  Using any number from 0 to 10, where 0 is the worst 
specialist possible and 10 is the best specialist possible, 
what number would you use to rate that specialist?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               183     34    67    54    27     106     73      18    165       15     165      153      30      10       99     62     21     106     77

Total Valid Responses        178     34    65    51    27     105     69      18    160       15     160      149      29      10       95     62     20     103     75
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      5      -     2     3     -       1      4       -      5        -       5        4       1       -        4      -      1       3      2

10 - Best specialist          94     15    36    27    15      58     32       8     86        5      86       81      15       2       50     31     13      54     40
possible                   52.8%  44.1% 55.4% 52.9% 55.6%   55.2%  46.4%   44.4%  53.8%    33.3%   53.8%    54.4%   51.7%   20.0%    52.6%  50.0%  65.0%   52.4%  53.3%
                                                                                                                N       N

9                             31      7    11    11     2      16     15       3     28        4      27       28       2       3       14     15      1      20     11
                           17.4%  20.6% 16.9% 21.6%  7.4%   15.2%  21.7%   16.7%  17.5%    26.7%   16.9%    18.8%    6.9%   30.0%    14.7%  24.2%   5.0%   19.4%  14.7%
                                                  e                                                             M                               Q

8                             25      3    11     7     4      13     12       5     20        4      21       16       5       3       14      9      2      11     14
                           14.0%   8.8% 16.9% 13.7% 14.8%   12.4%  17.4%   27.8%  12.5%    26.7%   13.1%    10.7%   17.2%   30.0%    14.7%  14.5%  10.0%   10.7%  18.7%

7                             10      3     2     1     4       5      5       1      9        2       8        9       1       1        7      2      1       8      2
                            5.6%   8.8%  3.1%  2.0% 14.8%    4.8%   7.2%    5.6%   5.6%    13.3%    5.0%     6.0%    3.4%   10.0%     7.4%   3.2%   5.0%    7.8%   2.7%
                                                        d

6                              8      3     -     4     1       6      2       1      7        -       8        8       1       -        3      2      3       5      3
                            4.5%   8.8%        7.8%  3.7%    5.7%   2.9%    5.6%   4.4%             5.0%     5.4%    3.4%             3.2%   3.2%  15.0%    4.9%   4.0%

5                              2      1     -     1     -       1      1       -      2        -       2        1       2       -        2      -      -       1      1
                            1.1%   2.9%        2.0%          1.0%   1.4%           1.3%             1.3%     0.7%    6.9%             2.1%                  1.0%   1.3%

4                              4      1     3     -     -       3      1       -      4        -       4        3       2       -        2      2      -       3      1
                            2.2%   2.9%  4.6%                2.9%   1.4%           2.5%             2.5%     2.0%    6.9%             2.1%   3.2%           2.9%   1.3%

3                              1      1     -     -     -       1      -       -      1        -       1        1       -       -        1      -      -       -      1
                            0.6%   2.9%                      1.0%                  0.6%             0.6%     0.7%                     1.1%                         1.3%

2                              1      -     1     -     -       1      -       -      1        -       1        -       1       -        1      -      -       -      1
                            0.6%         1.5%                1.0%                  0.6%             0.6%             3.4%             1.1%                         1.3%

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
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Q28.  Using any number from 0 to 10, where 0 is the worst 
specialist possible and 10 is the best specialist possible, 
what number would you use to rate that specialist?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

1                              1      -     1     -     -       -      1       -      1        -       1        1       -       1        1      -      -       -      1
                            0.6%         1.5%                       1.4%           0.6%             0.6%     0.7%           10.0%     1.1%                         1.3%

0 - Worst specialist           1      -     -     -     1       1      -       -      1        -       1        1       -       -        -      1      -       1      -
possible                    0.6%                     3.7%    1.0%                  0.6%             0.6%     0.7%                            1.6%           1.0%       

HEDIS/CAHPS SUMMARY RATE     150     25    58    45    21      87     59      16    134       13     134      125      22       8       78     55     16      85     65
- 8-10                     84.3%  73.5% 89.2% 88.2% 77.8%   82.9%  85.5%   88.9%  83.8%    86.7%   83.8%    83.9%   75.9%   80.0%    82.1%  88.7%  80.0%   82.5%  86.7%
                                            b     b

HEDIS/CAHPS SUMMARY RATE     125     22    47    38    17      74     47      11    114        9     113      109      17       5       64     46     14      74     51
- 9-10                     70.2%  64.7% 72.3% 74.5% 63.0%   70.5%  68.1%   61.1%  71.3%    60.0%   70.6%    73.2%   58.6%   50.0%    67.4%  74.2%  70.0%   71.8%  68.0%

Mean                        8.81   8.47  8.86  9.04  8.67    8.77   8.81    8.89   8.81     8.80    8.79     8.87    8.31    7.90     8.73   8.89   9.00    8.84   8.77

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q29. In the last 6 months, did you try to get any kind of 
care, tests or treatment for your child through his or her 
health plan?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible              1023    207   372   259   146     631    350     103    887      139     830      740     184      99      725    207     56     547    476

Total Valid Responses        980    207   363   255   143     623    342     101    872      137     815      726     184      97      716    201     55     539    441
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     43      -     9     4     3       8      8       2     15        2      15       14       -       2        9      6      1       8     35

Yes                          325     74   113    84    53     202    120      41    284       26     293      264      57      29      207     88     29     217    108
                           33.2%  35.7% 31.1% 32.9% 37.1%   32.4%  35.1%   40.6%  32.6%    19.0%   36.0%    36.4%   31.0%   29.9%    28.9%  43.8%  52.7%   40.3%  24.5%
                                                                                                       J                                        O      O       S

No                           655    133   250   171    90     421    222      60    588      111     522      462     127      68      509    113     26     322    333
                           66.8%  64.3% 68.9% 67.1% 62.9%   67.6%  64.9%   59.4%  67.4%    81.0%   64.0%    63.6%   69.0%   70.1%    71.1%  56.2%  47.3%   59.7%  75.5%
                                                                                               K                                        PQ                            R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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Q30. (GNC)In the last 6 months, how often was it easy to 
get the care, tests or treatment you thought your child 
needed through his or her health plan?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               325     74   113    84    53     202    120      41    284       26     293      264      57      29      207     88     29     217    108

Total Valid Responses        320     73   111    82    53     199    118      41    279       26     288      260      57      28      203     88     28     213    107
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      5      1     2     2     -       3      2       -      5        -       5        4       -       1        4      -      1       4      1

Always                       198     41    68    50    38     130     66      28    170       14     179      164      32      14      135     44     19     131     67
                           61.9%  56.2% 61.3% 61.0% 71.7%   65.3%  55.9%   68.3%  60.9%    53.8%   62.2%    63.1%   56.1%   50.0%    66.5%  50.0%  67.9%   61.5%  62.6%
                                                        b       g                                                                        P             p

Usually                       81     25    29    20     7      48     33       8     73        7      74       67      15      10       46     29      6      59     22
                           25.3%  34.2% 26.1% 24.4% 13.2%   24.1%  28.0%   19.5%  26.2%    26.9%   25.7%    25.8%   26.3%   35.7%    22.7%  33.0%  21.4%   27.7%  20.6%
                                      E     E     e                                                                                             o

Sometimes                     28      5     7     9     7      18      9       4     24        5      22       18       6       3       15     12      1      16     12
                            8.8%   6.8%  6.3% 11.0% 13.2%    9.0%   7.6%    9.8%   8.6%    19.2%    7.6%     6.9%   10.5%   10.7%     7.4%  13.6%   3.6%    7.5%  11.2%
                                                                                                                                                Q

Never                         13      2     7     3     1       3     10       1     12        -      13       11       4       1        7      3      2       7      6
                            4.1%   2.7%  6.3%  3.7%  1.9%    1.5%   8.5%    2.4%   4.3%             4.5%     4.2%    7.0%    3.6%     3.4%   3.4%   7.1%    3.3%   5.6%
                                                                       F

HEDIS/CAHPS SUMMARY RATE     279     66    97    70    45     178     99      36    243       21     253      231      47      24      181     73     25     190     89
- Always/Usually           87.2%  90.4% 87.4% 85.4% 84.9%   89.4%  83.9%   87.8%  87.1%    80.8%   87.8%    88.8%   82.5%   85.7%    89.2%  83.0%  89.3%   89.2%  83.2%

HEDIS/CAHPS SUMMARY RATE     198     41    68    50    38     130     66      28    170       14     179      164      32      14      135     44     19     131     67
- Always                   61.9%  56.2% 61.3% 61.0% 71.7%   65.3%  55.9%   68.3%  60.9%    53.8%   62.2%    63.1%   56.1%   50.0%    66.5%  50.0%  67.9%   61.5%  62.6%
                                                        b       g                                                                        P             p

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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Q31. In the last 6 months, did you try to get information 
or help from customer service at your child's health plan?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible              1023    207   372   259   146     631    350     103    887      139     830      740     184      99      725    207     56     547    476

Total Valid Responses        986    205   371   256   143     626    346     102    878      139     821      733     183      98      719    205     55     537    449
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     37      2     1     3     3       5      4       1      9        -       9        7       1       1        6      2      1      10     27

Yes                          125     37    38    31    18      74     50      17    107       18     103       87      30      16       84     34      6      72     53
                           12.7%  18.0% 10.2% 12.1% 12.6%   11.8%  14.5%   16.7%  12.2%    12.9%   12.5%    11.9%   16.4%   16.3%    11.7%  16.6%  10.9%   13.4%  11.8%
                                     Cd                                                                                                         o

No                           861    168   333   225   125     552    296      85    771      121     718      646     153      82      635    171     49     465    396
                           87.3%  82.0% 89.8% 87.9% 87.4%   88.2%  85.5%   83.3%  87.8%    87.1%   87.5%    88.1%   83.6%   83.7%    88.3%  83.4%  89.1%   86.6%  88.2%
                                            B     b                                                                                      p

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
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Q32. (CS)In the last 6 months, how often did customer 
service at your child's health plan give you the 
information or help you needed?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               125     37    38    31    18      74     50      17    107       18     103       87      30      16       84     34      6      72     53

Total Valid Responses        122     37    36    31    17      71     50      17    104       17     101       85      30      14       83     32      6      71     51
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      3      -     2     -     1       3      -       -      3        1       2        2       -       2        1      2      -       1      2

Always                        58     18    16    17     6      36     21       8     49       10      45       38      13       7       42     13      2      32     26
                           47.5%  48.6% 44.4% 54.8% 35.3%   50.7%  42.0%   47.1%  47.1%    58.8%   44.6%    44.7%   43.3%   50.0%    50.6%  40.6%  33.3%   45.1%  51.0%

Usually                       22      9     4     4     5      12     10       2     20        -      21       17       5       -       14      7      1      16      6
                           18.0%  24.3% 11.1% 12.9% 29.4%   16.9%  20.0%   11.8%  19.2%            20.8%    20.0%   16.7%            16.9%  21.9%  16.7%   22.5%  11.8%

Sometimes                     27      5    12     5     5      15     12       6     21        7      20       17       6       6       16      9      2      14     13
                           22.1%  13.5% 33.3% 16.1% 29.4%   21.1%  24.0%   35.3%  20.2%    41.2%   19.8%    20.0%   20.0%   42.9%    19.3%  28.1%  33.3%   19.7%  25.5%
                                           Bd                                                  k

Never                         15      5     4     5     1       8      7       1     14        -      15       13       6       1       11      3      1       9      6
                           12.3%  13.5% 11.1% 16.1%  5.9%   11.3%  14.0%    5.9%  13.5%            14.9%    15.3%   20.0%    7.1%    13.3%   9.4%  16.7%   12.7%  11.8%

HEDIS/CAHPS SUMMARY RATE      80     27    20    21    11      48     31      10     69       10      66       55      18       7       56     20      3      48     32
- Always/Usually           65.6%  73.0% 55.6% 67.7% 64.7%   67.6%  62.0%   58.8%  66.3%    58.8%   65.3%    64.7%   60.0%   50.0%    67.5%  62.5%  50.0%   67.6%  62.7%

HEDIS/CAHPS SUMMARY RATE      58     18    16    17     6      36     21       8     49       10      45       38      13       7       42     13      2      32     26
- Always                   47.5%  48.6% 44.4% 54.8% 35.3%   50.7%  42.0%   47.1%  47.1%    58.8%   44.6%    44.7%   43.3%   50.0%    50.6%  40.6%  33.3%   45.1%  51.0%

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
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Q33. (CS)In the last 6 months, how often did customer 
service staff at your child's health plan treat you with 
courtesy and respect?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               125     37    38    31    18      74     50      17    107       18     103       87      30      16       84     34      6      72     53

Total Valid Responses        123     37    37    31    17      72     50      17    105       17     102       86      30      15       83     33      6      71     52
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      2      -     1     -     1       2      -       -      2        1       1        1       -       1        1      1      -       1      1

Always                        74     22    19    20    12      46     27      10     63       11      60       50      18       8       50     20      3      40     34
                           60.2%  59.5% 51.4% 64.5% 70.6%   63.9%  54.0%   58.8%  60.0%    64.7%   58.8%    58.1%   60.0%   53.3%    60.2%  60.6%  50.0%   56.3%  65.4%

Usually                       26      9     8     5     4      12     14       5     21        2      23       20       6       5       17      7      2      16     10
                           21.1%  24.3% 21.6% 16.1% 23.5%   16.7%  28.0%   29.4%  20.0%    11.8%   22.5%    23.3%   20.0%   33.3%    20.5%  21.2%  33.3%   22.5%  19.2%

Sometimes                     19      5     8     5     1      12      7       2     17        4      15       13       3       2       13      6      -      12      7
                           15.4%  13.5% 21.6% 16.1%  5.9%   16.7%  14.0%   11.8%  16.2%    23.5%   14.7%    15.1%   10.0%   13.3%    15.7%  18.2%          16.9%  13.5%
                                            e

Never                          4      1     2     1     -       2      2       -      4        -       4        3       3       -        3      -      1       3      1
                            3.3%   2.7%  5.4%  3.2%          2.8%   4.0%           3.8%             3.9%     3.5%   10.0%             3.6%         16.7%    4.2%   1.9%

HEDIS/CAHPS SUMMARY RATE     100     31    27    25    16      58     41      15     84       13      83       70      24      13       67     27      5      56     44
- Always/Usually           81.3%  83.8% 73.0% 80.6% 94.1%   80.6%  82.0%   88.2%  80.0%    76.5%   81.4%    81.4%   80.0%   86.7%    80.7%  81.8%  83.3%   78.9%  84.6%
                                                        C

HEDIS/CAHPS SUMMARY RATE      74     22    19    20    12      46     27      10     63       11      60       50      18       8       50     20      3      40     34
- Always                   60.2%  59.5% 51.4% 64.5% 70.6%   63.9%  54.0%   58.8%  60.0%    64.7%   58.8%    58.1%   60.0%   53.3%    60.2%  60.6%  50.0%   56.3%  65.4%

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q34. In the last 6 months, did your child's health plan 
give you any forms to fill out?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible              1023    207   372   259   146     631    350     103    887      139     830      740     184      99      725    207     56     547    476

Total Valid Responses        972    203   368   250   142     616    343      96    872      137     811      724     181      98      710    201     56     538    434
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     51      4     4     9     4      15      7       7     15        2      19       16       3       1       15      6      -       9     42

Yes                          188     54    70    44    18     123     63      25    162       30     153      138      31      23      137     36     13     110     78
                           19.3%  26.6% 19.0% 17.6% 12.7%   20.0%  18.4%   26.0%  18.6%    21.9%   18.9%    19.1%   17.1%   23.5%    19.3%  17.9%  23.2%   20.4%  18.0%
                                    CDE     e

No                           784    149   298   206   124     493    280      71    710      107     658      586     150      75      573    165     43     428    356
                           80.7%  73.4% 81.0% 82.4% 87.3%   80.0%  81.6%   74.0%  81.4%    78.1%   81.1%    80.9%   82.9%   76.5%    80.7%  82.1%  76.8%   79.6%  82.0%
                                            B     B    Bc

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 37

                                                                                    MDwise
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Q35. In the last 6 months, how often were the forms from 
your child's health plan easy to fill out?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               972    203   368   250   142     616    343      96    872      137     811      724     181      98      710    201     56     538    434

Total Valid Responses        964    201   365   247   142     612    339      93    867      134     806      720     181      98      705    198     56     535    429
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      8      2     3     3     -       4      4       3      5        3       5        4       -       -        5      3      -       3      5

Always                       879    176   335   222   138     558    309      84    791      118     740      655     170      89      644    181     50     479    400
                           91.2%  87.6% 91.8% 89.9% 97.2%   91.2%  91.2%   90.3%  91.2%    88.1%   91.8%    91.0%   93.9%   90.8%    91.3%  91.4%  89.3%   89.5%  93.2%
                                                      BCD                                                                                                             R

Usually                       54     13    21    16     3      35     19       6     48        8      43       44       6       4       40     10      4      37     17
                            5.6%   6.5%  5.8%  6.5%  2.1%    5.7%   5.6%    6.5%   5.5%     6.0%    5.3%     6.1%    3.3%    4.1%     5.7%   5.1%   7.1%    6.9%   4.0%
                                      E     E     E                                                             m                                              S

Sometimes                     24     10     6     7     1      14      9       3     21        5      19       16       5       4       16      5      2      14     10
                            2.5%   5.0%  1.6%  2.8%  0.7%    2.3%   2.7%    3.2%   2.4%     3.7%    2.4%     2.2%    2.8%    4.1%     2.3%   2.5%   3.6%    2.6%   2.3%
                                     CE           e

Never                          7      2     3     2     -       5      2       -      7        3       4        5       -       1        5      2      -       5      2
                            0.7%   1.0%  0.8%  0.8%          0.8%   0.6%           0.8%     2.2%    0.5%     0.7%            1.0%     0.7%   1.0%           0.9%   0.5%

HEDIS/CAHPS SUMMARY RATE     933    189   356   238   141     593    328      90    839      126     783      699     176      93      684    191     54     516    417
- Always/Usually           96.8%  94.0% 97.5% 96.4% 99.3%   96.9%  96.8%   96.8%  96.8%    94.0%   97.1%    97.1%   97.2%   94.9%    97.0%  96.5%  96.4%   96.4%  97.2%
                                            b          BD

HEDIS/CAHPS SUMMARY RATE     879    176   335   222   138     558    309      84    791      118     740      655     170      89      644    181     50     479    400
- Always                   91.2%  87.6% 91.8% 89.9% 97.2%   91.2%  91.2%   90.3%  91.2%    88.1%   91.8%    91.0%   93.9%   90.8%    91.3%  91.4%  89.3%   89.5%  93.2%
                                                      BCD                                                                                                             R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
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Q36. Using any number from 0 to 10, where 0 is the worst 
health plan possible and 10 is the best health plan 
possible, what number would you use to rate your child's 
health plan? 

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible              1023    207   372   259   146     631    350     103    887      139     830      740     184      99      725    207     56     547    476

Total Valid Responses        962    201   362   250   141     610    342      97    862      136     807      718     179      96      704    200     54     522    440
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     61      6    10     9     5      21      8       6     25        3      23       22       5       3       21      7      2      25     36

10 - Best health plan        490     93   186   119    86     323    162      51    436       67     411      372      86      50      376     87     26     251    239
possible                   50.9%  46.3% 51.4% 47.6% 61.0%   53.0%  47.4%   52.6%  50.6%    49.3%   50.9%    51.8%   48.0%   52.1%    53.4%  43.5%  48.1%   48.1%  54.3%
                                                      BCD       g                                                                        P                            r

9                            154     30    56    46    21     104     47      16    138       30     123      115      25      14      113     31      8      87     67
                           16.0%  14.9% 15.5% 18.4% 14.9%   17.0%  13.7%   16.5%  16.0%    22.1%   15.2%    16.0%   14.0%   14.6%    16.1%  15.5%  14.8%   16.7%  15.2%
                                                                                               k

8                            167     40    64    48    14      98     67      17    150       23     140      119      35      14      120     40      7      89     78
                           17.4%  19.9% 17.7% 19.2%  9.9%   16.1%  19.6%   17.5%  17.4%    16.9%   17.3%    16.6%   19.6%   14.6%    17.0%  20.0%  13.0%   17.0%  17.7%
                                      E     E     E

7                             69     16    26    14    13      40     29       5     64        8      59       53      16       6       43     20      6      41     28
                            7.2%   8.0%  7.2%  5.6%  9.2%    6.6%   8.5%    5.2%   7.4%     5.9%    7.3%     7.4%    8.9%    6.3%     6.1%  10.0%  11.1%    7.9%   6.4%
                                                                                                                                                o

6                             24      8     8     6     2      15      9       1     23        3      21       19       1       5       19      4      1      14     10
                            2.5%   4.0%  2.2%  2.4%  1.4%    2.5%   2.6%    1.0%   2.7%     2.2%    2.6%     2.6%    0.6%    5.2%     2.7%   2.0%   1.9%    2.7%   2.3%
                                                                                                                M               M

5                             37     11    11    12     3      23     14       7     30        4      33       25      10       2       21     12      4      25     12
                            3.8%   5.5%  3.0%  4.8%  2.1%    3.8%   4.1%    7.2%   3.5%     2.9%    4.1%     3.5%    5.6%    2.1%     3.0%   6.0%   7.4%    4.8%   2.7%
                                      e                                                                                                         o              s

4                              9      -     4     4     1       3      6       -      9        1       8        6       2       3        5      3      -       6      3
                            0.9%         1.1%  1.6%  0.7%    0.5%   1.8%           1.0%     0.7%    1.0%     0.8%    1.1%    3.1%     0.7%   1.5%           1.1%   0.7%
                                                                       f

3                              7      2     3     1     1       3      4       -      7        -       7        6       2       -        5      1      1       6      1
                            0.7%   1.0%  0.8%  0.4%  0.7%    0.5%   1.2%           0.8%             0.9%     0.8%    1.1%             0.7%   0.5%   1.9%    1.1%   0.2%
                                                                                                                                                               s

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q36. Using any number from 0 to 10, where 0 is the worst 
health plan possible and 10 is the best health plan 
possible, what number would you use to rate your child's 
health plan? 

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

2                              2      1     1     -     -       -      2       -      2        -       2        2       2       -        1      -      1       1      1
                            0.2%   0.5%  0.3%                       0.6%           0.2%             0.2%     0.3%    1.1%             0.1%          1.9%    0.2%   0.2%

1                              -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -
                                                                                                                                                                       

0 - Worst health plan          3      -     3     -     -       1      2       -      3        -       3        1       -       2        1      2      -       2      1
possible                    0.3%         0.8%                0.2%   0.6%           0.3%             0.4%     0.1%            2.1%     0.1%   1.0%           0.4%   0.2%

SUMMARY  - 0-3                12      3     7     1     1       4      8       -     12        -      12        9       4       2        7      3      2       9      3
                            1.2%   1.5%  1.9%  0.4%  0.7%    0.7%   2.3%           1.4%             1.5%     1.3%    2.2%    2.1%     1.0%   1.5%   3.7%    1.7%   0.7%
                                            d                          f

SUMMARY - 4-7                139     35    49    36    19      81     58      13    126       16     121      103      29      16       88     39     11      86     53
                           14.4%  17.4% 13.5% 14.4% 13.5%   13.3%  17.0%   13.4%  14.6%    11.8%   15.0%    14.3%   16.2%   16.7%    12.5%  19.5%  20.4%   16.5%  12.0%
                                                                                                                                                O              S

HEDIS/CAHPS SUMMARY RATE     811    163   306   213   121     525    276      84    724      120     674      606     146      78      609    158     41     427    384
- 8-10                     84.3%  81.1% 84.5% 85.2% 85.8%   86.1%  80.7%   86.6%  84.0%    88.2%   83.5%    84.4%   81.6%   81.3%    86.5%  79.0%  75.9%   81.8%  87.3%
                                                                G                                                                       Pq                            R

HEDIS/CAHPS SUMMARY RATE     644    123   242   165   107     427    209      67    574       97     534      487     111      64      489    118     34     338    306
- 9-10                     66.9%  61.2% 66.9% 66.0% 75.9%   70.0%  61.1%   69.1%  66.6%    71.3%   66.2%    67.8%   62.0%   66.7%    69.5%  59.0%  63.0%   64.8%  69.5%
                                                      BCD       G                                                                        P

Mean                         8.8    8.7   8.8   8.8   9.1     8.9    8.6     8.9    8.8      9.0     8.8      8.9     8.7     8.7      8.9    8.5    8.5     8.7    9.0

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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                                                                                 770-978-3173
                                                                                     2009
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Q37.  In general, how would you rate your child's overall 
health?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible              1023    207   372   259   146     631    350     103    887      139     830      740     184      99      725    207     56     547    476

Total Valid Responses        988    205   371   258   146     629    348     103    883      139     826      737     182      99      725    207     56     544    444
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     35      2     1     1     -       2      2       -      4        -       4        3       2       -        -      -      -       3     32

Excellent                    365     85   148    95    36     214    148      35    329       52     309      281      64      37      365      -      -     202    163
                           36.9%  41.5% 39.9% 36.8% 24.7%   34.0%  42.5%   34.0%  37.3%    37.4%   37.4%    38.1%   35.2%   37.4%    50.3%                 37.1%  36.7%
                                      E     E     E                    F

Very good                    360     70   124    93    68     232    125      41    318       44     305      279      65      30      360      -      -     215    145
                           36.4%  34.1% 33.4% 36.0% 46.6%   36.9%  35.9%   39.8%  36.0%    31.7%   36.9%    37.9%   35.7%   30.3%    49.7%                 39.5%  32.7%
                                                      BCD                                                                                                      S

Good                         207     41    81    52    31     144     59      24    183       37     166      140      38      28        -    207      -     105    102
                           21.0%  20.0% 21.8% 20.2% 21.2%   22.9%  17.0%   23.3%  20.7%    26.6%   20.1%    19.0%   20.9%   28.3%          100.0%          19.3%  23.0%
                                                                G                                                               l

Fair                          53      9    18    16    10      37     15       3     50        6      44       34      15       4        -      -     53      22     31
                            5.4%   4.4%  4.9%  6.2%  6.8%    5.9%   4.3%    2.9%   5.7%     4.3%    5.3%     4.6%    8.2%    4.0%                  94.6%    4.0%   7.0%
                                                                                                                        l                                             R

Poor                           3      -     -     2     1       2      1       -      3        -       2        3       -       -        -      -      3       -      3
                            0.3%               0.8%  0.7%    0.3%   0.3%           0.3%             0.2%     0.4%                                   5.4%           0.7%

HEDIS/CAHPS SUMMARY RATE     725    155   272   188   104     446    273      76    647       96     614      560     129      67      725      -      -     417    308
- Excellent/Very good      73.4%  75.6% 73.3% 72.9% 71.2%   70.9%  78.4%   73.8%  73.3%    69.1%   74.3%    76.0%   70.9%   67.7%   100.0%                 76.7%  69.4%
                                                                       F                                        n                                              S

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q38.  What is your child's age?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible              1023    207   372   259   146     631    350     103    887      139     830      740     184      99      725    207     56     547    476

Total Valid Responses        975    200   368   257   143     619    346      99    875      138     817      730     179      95      716    200     55     529    446
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     48      7     4     2     3      12      4       4     12        1      13       10       5       4        9      7      1      18     30

Less than 1 year old          44     24    15     5     -      28     16       7     37        6      37       38       8       4       33      9      1      22     22
                            4.5%  12.0%  4.1%  1.9%          4.5%   4.6%    7.1%   4.2%     4.3%    4.5%     5.2%    4.5%    4.2%     4.6%   4.5%   1.8%    4.2%   4.9%
                                     CD

1                             87     44    29    11     3      50     37       9     77       17      70       66      14       8       69     14      4      48     39
                            8.9%  22.0%  7.9%  4.3%  2.1%    8.1%  10.7%    9.1%   8.8%    12.3%    8.6%     9.0%    7.8%    8.4%     9.6%   7.0%   7.3%    9.1%   8.7%
                                    CDE    dE

2                             79     32    35     9     2      50     27       7     72       18      60       49      18      11       56     21      2      41     38
                            8.1%  16.0%  9.5%  3.5%  1.4%    8.1%   7.8%    7.1%   8.2%    13.0%    7.3%     6.7%   10.1%   11.6%     7.8%  10.5%   3.6%    7.8%   8.5%
                                    CDE    DE                                                  k                                                Q

3                             66     25    31     9     1      46     19       5     61       16      49       46      12       8       51     13      1      33     33
                            6.8%  12.5%  8.4%  3.5%  0.7%    7.4%   5.5%    5.1%   7.0%    11.6%    6.0%     6.3%    6.7%    8.4%     7.1%   6.5%   1.8%    6.2%   7.4%
                                     DE    DE     E                                            K                                         Q      q

4                             67     15    32    15     4      46     21       5     62       20      45       42       8      13       52     13      2      33     34
                            6.9%   7.5%  8.7%  5.8%  2.8%    7.4%   6.1%    5.1%   7.1%    14.5%    5.5%     5.8%    4.5%   13.7%     7.3%   6.5%   3.6%    6.2%   7.6%
                                      E     E                                                  K                               LM

5                             55     10    29    12     4      34     21       4     51        5      49       45      10       1       46      8      1      25     30
                            5.6%   5.0%  7.9%  4.7%  2.8%    5.5%   6.1%    4.0%   5.8%     3.6%    6.0%     6.2%    5.6%    1.1%     6.4%   4.0%   1.8%    4.7%   6.7%
                                           dE                                                                   N       N                Q

6                             48      9    31     6     1      28     20       4     44        6      42       37       8       3       34      9      5      24     24
                            4.9%   4.5%  8.4%  2.3%  0.7%    4.5%   5.8%    4.0%   5.0%     4.3%    5.1%     5.1%    4.5%    3.2%     4.7%   4.5%   9.1%    4.5%   5.4%
                                      E   bDE

7                             52      6    21    15    10      36     16       6     46       10      40       38       9       7       45      6      -      30     22
                            5.3%   3.0%  5.7%  5.8%  7.0%    5.8%   4.6%    6.1%   5.3%     7.2%    4.9%     5.2%    5.0%    7.4%     6.3%   3.0%           5.7%   4.9%
                                                                                                                                         P

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q38.  What is your child's age?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

8                             57      3    33    14     7      38     19       5     52        6      50       44      11       4       48      5      4      30     27
                            5.8%   1.5%  9.0%  5.4%  4.9%    6.1%   5.5%    5.1%   5.9%     4.3%    6.1%     6.0%    6.1%    4.2%     6.7%   2.5%   7.3%    5.7%   6.1%
                                          Bde     B     b                                                                                P

9                             38      2    16    13     7      23     15       5     33        4      33       34       8       1       29      7      2      19     19
                            3.9%   1.0%  4.3%  5.1%  4.9%    3.7%   4.3%    5.1%   3.8%     2.9%    4.0%     4.7%    4.5%    1.1%     4.1%   3.5%   3.6%    3.6%   4.3%
                                            B     B     B                                                       N       n

10                            56      3    29    18     6      32     24       9     47        3      50       44      12       7       37     14      5      32     24
                            5.7%   1.5%  7.9%  7.0%  4.2%    5.2%   6.9%    9.1%   5.4%     2.2%    6.1%     6.0%    6.7%    7.4%     5.2%   7.0%   9.1%    6.0%   5.4%
                                           Be     B                                                    J

11                            46      2    14    17    12      28     17       7     39        5      40       35       5       8       35      9      2      29     17
                            4.7%   1.0%  3.8%  6.6%  8.4%    4.5%   4.9%    7.1%   4.5%     3.6%    4.9%     4.8%    2.8%    8.4%     4.9%   4.5%   3.6%    5.5%   3.8%
                                            B     B    Bc                                                                       m

12                            49      6    15    18    10      36     13       4     45        3      46       39      14       2       38      8      2      28     21
                            5.0%   3.0%  4.1%  7.0%  7.0%    5.8%   3.8%    4.0%   5.1%     2.2%    5.6%     5.3%    7.8%    2.1%     5.3%   4.0%   3.6%    5.3%   4.7%
                                                  B                                                    J        n       N

13                            54      4    15    19    15      34     19       4     50        7      46       38      10       5       31     18      5      31     23
                            5.5%   2.0%  4.1%  7.4% 10.5%    5.5%   5.5%    4.0%   5.7%     5.1%    5.6%     5.2%    5.6%    5.3%     4.3%   9.0%   9.1%    5.9%   5.2%
                                                 Bc    BC                                                                                       O

14 or older                  177     15    23    76    61     110     62      18    159       12     160      135      32      13      112     46     19     104     73
                           18.2%   7.5%  6.3% 29.6% 42.7%   17.8%  17.9%   18.2%  18.2%     8.7%   19.6%    18.5%   17.9%   13.7%    15.6%  23.0%  34.5%   19.7%  16.4%
                                                 BC   BCD                                              J                                        O      O

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q39. Is your child male or female?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible              1023    207   372   259   146     631    350     103    887      139     830      740     184      99      725    207     56     547    476

Total Valid Responses        984    205   368   258   146     625    349     102    881      139     823      734     182      98      720    205     55     540    444
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     39      2     4     1     -       6      1       1      6        -       7        6       2       1        5      2      1       7     32

Male                         513    112   196   126    77     332    176      61    451       66     433      383      92      52      374    112     26     285    228
                           52.1%  54.6% 53.3% 48.8% 52.7%   53.1%  50.4%   59.8%  51.2%    47.5%   52.6%    52.2%   50.5%   53.1%    51.9%  54.6%  47.3%   52.8%  51.4%

Female                       471     93   172   132    69     293    173      41    430       73     390      351      90      46      346     93     29     255    216
                           47.9%  45.4% 46.7% 51.2% 47.3%   46.9%  49.6%   40.2%  48.8%    52.5%   47.4%    47.8%   49.5%   46.9%    48.1%  45.4%  52.7%   47.2%  48.6%

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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Q40. Is your child of Hispanic or Latino origin or descent?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible              1023    207   372   259   146     631    350     103    887      139     830      740     184      99      725    207     56     547    476

Total Valid Responses        969    203   367   254   138     611    348      99    869      139     830      724     179      97      710    203     52     532    437
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     54      4     5     5     8      20      2       4     18        -       -       16       5       2       15      4      4      15     39

Yes, Hispanic or Latino      139     25    62    37    13     108     29      20    119      139       -       52       6      43       96     37      6      59     80
                           14.3%  12.3% 16.9% 14.6%  9.4%   17.7%   8.3%   20.2%  13.7%   100.0%             7.2%    3.4%   44.3%    13.5%  18.2%  11.5%   11.1%  18.3%

No, not Hispanic or          830    178   305   217   125     503    319      79    750        -     830      672     173      54      614    166     46     473    357
Latino                     85.7%  87.7% 83.1% 85.4% 90.6%   82.3%  91.7%   79.8%  86.3%           100.0%    92.8%   96.6%   55.7%    86.5%  81.8%  88.5%   88.9%  81.7%

                                                                         Presented by The Myers Group
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Q41.  What is your child's race?  Please mark one or more.

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Valid Responses       1023    207   372   259   146     631    350     103    887      139     830      740     184      99      725    207     56     547    476

Total Valid Responses       1026    226   378   265   151     631    386      96    929      101     902      826     245     144      758    207     56     587    439

Total Respondents            934    201   341   246   140     585    340      93    840       89     824      740     184      99      692    185     53     538    396
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

White                        740    163   269   197   107     473    261      73    666       52     672      740      52      33      560    140     37     429    311
                           79.2%  81.1% 78.9% 80.1% 76.4%   80.9%  76.8%   78.5%  79.3%    58.4%   81.6%   100.0%   28.3%   33.3%    80.9%  75.7%  69.8%   79.7%  78.5%

Black or African-            184     36    71    42    34      92     90      12    172        6     173       52     184       9      129     38     15      91     93
American                   19.7%  17.9% 20.8% 17.1% 24.3%   15.7%  26.5%   12.9%  20.5%     6.7%   21.0%     7.0%  100.0%    9.1%    18.6%  20.5%  28.3%   16.9%  23.5%

Asian                          9      3     4     2     -       6      3       1      8        -       9        5       1       9        6      3      -       5      4
                            1.0%   1.5%  1.2%  0.8%          1.0%   0.9%    1.1%   1.0%             1.1%     0.7%    0.5%    9.1%     0.9%   1.6%           0.9%   1.0%

Native Hawaiian or other       2      1     1     -     -       2      -       -      2        -       1        1       1       2        2      -      -       2      -
Pacific Islander            0.2%   0.5%  0.3%                0.3%                  0.2%             0.1%     0.1%    0.5%    2.0%     0.3%                  0.4%       

American Indian or            12      5     4     3     -       5      7       -     12        1      11        9       3      12        6      4      2       7      5
Alaska Native               1.3%   2.5%  1.2%  1.2%          0.9%   2.1%           1.4%     1.1%    1.3%     1.2%    1.6%   12.1%     0.9%   2.2%   3.8%    1.3%   1.3%

Other                         79     18    29    21    10      53     25      10     69       42      36       19       4      79       55     22      2      53     26
                            8.5%   9.0%  8.5%  8.5%  7.1%    9.1%   7.4%   10.8%   8.2%    47.2%    4.4%     2.6%    2.2%   79.8%     7.9%  11.9%   3.8%    9.9%   6.6%
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Q42. What is your age?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible              1023    207   372   259   146     631    350     103    887      139     830      740     184      99      725    207     56     547    476

Total Valid Responses        984    207   372   259   146     627    349     103    880      137     825      736     183      98      719    205     56     543    441
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     39      -     -     -     -       4      1       -      7        2       5        4       1       1        6      2      -       4     35

Under 18                      72     72     -     -     -      52     19       7     65        5      64       57      12       9       51     16      4      71      1
                            7.3%  34.8%                      8.3%   5.4%    6.8%   7.4%     3.6%    7.8%     7.7%    6.6%    9.2%     7.1%   7.8%   7.1%   13.1%   0.2%

18 to 24                     135    135     -     -     -      94     40       4    130       20     114      106      24      17      104     25      5      71     64
                           13.7%  65.2%                     15.0%  11.5%    3.9%  14.8%    14.6%   13.8%    14.4%   13.1%   17.3%    14.5%  12.2%   8.9%   13.1%  14.5%

25 to 34                     372      -   372     -     -     227    143      32    340       62     305      269      71      37      272     81     18     179    193
                           37.8%         100%               36.2%  41.0%   31.1%  38.6%    45.3%   37.0%    36.5%   38.8%   37.8%    37.8%  39.5%  32.1%   33.0%  43.8%

35 to 44                     259      -     -   259     -     164     94      41    218       37     217      197      42      25      188     52     18     136    123
                           26.3%               100%         26.2%  26.9%   39.8%  24.8%    27.0%   26.3%    26.8%   23.0%   25.5%    26.1%  25.4%  32.1%   25.0%  27.9%

45 to 54                      86      -     -     -    86      51     35      11     75        6      75       66      14       6       60     20      6      48     38
                            8.7%                    58.9%    8.1%  10.0%   10.7%   8.5%     4.4%    9.1%     9.0%    7.7%    6.1%     8.3%   9.8%  10.7%    8.8%   8.6%

55 to 64                      38      -     -     -    38      25     11       3     35        6      30       27      10       4       28      7      3      23     15
                            3.9%                    26.0%    4.0%   3.2%    2.9%   4.0%     4.4%    3.6%     3.7%    5.5%    4.1%     3.9%   3.4%   5.4%    4.2%   3.4%

65 to 74                      18      -     -     -    18      12      5       5     13        1      17       12       8       -       13      3      2      12      6
                            1.8%                    12.3%    1.9%   1.4%    4.9%   1.5%     0.7%    2.1%     1.6%    4.4%             1.8%   1.5%   3.6%    2.2%   1.4%

75 or older                    4      -     -     -     4       2      2       -      4        -       3        2       2       -        3      1      -       3      1
                            0.4%                     2.7%    0.3%   0.6%           0.5%             0.4%     0.3%    1.1%             0.4%   0.5%           0.6%   0.2%
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Q43. Are you male or female?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible              1023    207   372   259   146     631    350     103    887      139     830      740     184      99      725    207     56     547    476

Total Valid Responses        990    206   372   259   146     630    350     103    887      139     829      739     184      99      723    207     56     544    446
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     33      1     -     -     -       1      -       -      -        -       1        1       -       -        2      -      -       3     30

Male                         103     11    32    41    19      75     28     103      -       20      79       73      12      11       76     24      3      37     66
                           10.4%   5.3%  8.6% 15.8% 13.0%   11.9%   8.0%  100.0%           14.4%    9.5%     9.9%    6.5%   11.1%    10.5%  11.6%   5.4%    6.8%  14.8%

Female                       887    195   340   218   127     555    322       -    887      119     750      666     172      88      647    183     53     507    380
                           89.6%  94.7% 91.4% 84.2% 87.0%   88.1%  92.0%         100.0%    85.6%   90.5%    90.1%   93.5%   88.9%    89.5%  88.4%  94.6%   93.2%  85.2%
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Q44. What is the highest grade or level of school that you 
have completed?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible              1023    207   372   259   146     631    350     103    887      139     830      740     184      99      725    207     56     547    476

Total Valid Responses        981    205   370   258   143     631    350     103    877      137     822      734     182      98      719    203     55     540    441
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     42      2     2     1     3       -      -       -     10        2       8        6       2       1        6      4      1       7     35

8th grade or less             44     10    17     9     8      44      -       8     36       24      18       18       4       9       26     12      6      18     26
                            4.5%   4.9%  4.6%  3.5%  5.6%    7.0%           7.8%   4.1%    17.5%    2.2%     2.5%    2.2%    9.2%     3.6%   5.9%  10.9%    3.3%   5.9%

Some high school, but        165     45    54    37    28     165      -      22    143       32     127      124      24      20      118     32     14      83     82
did not graduate           16.8%  22.0% 14.6% 14.3% 19.6%   26.1%          21.4%  16.3%    23.4%   15.5%    16.9%   13.2%   20.4%    16.4%  15.8%  25.5%   15.4%  18.6%

High school graduate or      422     91   156   118    54     422      -      45    376       52     358      331      64      36      302    100     19     219    203
GED                        43.0%  44.4% 42.2% 45.7% 37.8%   66.9%          43.7%  42.9%    38.0%   43.6%    45.1%   35.2%   36.7%    42.0%  49.3%  34.5%   40.6%  46.0%

Some college or 2-year       296     55   120    79    42       -    296      21    275       24     270      223      76      27      225     55     14     190    106
degree                     30.2%  26.8% 32.4% 30.6% 29.4%          84.6%   20.4%  31.4%    17.5%   32.8%    30.4%   41.8%   27.6%    31.3%  27.1%  25.5%   35.2%  24.0%

4-year college graduate       34      2    15     9     8       -     34       4     30        2      32       24       9       4       29      4      1      20     14
                            3.5%   1.0%  4.1%  3.5%  5.6%           9.7%    3.9%   3.4%     1.5%    3.9%     3.3%    4.9%    4.1%     4.0%   2.0%   1.8%    3.7%   3.2%

More than 4-year college      20      2     8     6     3       -     20       3     17        3      17       14       5       2       19      -      1      10     10
degree                      2.0%   1.0%  2.2%  2.3%  2.1%           5.7%    2.9%   1.9%     2.2%    2.1%     1.9%    2.7%    2.0%     2.6%          1.8%    1.9%   2.3%
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Q45. How are you related to the child?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible              1023    207   372   259   146     631    350     103    887      139     830      740     184      99      725    207     56     547    476

Total Valid Responses        988    205   371   259   146     628    350     102    885      138     829      738     184      99      723    205     56     544    444
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     35      2     1     -     -       3      -       1      2        1       1        2       -       -        2      2      -       3     32

Mother or father             898    198   367   249    78     565    325      94    803      131     750      672     156      94      660    184     50     487    411
                           90.9%  96.6% 98.9% 96.1% 53.4%   90.0%  92.9%   92.2%  90.7%    94.9%   90.5%    91.1%   84.8%   94.9%    91.3%  89.8%  89.3%   89.5%  92.6%

Grandparent                   61      2     1     5    52      43     16       4     57        7      51       44      21       4       45     13      3      38     23
                            6.2%   1.0%  0.3%  1.9% 35.6%    6.8%   4.6%    3.9%   6.4%     5.1%    6.2%     6.0%   11.4%    4.0%     6.2%   6.3%   5.4%    7.0%   5.2%

Aunt or uncle                  5      1     -     2     2       4      1       1      4        -       5        4       1       -        4      1      -       3      2
                            0.5%   0.5%        0.8%  1.4%    0.6%   0.3%    1.0%   0.5%             0.6%     0.5%    0.5%             0.6%   0.5%           0.6%   0.5%

Older sibling                  -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -
                                                                                                                                                                       

Other relative                 3      -     1     1     1       2      1       -      3        -       3        3       -       -        2      -      1       1      2
                            0.3%         0.3%  0.4%  0.7%    0.3%   0.3%           0.3%             0.4%     0.4%                     0.3%          1.8%    0.2%   0.5%

Legal guardian                21      4     2     2    13      14      7       3     18        -      20       15       6       1       12      7      2      15      6
                            2.1%   2.0%  0.5%  0.8%  8.9%    2.2%   2.0%    2.9%   2.0%             2.4%     2.0%    3.3%    1.0%     1.7%   3.4%   3.6%    2.8%   1.4%
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Q46. Did someone help you complete this survey?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               547    142   179   136    86     320    220      37    507       59     473      429      91      65      417    105     22     547      -

Total Valid Responses        525    135   175   133    81     309    212      36    488       55     457      414      87      62      401    102     20     525      -
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0%       

No Answer                     22      7     4     3     5      11      8       1     19        4      16       15       4       3       16      3      2      22      -

Yes                           20      6     8     4     2      16      2       2     18       11       9        8       1      10       15      4      1      20      -
                            3.8%   4.4%  4.6%  3.0%  2.5%    5.2%   0.9%    5.6%   3.7%    20.0%    2.0%     1.9%    1.1%   16.1%     3.7%   3.9%   5.0%    3.8%       

No                           505    129   167   129    79     293    210      34    470       44     448      406      86      52      386     98     19     505      -
                           96.2%  95.6% 95.4% 97.0% 97.5%   94.8%  99.1%   94.4%  96.3%    80.0%   98.0%    98.1%   98.9%   83.9%    96.3%  96.1%  95.0%   96.2%       
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Q47. How did that person help you?  Check all that apply.

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible                21      7     8     4     2      17      2       2     19       11      10        8       2      10       15      4      2      20      1

Total Valid Responses         36      9    14     9     4      30      2       2     34       23      13        8       5      22       25      8      3      34      2

Total Respondents             20      7     7     4     2      16      2       2     18       11       9        7       2      10       14      4      2      19      1
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

Read the questions to me      12      3     4     4     1      10      1       1     11        7       5        2       2       7        8      2      2      11      1
                           60.0%  42.9% 57.1%  100% 50.0%   62.5%  50.0%   50.0%  61.1%    63.6%   55.6%    28.6%  100.0%   70.0%    57.1%  50.0% 100.0%   57.9% 100.0%

Wrote down the answers I      10      4     3     2     1       8      1       -     10        6       4        3       2       5        7      2      1       9      1
gave                       50.0%  57.1% 42.9% 50.0% 50.0%   50.0%  50.0%          55.6%    54.5%   44.4%    42.9%  100.0%   50.0%    50.0%  50.0%  50.0%   47.4% 100.0%

Answered the questions         3      1     1     -     1       2      -       -      3        1       2        2       -       1        2      1      -       3      -
for me                     15.0%  14.3% 14.3%       50.0%   12.5%                 16.7%     9.1%   22.2%    28.6%           10.0%    14.3%  25.0%          15.8%       

Translated the questions       7      -     3     3     1       6      -       -      7        6       1        -       1       6        6      1      -       7      -
into my language           35.0%        42.9% 75.0% 50.0%   37.5%                 38.9%    54.5%   11.1%            50.0%   60.0%    42.9%  25.0%          36.8%       

Helped in some other way       4      1     3     -     -       4      -       1      3        3       1        1       -       3        2      2      -       4      -
                           20.0%  14.3% 42.9%               25.0%          50.0%  16.7%    27.3%   11.1%    14.3%           30.0%    14.3%  50.0%          21.1%       
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Q12a.  How satisfied were you with the ease of getting 
through the office by telephone?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               780    179   278   190   112     478    281      70    694       96     649      588     136      81      540    175     46     443    337

Total Valid Responses        601    147   212   143    87     368    221      51    542       79     503      453     101      69      427    136     30     439    162
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    179     32    66    47    25     110     60      19    152       17     146      135      35      12      113     39     16       4    175

Very satisfied               314     66   107    77    57     185    123      31    279       29     274      251      49      32      241     58     11     227     87
                           52.2%  44.9% 50.5% 53.8% 65.5%   50.3%  55.7%   60.8%  51.5%    36.7%   54.5%    55.4%   48.5%   46.4%    56.4%  42.6%  36.7%   51.7%  53.7%
                                                      BCd                                              J                                PQ

Satisfied                    192     45    72    52    19     118     70      13    177       34     153      135      28      29      132     47     11     140     52
                           31.9%  30.6% 34.0% 36.4% 21.8%   32.1%  31.7%   25.5%  32.7%    43.0%   30.4%    29.8%   27.7%   42.0%    30.9%  34.6%  36.7%   31.9%  32.1%
                                            E     E                                            K                               lm

Somewhat satisfied            63     23    22     8     9      46     16       3     59        9      51       39      21       5       37     16      8      47     16
                           10.5%  15.6% 10.4%  5.6% 10.3%   12.5%   7.2%    5.9%  10.9%    11.4%   10.1%     8.6%   20.8%    7.2%     8.7%  11.8%  26.7%   10.7%   9.9%
                                      D     d                   G                                                      LN                             Op

Dissatisfied                  16      5     5     5     1       9      7       3     13        5      11       15       1       1        9      7      -      12      4
                            2.7%   3.4%  2.4%  3.5%  1.1%    2.4%   3.2%    5.9%   2.4%     6.3%    2.2%     3.3%    1.0%    1.4%     2.1%   5.1%           2.7%   2.5%
                                                                                                                m

Very dissatisfied             16      8     6     1     1      10      5       1     14        2      14       13       2       2        8      8      -      13      3
                            2.7%   5.4%  2.8%  0.7%  1.1%    2.7%   2.3%    2.0%   2.6%     2.5%    2.8%     2.9%    2.0%    2.9%     1.9%   5.9%           3.0%   1.9%
                                     De                                                                                                         o

TMG SUMMARY RATE - Very      506    111   179   129    76     303    193      44    456       63     427      386      77      61      373    105     22     367    139
satisfied/Satisfied        84.2%  75.5% 84.4% 90.2% 87.4%   82.3%  87.3%   86.3%  84.1%    79.7%   84.9%    85.2%   76.2%   88.4%    87.4%  77.2%  73.3%   83.6%  85.8%
                                            B     B     B              f                                        M               M       Pq

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q12b.  In the last 6 months, how many times did you go the 
emergency room to get care for your child because your 
child's doctor was not able to see him/her during regular 
office hours?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               780    179   278   190   112     478    281      70    694       96     649      588     136      81      540    175     46     443    337

Total Valid Responses        603    145   214   144    88     369    222      50    546       79     505      454     101      69      428    137     30     440    163
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    177     34    64    46    24     109     59      20    148       17     144      134      35      12      112     38     16       3    174

None                         478    115   170   118    67     288    181      39    435       57     407      365      78      52      357     93     23     354    124
                           79.3%  79.3% 79.4% 81.9% 76.1%   78.0%  81.5%   78.0%  79.7%    72.2%   80.6%    80.4%   77.2%   75.4%    83.4%  67.9%  76.7%   80.5%  76.1%
                                                                                                                                         P

1 time                        89     21    28    22    15      54     33       5     82       16      71       68      14      13       59     25      3      63     26
                           14.8%  14.5% 13.1% 15.3% 17.0%   14.6%  14.9%   10.0%  15.0%    20.3%   14.1%    15.0%   13.9%   18.8%    13.8%  18.2%  10.0%   14.3%  16.0%

2 times                       28      8    12     3     4      20      7       4     23        4      22       18       8       1       10     13      4      19      9
                            4.6%   5.5%  5.6%  2.1%  4.5%    5.4%   3.2%    8.0%   4.2%     5.1%    4.4%     4.0%    7.9%    1.4%     2.3%   9.5%  13.3%    4.3%   5.5%
                                            d                                                                           N                       O      o

3 or more times                8      1     4     1     2       7      1       2      6        2       5        3       1       3        2      6      -       4      4
                            1.3%   0.7%  1.9%  0.7%  2.3%    1.9%   0.5%    4.0%   1.1%     2.5%    1.0%     0.7%    1.0%    4.3%     0.5%   4.4%           0.9%   2.5%
                                                                g                                                                               O

TMG SUMMARY RATE - None      478    115   170   118    67     288    181      39    435       57     407      365      78      52      357     93     23     354    124
                           79.3%  79.3% 79.4% 81.9% 76.1%   78.0%  81.5%   78.0%  79.7%    72.2%   80.6%    80.4%   77.2%   75.4%    83.4%  67.9%  76.7%   80.5%  76.1%
                                                                                                                                         P

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q36a.  How easy is it to find and understand information 
using the Member Handbook?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible              1023    207   372   259   146     631    350     103    887      139     830      740     184      99      725    207     56     547    476

Total Valid Responses        383     85   140   101    51     238    139      34    346       50     325      290      62      45      294     75     12     289     94
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    277     43    98    62    43     162     82      35    213       27     210      185      51      15      168     54     23      12    265

Very easy                    216     42    85    54    30     144     69      19    195       29     182      159      36      23      171     39      5     153     63
                           56.4%  49.4% 60.7% 53.5% 58.8%   60.5%  49.6%   55.9%  56.4%    58.0%   56.0%    54.8%   58.1%   51.1%    58.2%  52.0%  41.7%   52.9%  67.0%
                                            b                   G                                                                                                     R

Somewhat easy                148     38    49    40    20      86     60      11    136       17     129      118      22      19      107     33      7     122     26
                           38.6%  44.7% 35.0% 39.6% 39.2%   36.1%  43.2%   32.4%  39.3%    34.0%   39.7%    40.7%   35.5%   42.2%    36.4%  44.0%  58.3%   42.2%  27.7%
                                                                                                                                                               S

Difficult                     19      5     6     7     1       8     10       4     15        4      14       13       4       3       16      3      -      14      5
                            5.0%   5.9%  4.3%  6.9%  2.0%    3.4%   7.2%   11.8%   4.3%     8.0%    4.3%     4.5%    6.5%    6.7%     5.4%   4.0%           4.8%   5.3%

I did not try to look up     123     26    50    31    16      72     51      11    112       14     108       99      17       9       93     21      9      87     36
information in the       
Member Handbook          

I do not have a copy of      240     53    84    65    36     159     78      23    216       48     187      166      54      30      170     57     12     159     81
my health plan's Member  
Handbook                 

TMG SUMMARY RATE - Very      364     80   134    94    50     230    129      30    331       46     311      277      58      42      278     72     12     275     89
easy/Somewhat easy         95.0%  94.1% 95.7% 93.1% 98.0%   96.6%  92.8%   88.2%  95.7%    92.0%   95.7%    95.5%   93.5%   93.3%    94.6%  96.0% 100.0%   95.2%  94.7%
                                                                                                                                                      Op

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q36b.  If you had a problem getting the help you needed 
from Customer Service, what kind of problem did you have? 
(Mark all that apply)

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible              1023    207   372   259   146     631    350     103    887      139     830      740     184      99      725    207     56     547    476

Total Valid Responses        333     93   123    77    38     216    114      34    297       52     273      241      66      45      235     76     20     265     68

Total Respondents            278     81   102    62    31     183     92      29    247       46     224      197      54      39      196     66     14     222     56
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

It was difficult to get       81     24    33    21     2      56     24      12     68       16      63       55      11      19       55     21      4      57     24
through to Customer        29.1%  29.6% 32.4% 33.9%  6.5%   30.6%  26.1%   41.4%  27.5%    34.8%   28.1%    27.9%   20.4%   48.7%    28.1%  31.8%  28.6%   25.7%  42.9%
Service on the telephone 

The Customer Service          35      7    14    10     4      16     19       2     33        5      30       26       7       7       22      8      4      26      9
Representative did not     12.6%   8.6% 13.7% 16.1% 12.9%    8.7%  20.7%    6.9%  13.4%    10.9%   13.4%    13.2%   13.0%   17.9%    11.2%  12.1%  28.6%   11.7%  16.1%
have the information I   
needed                   

The Customer Service          20      7     6     4     3      10     10       2     18        2      17       17       5       1       13      5      2      17      3
Representative did not      7.2%   8.6%  5.9%  6.5%  9.7%    5.5%  10.9%    6.9%   7.3%     4.3%    7.6%     8.6%    9.3%    2.6%     6.6%   7.6%  14.3%    7.7%   5.4%
give me the correct      
information              

The Customer Service          23      5     7     6     5      14      9       2     21        3      19       19       6       1       17      5      1      21      2
Representative did not      8.3%   6.2%  6.9%  9.7% 16.1%    7.7%   9.8%    6.9%   8.5%     6.5%    8.5%     9.6%   11.1%    2.6%     8.7%   7.6%   7.1%    9.5%   3.6%
follow-up with me        

The Customer Service          16      5     5     4     2      10      6       3     13        2      14       13       3       -       12      4      -      13      3
Representative did not      5.8%   6.2%  4.9%  6.5%  6.5%    5.5%   6.5%   10.3%   5.3%     4.3%    6.3%     6.6%    5.6%             6.1%   6.1%           5.9%   5.4%
follow-up with me in a   
timely manner            

Other                        158     45    58    32    22     110     46      13    144       24     130      111      34      17      116     33      9     131     27
                           56.8%  55.6% 56.9% 51.6% 71.0%   60.1%  50.0%   44.8%  58.3%    52.2%   58.0%    56.3%   63.0%   43.6%    59.2%  50.0%  64.3%   59.0%  48.2%
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Q36c.  Would you recommend your child's health plan to your 
family or friends? 

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible              1023    207   372   259   146     631    350     103    887      139     830      740     184      99      725    207     56     547    476

Total Valid Responses        750    165   276   197   104     472    269      68    679      114     622      555     133      85      559    154     35     537    213
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    273     42    96    62    42     159     81      35    208       25     208      185      51      14      166     53     21      10    263

Definitely Yes               469     91   183   117    71     298    164      43    423       71     388      349      77      50      361     87     20     320    149
                           62.5%  55.2% 66.3% 59.4% 68.3%   63.1%  61.0%   63.2%  62.3%    62.3%   62.4%    62.9%   57.9%   58.8%    64.6%  56.5%  57.1%   59.6%  70.0%

Probably Yes                 260     67    85    78    29     163     95      21    239       41     215      191      50      30      185     62     13     200     60
                           34.7%  40.6% 30.8% 39.6% 27.9%   34.5%  35.3%   30.9%  35.2%    36.0%   34.6%    34.4%   37.6%   35.3%    33.1%  40.3%  37.1%   37.2%  28.2%

Probably Not                  17      6     6     1     4      10      7       3     14        1      16       12       6       3       10      4      2      13      4
                            2.3%   3.6%  2.2%  0.5%  3.8%    2.1%   2.6%    4.4%   2.1%     0.9%    2.6%     2.2%    4.5%    3.5%     1.8%   2.6%   5.7%    2.4%   1.9%

Definitely Not                 4      1     2     1     -       1      3       1      3        1       3        3       -       2        3      1      -       4      -
                            0.5%   0.6%  0.7%  0.5%          0.2%   1.1%    1.5%   0.4%     0.9%    0.5%     0.5%            2.4%     0.5%   0.6%           0.7%       

TMG SUMMARY RATE -           729    158   268   195   100     461    259      64    662      112     603      540     127      80      546    149     33     520    209
Definitely Yes/Probably    97.2%  95.8% 97.1% 99.0% 96.2%   97.7%  96.3%   94.1%  97.5%    98.2%   96.9%    97.3%   95.5%   94.1%    97.7%  96.8%  94.3%   96.8%  98.1%
Yes                      
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Q36d.  Are you familiar with your child's health plan's 
NURSE on-call, a service that allows you to ask health 
information questions to a nurse?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible              1023    207   372   259   146     631    350     103    887      139     830      740     184      99      725    207     56     547    476

Total Valid Responses        748    162   274   196   109     470    270      69    677      113     621      554     136      82      557    155     34     533    215
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    275     45    98    63    37     161     80      34    210       26     209      186      48      17      168     52     22      14    261

Yes                          417     91   152   111    58     266    146      41    375       57     349      310      79      41      322     78     16     286    131
                           55.7%  56.2% 55.5% 56.6% 53.2%   56.6%  54.1%   59.4%  55.4%    50.4%   56.2%    56.0%   58.1%   50.0%    57.8%  50.3%  47.1%   53.7%  60.9%

No                           331     71   122    85    51     204    124      28    302       56     272      244      57      41      235     77     18     247     84
                           44.3%  43.8% 44.5% 43.4% 46.8%   43.4%  45.9%   40.6%  44.6%    49.6%   43.8%    44.0%   41.9%   50.0%    42.2%  49.7%  52.9%   46.3%  39.1%

TMG SUMMARY RATE - Yes       417     91   152   111    58     266    146      41    375       57     349      310      79      41      322     78     16     286    131
                           55.7%  56.2% 55.5% 56.6% 53.2%   56.6%  54.1%   59.4%  55.4%    50.4%   56.2%    56.0%   58.1%   50.0%    57.8%  50.3%  47.1%   53.7%  60.9%

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 58

                                                                                    MDwise
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56505)

Q1.  Our records show that your child is now in MDwise.  Is 
that right?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Valid Responses       1018      151     806      129     635      143     781      82    236    639      124     857        42      79      639    328     950     43
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      5        -       5        -       2        -       5       -      -      5        1       4         -       1        5      -       5      -

Yes                         1018      151     806      129     635      143     781      82    236    639      124     857        42      79      639    328     950     43
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No                             -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -
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Q3.  In the last 6 months, did your child have an illness, 
injury, or condition that needed care right away in a 
clinic, emergency room or doctor's office?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible              1023      151     811      129     637      143     786      82    236    644      125     861        42      80      644    328     955     43

Total Valid Responses       1009      148     808      128     632      142     781      81    234    641      125     856        42      80      641    325     949     43
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     14        3       3        1       5        1       5       1      2      3        -       5         -       -        3      3       6      -

Yes                          399       68     316       65     296       62     310      39     93    252       62     328        25      36      202    189     381     14
                           39.5%    45.9%   39.1%    50.8%   46.8%    43.7%   39.7%   48.1%  39.7%  39.3%    49.6%   38.3%     59.5%   45.0%    31.5%  58.2%   40.1%  32.6%
                                                                                                                 L                                         O

No                           610       80     492       63     336       80     471      42    141    389       63     528        17      44      439    136     568     29
                           60.5%    54.1%   60.9%    49.2%   53.2%    56.3%   60.3%   51.9%  60.3%  60.7%    50.4%   61.7%     40.5%   55.0%    68.5%  41.8%   59.9%  67.4%
                                                                                                                         K                          P

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q4. (GCQ)In the last 6 months, when your child needed care 
right away, how often did your child get care as soon as 
you thought he or she needed?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               399       68     316       65     296       62     310      39     93    252       62     328        25      36      202    189     381     14

Total Valid Responses        395       65     315       63     295       61     308      38     91    251       62     324        25      36      200    187     378     13
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      4        3       1        2       1        1       2       1      2      1        -       4         -       -        2      2       3      1

Always                       312       41     259       37     245       33     262      23     62    215       39     266        11      27      158    146     301      8
                           79.0%    63.1%   82.2%    58.7%   83.1%    54.1%   85.1%   60.5%  68.1%  85.7%    62.9%   82.1%     44.0%   75.0%    79.0%  78.1%   79.6%  61.5%
                                                B                D                F                    HI                K                 M

Usually                       58       16      42       18      36       21      33       9     23     26       15      43        10       5       26     32      54      3
                           14.7%    24.6%   13.3%    28.6%   12.2%    34.4%   10.7%   23.7%  25.3%  10.4%    24.2%   13.3%     40.0%   13.9%    13.0%  17.1%   14.3%  23.1%
                                        C                E                G               j      J               l                 N

Sometimes                     22        8      12        7      13        6      12       6      5      9        7      14         4       3       13      9      20      2
                            5.6%    12.3%    3.8%    11.1%    4.4%     9.8%    3.9%   15.8%   5.5%   3.6%    11.3%    4.3%     16.0%    8.3%     6.5%   4.8%    5.3%  15.4%
                                        C                                                 J                      l

Never                          3        -       2        1       1        1       1       -      1      1        1       1         -       1        3      -       3      -
                            0.8%             0.6%     1.6%    0.3%     1.6%    0.3%           1.1%   0.4%     1.6%    0.3%              2.8%     1.5%           0.8%       

HEDIS/CAHPS SUMMARY RATE     370       57     301       55     281       54     295      32     85    241       54     309        21      32      184    178     355     11
- Always/Usually           93.7%    87.7%   95.6%    87.3%   95.3%    88.5%   95.8%   84.2%  93.4%  96.0%    87.1%   95.4%     84.0%   88.9%    92.0%  95.2%   93.9%  84.6%
                                                b                d                f                     h                k

HEDIS/CAHPS SUMMARY RATE     312       41     259       37     245       33     262      23     62    215       39     266        11      27      158    146     301      8
- Always                   79.0%    63.1%   82.2%    58.7%   83.1%    54.1%   85.1%   60.5%  68.1%  85.7%    62.9%   82.1%     44.0%   75.0%    79.0%  78.1%   79.6%  61.5%
                                                B                D                F                    HI                K                 M

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q5.  In the last 6 months, not counting the times your 
child needed health care right away, did you make any 
appointments for your child's health care at a doctor's 
office or clinic?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible              1023      151     811      129     637      143     786      82    236    644      125     861        42      80      644    328     955     43

Total Valid Responses        998      149     799      127     630      140     780      82    229    637      120     854        41      76      640    319     944     42
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     25        2      12        2       7        3       6       -      7      7        5       7         1       4        4      9      11      1

Yes                          699      107     561      106     536       91     566      56    158    454       95     583        32      61      404    278     670     19
                           70.0%    71.8%   70.2%    83.5%   85.1%    65.0%   72.6%   68.3%  69.0%  71.3%    79.2%   68.3%     78.0%   80.3%    63.1%  87.1%   71.0%  45.2%
                                                                                  f                              L                                         O       R

No                           299       42     238       21      94       49     214      26     71    183       25     271         9      15      236     41     274     23
                           30.0%    28.2%   29.8%    16.5%   14.9%    35.0%   27.4%   31.7%  31.0%  28.7%    20.8%   31.7%     22.0%   19.7%    36.9%  12.9%   29.0%  54.8%
                                                                          g                                              K                          P                     Q

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q6. (GCQ)In the last 6 months, not counting the times your 
child needed health care right away, how often did you get 
an appointment for your health care at a doctor's office or 
clinic as soon as you thought your child needed?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               699      107     561      106     536       91     566      56    158    454       95     583        32      61      404    278     670     19

Total Valid Responses        690      105     555      104     530       91     560      55    157    448       94     576        31      61      399    275     664     17
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      9        2       6        2       6        -       6       1      1      6        1       7         1       -        5      3       6      2

Always                       486       51     412       45     399       40     423      21    102    340       55     416        16      39      267    205     471     10
                           70.4%    48.6%   74.2%    43.3%   75.3%    44.0%   75.5%   38.2%  65.0%  75.9%    58.5%   72.2%     51.6%   63.9%    66.9%  74.5%   70.9%  58.8%
                                                B                D                F              H     HI                K                                 O

Usually                      126       32      90       33      86       30      91      18     34     70       20     104         6      12       77     47     122      3
                           18.3%    30.5%   16.2%    31.7%   16.2%    33.0%   16.3%   32.7%  21.7%  15.6%    21.3%   18.1%     19.4%   19.7%    19.3%  17.1%   18.4%  17.6%
                                        C                E                G               J

Sometimes                     65       19      43       22      38       18      38      13     18     31       18      44         9       9       44     21      59      3
                            9.4%    18.1%    7.7%    21.2%    7.2%    19.8%    6.8%   23.6%  11.5%   6.9%    19.1%    7.6%     29.0%   14.8%    11.0%   7.6%    8.9%  17.6%
                                        C                E                G              iJ                      L

Never                         13        3      10        4       7        3       8       3      3      7        1      12         -       1       11      2      12      1
                            1.9%     2.9%    1.8%     3.8%    1.3%     3.3%    1.4%    5.5%   1.9%   1.6%     1.1%    2.1%              1.6%     2.8%   0.7%    1.8%   5.9%
                                                                                                                                                    P

HEDIS/CAHPS SUMMARY RATE     612       83     502       78     485       70     514      39    136    410       75     520        22      51      344    252     593     13
- Always/Usually           88.7%    79.0%   90.5%    75.0%   91.5%    76.9%   91.8%   70.9%  86.6%  91.5%    79.8%   90.3%     71.0%   83.6%    86.2%  91.6%   89.3%  76.5%
                                                B                D                F              H      H                K                                 O

HEDIS/CAHPS SUMMARY RATE     486       51     412       45     399       40     423      21    102    340       55     416        16      39      267    205     471     10
- Always                   70.4%    48.6%   74.2%    43.3%   75.3%    44.0%   75.5%   38.2%  65.0%  75.9%    58.5%   72.2%     51.6%   63.9%    66.9%  74.5%   70.9%  58.8%
                                                B                D                F              H     HI                K                                 O

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 63

                                                                                    MDwise
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56505)

Q7.  In the last 6 months, not counting the times your 
child went to an emergency room, how many times did he or 
she go to a doctor's office or clinic to get care?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible              1023      151     811      129     637      143     786      82    236    644      125     861        42      80      644    328     955     43

Total Valid Responses        972      149     776      129     637      139     755      80    224    621      122     825        42      78      644    328     919     41
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     51        2      35        -       -        4      31       2     12     23        3      36         -       2        -      -      36      2

None                         192       25     153        -       -       38     129      13     51    114       20     171         7      13      192      -     175     17
                           19.8%    16.8%   19.7%                     27.3%   17.1%   16.3%  22.8%  18.4%    16.4%   20.7%     16.7%   16.7%    29.8%          19.0%  41.5%
                                                                          G                                                                                               Q

1                            243       42     188       29     210       23     197      25     44    161       34     200        11      23      243      -     228     11
                           25.0%    28.2%   24.2%    22.5%   33.0%    16.5%   26.1%   31.3%  19.6%  25.9%    27.9%   24.2%     26.2%   29.5%    37.7%          24.8%  26.8%
                                                                 D                F       I             I

2                            209       35     169       33     171       30     165      22     44    138       21     182         6      15      209      -     199      7
                           21.5%    23.5%   21.8%    25.6%   26.8%    21.6%   21.9%   27.5%  19.6%  22.2%    17.2%   22.1%     14.3%   19.2%    32.5%          21.7%  17.1%

3                            131       16     108       26     104       14     109       8     32     84       17     109         7      10        -    131     125      3
                           13.5%    10.7%   13.9%    20.2%   16.3%    10.1%   14.4%   10.0%  14.3%  13.5%    13.9%   13.2%     16.7%   12.8%           39.9%   13.6%   7.3%

4                             89       12      73       19      69       14      69       5     17     63       10      75         2       7        -     89      84      3
                            9.2%     8.1%    9.4%    14.7%   10.8%    10.1%    9.1%    6.3%   7.6%  10.1%     8.2%    9.1%      4.8%    9.0%           27.1%    9.1%   7.3%

5 to 9                        82       15      64       18      61       20      60       5     27     47       15      67         6       9        -     82      82      -
                            8.4%    10.1%    8.2%    14.0%    9.6%    14.4%    7.9%    6.3%  12.1%   7.6%    12.3%    8.1%     14.3%   11.5%           25.0%    8.9%       
                                                                          G                     hj

10 or more                    26        4      21        4      22        -      26       2      9     14        5      21         3       1        -     26      26      -
                            2.7%     2.7%    2.7%     3.1%    3.5%             3.4%    2.5%   4.0%   2.3%     4.1%    2.5%      7.1%    1.3%            7.9%    2.8%       

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q8. (HPE)In the last 6 months, how often did you and your 
child's doctor or other health provider talk about specific 
things you could do to prevent illness in your child?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               780      124     623      129     637      101     626      67    173    507      102     654        35      65      452    328     744     24

Total Valid Responses        773      123     618      128     632      100     622      66    173    502      102     649        35      65      447    326     739     24
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      7        1       5        1       5        1       4       1      -      5        -       5         -       -        5      2       5      -

Always                       319       40     267       28     286       22     274      20     58    229       49     262        16      32      159    160     302     13
                           41.3%    32.5%   43.2%    21.9%   45.3%    22.0%   44.1%   30.3%  33.5%  45.6%    48.0%   40.4%     45.7%   49.2%    35.6%  49.1%   40.9%  54.2%
                                                B                D                F                    HI                                                  O

Usually                      192       30     156       29     158       29     153      17     48    121       21     166         7      14      118     74     185      5
                           24.8%    24.4%   25.2%    22.7%   25.0%    29.0%   24.6%   25.8%  27.7%  24.1%    20.6%   25.6%     20.0%   21.5%    26.4%  22.7%   25.0%  20.8%

Sometimes                    174       31     132       46     125       24     139      14     50     99       20     145         6      13      107     67     167      3
                           22.5%    25.2%   21.4%    35.9%   19.8%    24.0%   22.3%   21.2%  28.9%  19.7%    19.6%   22.3%     17.1%   20.0%    23.9%  20.6%   22.6%  12.5%
                                                         E                                       J

Never                         88       22      63       25      63       25      56      15     17     53       12      76         6       6       63     25      85      3
                           11.4%    17.9%   10.2%    19.5%   10.0%    25.0%    9.0%   22.7%   9.8%  10.6%    11.8%   11.7%     17.1%    9.2%    14.1%   7.7%   11.5%  12.5%
                                        C                E                G              IJ                                                         P

HEDIS/CAHPS SUMMARY RATE     511       70     423       57     444       51     427      37    106    350       70     428        23      46      277    234     487     18
- Always/Usually           66.1%    56.9%   68.4%    44.5%   70.3%    51.0%   68.6%   56.1%  61.3%  69.7%    68.6%   65.9%     65.7%   70.8%    62.0%  71.8%   65.9%  75.0%
                                                B                D                F                    HI                                                  O

HEDIS/CAHPS SUMMARY RATE     319       40     267       28     286       22     274      20     58    229       49     262        16      32      159    160     302     13
- Always                   41.3%    32.5%   43.2%    21.9%   45.3%    22.0%   44.1%   30.3%  33.5%  45.6%    48.0%   40.4%     45.7%   49.2%    35.6%  49.1%   40.9%  54.2%
                                                B                D                F                    HI                                                  O

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q9.  In the last 6 months, did your child's doctor or other 
health provider tell you there was more than one choice for 
your child's treatment or health care?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               780      124     623      129     637      101     626      67    173    507      102     654        35      65      452    328     744     24

Total Valid Responses        757      121     607      125     620       97     610      67    168    493       99     637        34      63      439    318     724     24
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     23        3      16        4      17        4      16       -      5     14        3      17         1       2       13     10      20      -

Yes                          334       45     275       40     290       29     284      24     77    219       51     272        13      37      171    163     319     10
                           44.1%    37.2%   45.3%    32.0%   46.8%    29.9%   46.6%   35.8%  45.8%  44.4%    51.5%   42.7%     38.2%   58.7%    39.0%  51.3%   44.1%  41.7%
                                                b                D                F                                                        M               O

No                           423       76     332       85     330       68     326      43     91    274       48     365        21      26      268    155     405     14
                           55.9%    62.8%   54.7%    68.0%   53.2%    70.1%   53.4%   64.2%  54.2%  55.6%    48.5%   57.3%     61.8%   41.3%    61.0%  48.7%   55.9%  58.3%
                                        c                E                G                                                        N                P

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q10. (SDM)In the last 6 months, did your child's doctor or 
other health provider talk with you about the pros and cons 
of each choice for your child's treatment or health care? 

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               334       45     275       40     290       29     284      24     77    219       51     272        13      37      171    163     319     10

Total Valid Responses        327       44     270       39     284       28     280      24     74    216       51     266        13      37      169    158     314     10
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      7        1       5        1       6        1       4       -      3      3        -       6         -       -        2      5       5      -

Definitely Yes               230       26     197       15     213        8     211      13     42    168       37     188         8      28      111    119     224      5
                           70.3%    59.1%   73.0%    38.5%   75.0%    28.6%   75.4%   54.2%  56.8%  77.8%    72.5%   70.7%     61.5%   75.7%    65.7%  75.3%   71.3%  50.0%

Somewhat Yes                  81       17      59       19      60       16      58      10     23     43       12      65         4       8       49     32      75      5
                           24.8%    38.6%   21.9%    48.7%   21.1%    57.1%   20.7%   41.7%  31.1%  19.9%    23.5%   24.4%     30.8%   21.6%    29.0%  20.3%   23.9%  50.0%

Somewhat No                   11        -      11        4       7        3       8       -      9      2        1      10         1       -        5      6      11      -
                            3.4%             4.1%    10.3%    2.5%    10.7%    2.9%          12.2%   0.9%     2.0%    3.8%      7.7%             3.0%   3.8%    3.5%       

Definitely No                  5        1       3        1       4        1       3       1      -      3        1       3         -       1        4      1       4      -
                            1.5%     2.3%    1.1%     2.6%    1.4%     3.6%    1.1%    4.2%          1.4%     2.0%    1.1%              2.7%     2.4%   0.6%    1.3%       

HEDIS/CAHPS SUMMARY RATE     230       26     197       15     213        8     211      13     42    168       37     188         8      28      111    119     224      5
- Definitely Yes           70.3%    59.1%   73.0%    38.5%   75.0%    28.6%   75.4%   54.2%  56.8%  77.8%    72.5%   70.7%     61.5%   75.7%    65.7%  75.3%   71.3%  50.0%
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Q11.  (SDM)In the last 6 months, when there was more than 
one choice for your child's treatment or health care, did 
your child's doctor or other health provider ask you which 
choice you thought was best for your child?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               334       45     275       40     290       29     284      24     77    219       51     272        13      37      171    163     319     10

Total Valid Responses        325       44     269       39     285       29     278      24     74    215       51     266        13      37      165    160     313     10
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      9        1       6        1       5        -       6       -      3      4        -       6         -       -        6      3       6      -

Definitely Yes               231       28     197       15     215       10     211      11     50    164       38     188         8      29      113    118     223      7
                           71.1%    63.6%   73.2%    38.5%   75.4%    34.5%   75.9%   45.8%  67.6%  76.3%    74.5%   70.7%     61.5%   78.4%    68.5%  73.8%   71.2%  70.0%

Somewhat Yes                  63       10      49       14      49        9      49       7     16     36       10      51         4       6       36     27      61      2
                           19.4%    22.7%   18.2%    35.9%   17.2%    31.0%   17.6%   29.2%  21.6%  16.7%    19.6%   19.2%     30.8%   16.2%    21.8%  16.9%   19.5%  20.0%

Somewhat No                   16        3      13        5      11        4      11       3      4      9        2      14         1       1        8      8      16      -
                            4.9%     6.8%    4.8%    12.8%    3.9%    13.8%    4.0%   12.5%   5.4%   4.2%     3.9%    5.3%      7.7%    2.7%     4.8%   5.0%    5.1%       

Definitely No                 15        3      10        5      10        6       7       3      4      6        1      13         -       1        8      7      13      1
                            4.6%     6.8%    3.7%    12.8%    3.5%    20.7%    2.5%   12.5%   5.4%   2.8%     2.0%    4.9%              2.7%     4.8%   4.4%    4.2%  10.0%

HEDIS/CAHPS SUMMARY RATE     231       28     197       15     215       10     211      11     50    164       38     188         8      29      113    118     223      7
- Definitely Yes           71.1%    63.6%   73.2%    38.5%   75.4%    34.5%   75.9%   45.8%  67.6%  76.3%    74.5%   70.7%     61.5%   78.4%    68.5%  73.8%   71.2%  70.0%
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Q12.  Using any number from 0 to 10, where 0 is the worst 
health care possible and 10 is the best health care 
possible, what number would you use to rate all your 
child's health care in the last 6 months?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               780      124     623      129     637      101     626      67    173    507      102     654        35      65      452    328     744     24

Total Valid Responses        766      122     617      129     637       98     621      65    172    502       99     648        33      64      443    323     736     24
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     14        2       6        -       -        3       5       2      1      5        3       6         2       1        9      5       8      -

10 - Best health care        343       21     314        -     343        9     319       9     38    288       44     291         7      36      212    131     336      4
possible                   44.8%    17.2%   50.9%            53.8%     9.2%   51.4%   13.8%  22.1%  57.4%    44.4%   44.9%     21.2%   56.3%    47.9%  40.6%   45.7%  16.7%
                                                B                                 F                    HI                                  M        P              R

9                            146       14     124        -     146        9     129       4     30    104       17     124         6      10       82     64     140      5
                           19.1%    11.5%   20.1%            22.9%     9.2%   20.8%    6.2%  17.4%  20.7%    17.2%   19.1%     18.2%   15.6%    18.5%  19.8%   19.0%  20.8%
                                                B                                 F              H      H

8                            148       32     113        -     148       16     120      14     65     66       15     132         9       6       87     61     140      6
                           19.3%    26.2%   18.3%            23.2%    16.3%   19.3%   21.5%  37.8%  13.1%    15.2%   20.4%     27.3%    9.4%    19.6%  18.9%   19.0%  25.0%
                                        c                                                       HJ                                 N

7                             60       22      35       60       -       26      30      10     22     25       11      47         5       6       30     30      58      2
                            7.8%    18.0%    5.7%    46.5%            26.5%    4.8%   15.4%  12.8%   5.0%    11.1%    7.3%     15.2%    9.4%     6.8%   9.3%    7.9%   8.3%
                                        C                                 G               J      J

6                             30       14      16       30       -       15      13      12      8     10        4      25         2       2       14     16      28      2
                            3.9%    11.5%    2.6%    23.3%            15.3%    2.1%   18.5%   4.7%   2.0%     4.0%    3.9%      6.1%    3.1%     3.2%   5.0%    3.8%   8.3%
                                        C                                 G              IJ

5                             23       11       9       23       -       15       5       9      7      4        6      16         3       3        9     14      20      3
                            3.0%     9.0%    1.5%    17.8%            15.3%    0.8%   13.8%   4.1%   0.8%     6.1%    2.5%      9.1%    4.7%     2.0%   4.3%    2.7%  12.5%
                                        C                                 G              IJ      J                                                         o

4                              5        3       1        5       -        3       -       2      2      -        -       5         -       -        2      3       3      2
                            0.7%     2.5%    0.2%     3.9%             3.1%            3.1%   1.2%                    0.8%                       0.5%   0.9%    0.4%   8.3%

3                              7        3       4        7       -        4       3       3      -      4        1       6         -       1        4      3       7      -
                            0.9%     2.5%    0.6%     5.4%             4.1%    0.5%    4.6%          0.8%     1.0%    0.9%              1.6%     0.9%   0.9%    1.0%       
                                                                          g

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q12.  Using any number from 0 to 10, where 0 is the worst 
health care possible and 10 is the best health care 
possible, what number would you use to rate all your 
child's health care in the last 6 months?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

2                              2        2       -        2       -        1       1       2      -      -        1       1         1       -        2      -       2      -
                            0.3%     1.6%             1.6%             1.0%    0.2%    3.1%                   1.0%    0.2%      3.0%             0.5%           0.3%       

1                              1        -       -        1       -        -       -       -      -      -        -       -         -       -        1      -       1      -
                            0.1%                      0.8%                                                                                       0.2%           0.1%       

0 - Worst health care          1        -       1        1       -        -       1       -      -      1        -       1         -       -        -      1       1      -
possible                    0.1%             0.2%     0.8%                     0.2%                  0.2%             0.2%                              0.3%    0.1%       

HEDIS/CAHPS SUMMARY RATE     637       67     551        -     637       34     568      27    133    458       76     547        22      52      381    256     616     15
- 8-10                     83.2%    54.9%   89.3%           100.0%    34.7%   91.5%   41.5%  77.3%  91.2%    76.8%   84.4%     66.7%   81.3%    86.0%  79.3%   83.7%  62.5%
                                                B                                 F              H     HI                k                          P              R

HEDIS/CAHPS SUMMARY RATE     489       35     438        -     489       18     448      13     68    392       61     415        13      46      294    195     476      9
- 9-10                     63.8%    28.7%   71.0%            76.8%    18.4%   72.1%   20.0%  39.5%  78.1%    61.6%   64.0%     39.4%   71.9%    66.4%  60.4%   64.7%  37.5%
                                                B                                 F              H     HI                                  M        p              R

Mean                        8.73     7.46    9.01     5.90    9.31     6.86    9.07    6.86   8.23   9.19     8.58    8.77      7.88    8.91     8.84   8.58    8.77   7.58

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q13.  A personal doctor is the one your child would see if 
he or she needs a checkup or gets sick or hurt. Does your 
child have a personal doctor?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible              1023      151     811      129     637      143     786      82    236    644      125     861        42      80      644    328     955     43

Total Valid Responses        998      150     806      129     631      143     786      81    234    641      125     855        42      80      637    323     955     43
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     25        1       5        -       6        -       -       1      2      3        -       6         -       -        7      5       -      -

Yes                          955      137     780      120     616      143     786      70    220    627      121     816        40      78      602    317     955      -
                           95.7%    91.3%   96.8%    93.0%   97.6%   100.0%  100.0%   86.4%  94.0%  97.8%    96.8%   95.4%     95.2%   97.5%    94.5%  98.1%  100.0%       
                                                B                D                               h     HI                                                  O

No                            43       13      26        9      15        -       -      11     14     14        4      39         2       2       35      6       -     43
                            4.3%     8.7%    3.2%     7.0%    2.4%                    13.6%   6.0%   2.2%     3.2%    4.6%      4.8%    2.5%     5.5%   1.9%         100.0%
                                        C                E                               iJ      J                                                  P

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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                                                                                 770-978-3173
                                                                                     2009
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Q14.  In the last 6 months, how many times did your child 
visit his or her personal doctor for care?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               955      137     780      120     616      143     786      70    220    627      121     816        40      78      602    317     955      -

Total Valid Responses        935      133     766      118     613      138     772      67    213    619      118     799        39      77      599    314     935      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                     20        4      14        2       3        5      14       3      7      8        3      17         1       1        3      3      20      -

None                         196       31     154       15      31       43     142      17     48    120       18     177         9       9      176     15     196      -
                           21.0%    23.3%   20.1%    12.7%    5.1%    31.2%   18.4%   25.4%  22.5%  19.4%    15.3%   22.2%     23.1%   11.7%    29.4%   4.8%   21.0%       
                                                         E                G                                              k                          P

1                            264       39     215       28     204       30     227      20     54    180       36     220        10      26      231     24     264      -
                           28.2%    29.3%   28.1%    23.7%   33.3%    21.7%   29.4%   29.9%  25.4%  29.1%    30.5%   27.5%     25.6%   33.8%    38.6%   7.6%   28.2%       
                                                                 D                F                                                                 P

2                            204       30     167       23     169       28     171      18     38    141       24     176         6      18      157     44     204      -
                           21.8%    22.6%   21.8%    19.5%   27.6%    20.3%   22.2%   26.9%  17.8%  22.8%    20.3%   22.0%     15.4%   23.4%    26.2%  14.0%   21.8%       
                                                                 D                                                                                  P

3                            124       13     110       22      99       14     109       4     30     89       17     105         4      13       26     96     124      -
                           13.3%     9.8%   14.4%    18.6%   16.2%    10.1%   14.1%    6.0%  14.1%  14.4%    14.4%   13.1%     10.3%   16.9%     4.3%  30.6%   13.3%       
                                                                                                 H      H                                                  O

4                             72        7      59       14      56       13      59       4     19     43        5      64         3       2        5     66      72      -
                            7.7%     5.3%    7.7%    11.9%    9.1%     9.4%    7.6%    6.0%   8.9%   6.9%     4.2%    8.0%      7.7%    2.6%     0.8%  21.0%    7.7%       
                                                                                                                         k                                 O

5 to 9                        60       12      48       13      42        9      50       4     16     40       16      44         7       8        4     54      60      -
                            6.4%     9.0%    6.3%    11.0%    6.9%     6.5%    6.5%    6.0%   7.5%   6.5%    13.6%    5.5%     17.9%   10.4%     0.7%  17.2%    6.4%       
                                                                                                                 L                                         O

10 or more                    15        1      13        3      12        1      14       -      8      6        2      13         -       1        -     15      15      -
                            1.6%     0.8%    1.7%     2.5%    2.0%     0.7%    1.8%           3.8%   1.0%     1.7%    1.6%              1.3%            4.8%    1.6%       
                                                                                                 J

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q15. (HWDC)In the last 6 months, how often did your child's 
personal doctor explain things in a way that was easy to 
understand?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               739      102     612      103     582       95     630      50    165    499      100     622        30      68      423    299     739      -

Total Valid Responses        734      102     607      103     577       95     625      50    164    495      100     617        30      68      421    296     734      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      5        -       5        -       5        -       5       -      1      4        -       5         -       -        2      3       5      -

Always                       582       68     496       58     484       34     538      34    114    416       82     485        23      57      332    237     582      -
                           79.3%    66.7%   81.7%    56.3%   83.9%    35.8%   86.1%   68.0%  69.5%  84.0%    82.0%   78.6%     76.7%   83.8%    78.9%  80.1%   79.3%       
                                                B                D                F                    HI

Usually                      102       20      78       27      69       30      71       7     38     53       12      89         3       9       63     38     102      -
                           13.9%    19.6%   12.9%    26.2%   12.0%    31.6%   11.4%   14.0%  23.2%  10.7%    12.0%   14.4%     10.0%   13.2%    15.0%  12.8%   13.9%       
                                                         E                G                      J

Sometimes                     44       11      30       16      20       27      14       7     11     23        4      39         2       2       22     19      44      -
                            6.0%    10.8%    4.9%    15.5%    3.5%    28.4%    2.2%   14.0%   6.7%   4.6%     4.0%    6.3%      6.7%    2.9%     5.2%   6.4%    6.0%       
                                        c                E                G               j

Never                          6        3       3        2       4        4       2       2      1      3        2       4         2       -        4      2       6      -
                            0.8%     2.9%    0.5%     1.9%    0.7%     4.2%    0.3%    4.0%   0.6%   0.6%     2.0%    0.6%      6.7%             1.0%   0.7%    0.8%       
                                                                          g

HEDIS/CAHPS SUMMARY RATE     684       88     574       85     553       64     609      41    152    469       94     574        26      66      395    275     684      -
- Always/Usually           93.2%    86.3%   94.6%    82.5%   95.8%    67.4%   97.4%   82.0%  92.7%  94.7%    94.0%   93.0%     86.7%   97.1%    93.8%  92.9%   93.2%       
                                                B                D                F              h      H

HEDIS/CAHPS SUMMARY RATE     582       68     496       58     484       34     538      34    114    416       82     485        23      57      332    237     582      -
- Always                   79.3%    66.7%   81.7%    56.3%   83.9%    35.8%   86.1%   68.0%  69.5%  84.0%    82.0%   78.6%     76.7%   83.8%    78.9%  80.1%   79.3%       
                                                B                D                F                    HI

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q16. (HWDC)In the last 6 months, how often did your child's 
personal doctor listen carefully to you?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               739      102     612      103     582       95     630      50    165    499      100     622        30      68      423    299     739      -

Total Valid Responses        735      102     608      103     578       95     626      50    165    495      100     618        30      68      421    297     735      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      4        -       4        -       4        -       4       -      -      4        -       4         -       -        2      2       4      -

Always                       598       65     514       52     501       33     554      30    119    430       82     501        21      59      347    236     598      -
                           81.4%    63.7%   84.5%    50.5%   86.7%    34.7%   88.5%   60.0%  72.1%  86.9%    82.0%   81.1%     70.0%   86.8%    82.4%  79.5%   81.4%       
                                                B                D                F                    HI                                  m

Usually                       87       21      62       22      60       25      60       8     33     42       13      73         5       8       48     38      87      -
                           11.8%    20.6%   10.2%    21.4%   10.4%    26.3%    9.6%   16.0%  20.0%   8.5%    13.0%   11.8%     16.7%   11.8%    11.4%  12.8%   11.8%       
                                        C                E                G                      J

Sometimes                     47       15      30       26      17       34      12      11     11     23        5      41         4       1       25     21      47      -
                            6.4%    14.7%    4.9%    25.2%    2.9%    35.8%    1.9%   22.0%   6.7%   4.6%     5.0%    6.6%     13.3%    1.5%     5.9%   7.1%    6.4%       
                                        C                E                G              IJ                                        n

Never                          3        1       2        3       -        3       -       1      2      -        -       3         -       -        1      2       3      -
                            0.4%     1.0%    0.3%     2.9%             3.2%            2.0%   1.2%                    0.5%                       0.2%   0.7%    0.4%       

HEDIS/CAHPS SUMMARY RATE     685       86     576       74     561       58     614      38    152    472       95     574        26      67      395    274     685      -
- Always/Usually           93.2%    84.3%   94.7%    71.8%   97.1%    61.1%   98.1%   76.0%  92.1%  95.4%    95.0%   92.9%     86.7%   98.5%    93.8%  92.3%   93.2%       
                                                B                D                F              H      H                                  m

HEDIS/CAHPS SUMMARY RATE     598       65     514       52     501       33     554      30    119    430       82     501        21      59      347    236     598      -
- Always                   81.4%    63.7%   84.5%    50.5%   86.7%    34.7%   88.5%   60.0%  72.1%  86.9%    82.0%   81.1%     70.0%   86.8%    82.4%  79.5%   81.4%       
                                                B                D                F                    HI                                  m

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q17. (HWDC)In the last 6 months, how often did your child's 
personal doctor show respect for what you had to say?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               739      102     612      103     582       95     630      50    165    499      100     622        30      68      423    299     739      -

Total Valid Responses        735      102     609      103     578       95     627      50    165    496       99     620        30      68      422    296     735      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      4        -       3        -       4        -       3       -      -      3        1       2         -       -        1      3       4      -

Always                       610       63     525       55     510       34     565      27    117    444       78     516        20      57      350    245     610      -
                           83.0%    61.8%   86.2%    53.4%   88.2%    35.8%   90.1%   54.0%  70.9%  89.5%    78.8%   83.2%     66.7%   83.8%    82.9%  82.8%   83.0%       
                                                B                D                F              H     HI                                  m

Usually                       88       22      64       26      58       31      55      10     37     39       18      70         7      11       53     34      88      -
                           12.0%    21.6%   10.5%    25.2%   10.0%    32.6%    8.8%   20.0%  22.4%   7.9%    18.2%   11.3%     23.3%   16.2%    12.6%  11.5%   12.0%       
                                        C                E                G               J      J               l

Sometimes                     34       15      19       19      10       27       7      12      9     13        3      31         3       -       19     14      34      -
                            4.6%    14.7%    3.1%    18.4%    1.7%    28.4%    1.1%   24.0%   5.5%   2.6%     3.0%    5.0%     10.0%             4.5%   4.7%    4.6%       
                                        C                E                G              IJ

Never                          3        2       1        3       -        3       -       1      2      -        -       3         -       -        -      3       3      -
                            0.4%     2.0%    0.2%     2.9%             3.2%            2.0%   1.2%                    0.5%                              1.0%    0.4%       

HEDIS/CAHPS SUMMARY RATE     698       85     589       81     568       65     620      37    154    483       96     586        27      68      403    279     698      -
- Always/Usually           95.0%    83.3%   96.7%    78.6%   98.3%    68.4%   98.9%   74.0%  93.3%  97.4%    97.0%   94.5%     90.0%  100.0%    95.5%  94.3%   95.0%       
                                                B                D                F              H     Hi                                  m

HEDIS/CAHPS SUMMARY RATE     610       63     525       55     510       34     565      27    117    444       78     516        20      57      350    245     610      -
- Always                   83.0%    61.8%   86.2%    53.4%   88.2%    35.8%   90.1%   54.0%  70.9%  89.5%    78.8%   83.2%     66.7%   83.8%    82.9%  82.8%   83.0%       
                                                B                D                F              H     HI                                  m

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 75

                                                                                    MDwise
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56505)

Q18.  Is your child able to talk with doctors about his or 
her health care?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               739      102     612      103     582       95     630      50    165    499      100     622        30      68      423    299     739      -

Total Valid Responses        732      101     609      102     577       94     627      50    164    496       99     619        30      67      421    294     732      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      7        1       3        1       5        1       3       -      1      3        1       3         -       1        2      5       7      -

Yes                          444       61     369       61     358       51     386      33     92    305       55     379        13      42      256    181     444      -
                           60.7%    60.4%   60.6%    59.8%   62.0%    54.3%   61.6%   66.0%  56.1%  61.5%    55.6%   61.2%     43.3%   62.7%    60.8%  61.6%   60.7%       
                                                                                                                                           m

No                           288       40     240       41     219       43     241      17     72    191       44     240        17      25      165    113     288      -
                           39.3%    39.6%   39.4%    40.2%   38.0%    45.7%   38.4%   34.0%  43.9%  38.5%    44.4%   38.8%     56.7%   37.3%    39.2%  38.4%   39.3%       
                                                                                                                                   n

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q19.  In the last 6 months, how often did your child's 
personal doctor explain things in a way that was easy for 
your child to understand?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               444       61     369       61     358       51     386      33     92    305       55     379        13      42      256    181     444      -

Total Valid Responses        443       61     369       61     357       51     386      33     92    305       55     379        13      42      255    181     443      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      1        -       -        -       1        -       -       -      -      -        -       -         -       -        1      -       1      -

Always                       302       35     259       22     263       13     284      18     54    222       42     253        10      32      181    118     302      -
                           68.2%    57.4%   70.2%    36.1%   73.7%    25.5%   73.6%   54.5%  58.7%  72.8%    76.4%   66.8%     76.9%   76.2%    71.0%  65.2%   68.2%       
                                                b                D                F                    HI

Usually                       88       15      70       18      67       13      74       6     26     53       10      76         3       7       50     37      88      -
                           19.9%    24.6%   19.0%    29.5%   18.8%    25.5%   19.2%   18.2%  28.3%  17.4%    18.2%   20.1%     23.1%   16.7%    19.6%  20.4%   19.9%       
                                                         e                                       J

Sometimes                     38        8      28       15      18       15      23       6     10     20        1      37         -       1       17     18      38      -
                            8.6%    13.1%    7.6%    24.6%    5.0%    29.4%    6.0%   18.2%  10.9%   6.6%     1.8%    9.8%              2.4%     6.7%   9.9%    8.6%       
                                                         E                G               j                              K

Never                         15        3      12        6       9       10       5       3      2     10        2      13         -       2        7      8      15      -
                            3.4%     4.9%    3.3%     9.8%    2.5%    19.6%    1.3%    9.1%   2.2%   3.3%     3.6%    3.4%              4.8%     2.7%   4.4%    3.4%       
                                                         e                G

HEDIS/CAHPS SUMMARY RATE     390       50     329       40     330       26     358      24     80    275       52     329        13      39      231    155     390      -
- Always/Usually           88.0%    82.0%   89.2%    65.6%   92.4%    51.0%   92.7%   72.7%  87.0%  90.2%    94.5%   86.8%    100.0%   92.9%    90.6%  85.6%   88.0%       
                                                                 D                F              h      H        L                 n

HEDIS/CAHPS SUMMARY RATE     302       35     259       22     263       13     284      18     54    222       42     253        10      32      181    118     302      -
- Always                   68.2%    57.4%   70.2%    36.1%   73.7%    25.5%   73.6%   54.5%  58.7%  72.8%    76.4%   66.8%     76.9%   76.2%    71.0%  65.2%   68.2%       
                                                b                D                F                    HI

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56505)

Q20. (HWDC)In the last 6 months, how often did your child's 
personal doctor spend enough time with your child?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               739      102     612      103     582       95     630      50    165    499      100     622        30      68      423    299     739      -

Total Valid Responses        731      100     609      103     574       93     628      49    163    497      100     618        30      68      418    296     731      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      8        2       3        -       8        2       2       1      2      2        -       4         -       -        5      3       8      -

Always                       499       53     432       38     421       18     474      23     87    375       71     418        14      55      282    206     499      -
                           68.3%    53.0%   70.9%    36.9%   73.3%    19.4%   75.5%   46.9%  53.4%  75.5%    71.0%   67.6%     46.7%   80.9%    67.5%  69.6%   68.3%       
                                                B                D                F                    HI                                  M

Usually                      148       19     123       32     107       32     114       6     54     82       16     130         7       9       90     55     148      -
                           20.2%    19.0%   20.2%    31.1%   18.6%    34.4%   18.2%   12.2%  33.1%  16.5%    16.0%   21.0%     23.3%   13.2%    21.5%  18.6%   20.2%       
                                                         E                G                     HJ

Sometimes                     64       21      41       23      36       30      34      14     18     30       12      51         9       3       33     28      64      -
                            8.8%    21.0%    6.7%    22.3%    6.3%    32.3%    5.4%   28.6%  11.0%   6.0%    12.0%    8.3%     30.0%    4.4%     7.9%   9.5%    8.8%       
                                        C                E                G              IJ      j                                 N

Never                         20        7      13       10      10       13       6       6      4     10        1      19         -       1       13      7      20      -
                            2.7%     7.0%    2.1%     9.7%    1.7%    14.0%    1.0%   12.2%   2.5%   2.0%     1.0%    3.1%              1.5%     3.1%   2.4%    2.7%       
                                        c                E                G              IJ                              k

HEDIS/CAHPS SUMMARY RATE     647       72     555       70     528       50     588      29    141    457       87     548        21      64      372    261     647      -
- Always/Usually           88.5%    72.0%   91.1%    68.0%   92.0%    53.8%   93.6%   59.2%  86.5%  92.0%    87.0%   88.7%     70.0%   94.1%    89.0%  88.2%   88.5%       
                                                B                D                F              H     Hi                                  M

HEDIS/CAHPS SUMMARY RATE     499       53     432       38     421       18     474      23     87    375       71     418        14      55      282    206     499      -
- Always                   68.3%    53.0%   70.9%    36.9%   73.3%    19.4%   75.5%   46.9%  53.4%  75.5%    71.0%   67.6%     46.7%   80.9%    67.5%  69.6%   68.3%       
                                                B                D                F                    HI                                  M

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56505)

Q21.  In the last 6 months, did your child's personal 
doctor talk with you about how your child is feeling, 
growing, or behaving?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               739      102     612      103     582       95     630      50    165    499      100     622        30      68      423    299     739      -

Total Valid Responses        727      101     605      101     572       94     624      50    163    493       99     615        30      67      414    296     727      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                     12        1       7        2      10        1       6       -      2      6        1       7         -       1        9      3      12      -

Yes                          631       76     535       74     510       56     569      32    132    447       90     528        24      64      353    264     631      -
                           86.8%    75.2%   88.4%    73.3%   89.2%    59.6%   91.2%   64.0%  81.0%  90.7%    90.9%   85.9%     80.0%   95.5%    85.3%  89.2%   86.8%       
                                                B                D                F              H     HI                                  M

No                            96       25      70       27      62       38      55      18     31     46        9      87         6       3       61     32      96      -
                           13.2%    24.8%   11.6%    26.7%   10.8%    40.4%    8.8%   36.0%  19.0%   9.3%     9.1%   14.1%     20.0%    4.5%    14.7%  10.8%   13.2%       
                                        C                E                G              IJ      J                                 N

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56505)

Q22. In the last 6 months, did your child get care from a 
doctor or other health provider besides his or her personal 
doctor?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               739      102     612      103     582       95     630      50    165    499      100     622        30      68      423    299     739      -

Total Valid Responses        726      101     605      101     573       94     624      50    162    494      100     614        30      68      414    296     726      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                     13        1       7        2       9        1       6       -      3      5        -       8         -       -        9      3      13      -

Yes                          279       41     231       50     214       46     229      23     67    182       54     220        21      32      116    158     279      -
                           38.4%    40.6%   38.2%    49.5%   37.3%    48.9%   36.7%   46.0%  41.4%  36.8%    54.0%   35.8%     70.0%   47.1%    28.0%  53.4%   38.4%       
                                                         E                G                                      L                 N                       O

No                           447       60     374       51     359       48     395      27     95    312       46     394         9      36      298    138     447      -
                           61.6%    59.4%   61.8%    50.5%   62.7%    51.1%   63.3%   54.0%  58.6%  63.2%    46.0%   64.2%     30.0%   52.9%    72.0%  46.6%   61.6%       
                                                                 D                F                                      K                 M        P

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
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Q23. (CC)In the last 6 months, how often did your child's 
personal doctor seem informed and up-to-date about the care 
your child got from these doctors or other health providers?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               279       41     231       50     214       46     229      23     67    182       54     220        21      32      116    158     279      -

Total Valid Responses        268       39     223       48     205       44     221      22     65    175       52     212        20      31      113    150     268      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                     11        2       8        2       9        2       8       1      2      7        2       8         1       1        3      8      11      -

Always                       161       16     142       17     136        6     154       7     32    119       29     129         7      21       65     91     161      -
                           60.1%    41.0%   63.7%    35.4%   66.3%    13.6%   69.7%   31.8%  49.2%  68.0%    55.8%   60.8%     35.0%   67.7%    57.5%  60.7%   60.1%       
                                                B                D                F                    HI                                  M

Usually                       55        7      46        9      42        8      46       2     19     32       16      39         8       8       26     29      55      -
                           20.5%    17.9%   20.6%    18.8%   20.5%    18.2%   20.8%    9.1%  29.2%  18.3%    30.8%   18.4%     40.0%   25.8%    23.0%  19.3%   20.5%       
                                                                                                Hj               l

Sometimes                     37       12      24       13      22       18      19      11      6     19        6      30         4       2       17     20      37      -
                           13.8%    30.8%   10.8%    27.1%   10.7%    40.9%    8.6%   50.0%   9.2%  10.9%    11.5%   14.2%     20.0%    6.5%    15.0%  13.3%   13.8%       
                                        C                E                G              IJ

Never                         15        4      11        9       5       12       2       2      8      5        1      14         1       -        5     10      15      -
                            5.6%    10.3%    4.9%    18.8%    2.4%    27.3%    0.9%    9.1%  12.3%   2.9%     1.9%    6.6%      5.0%             4.4%   6.7%    5.6%       
                                                         E                G                      J                       k

HEDIS/CAHPS SUMMARY RATE     216       23     188       26     178       14     200       9     51    151       45     168        15      29       91    120     216      -
- Always/Usually           80.6%    59.0%   84.3%    54.2%   86.8%    31.8%   90.5%   40.9%  78.5%  86.3%    86.5%   79.2%     75.0%   93.5%    80.5%  80.0%   80.6%       
                                                B                D                F              H      H                                  m

HEDIS/CAHPS SUMMARY RATE     161       16     142       17     136        6     154       7     32    119       29     129         7      21       65     91     161      -
- Always                   60.1%    41.0%   63.7%    35.4%   66.3%    13.6%   69.7%   31.8%  49.2%  68.0%    55.8%   60.8%     35.0%   67.7%    57.5%  60.7%   60.1%       
                                                B                D                F                    HI                                  M

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
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Q24. Using any number from 0 to 10, where 0 is the worst 
personal doctor possible and 10 is the best personal doctor 
possible, what number would you use to rate your child's 
personal doctor?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               955      137     780      120     616      143     786      70    220    627      121     816        40      78      602    317     955      -

Total Valid Responses        929      134     764      117     602      143     786      69    213    616      118     801        38      77      582    312     929      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                     26        3      16        3      14        -       -       1      7     11        3      15         2       1       20      5      26      -

10 - Best personal           486       37     435       25     358        -     486      18     67    387       69     410        17      52      293    173     486      -
doctor possible            52.3%    27.6%   56.9%    21.4%   59.5%            61.8%   26.1%  31.5%  62.8%    58.5%   51.2%     44.7%   67.5%    50.3%  55.4%   52.3%       
                                                B                D                                     HI                                  M

9                            163       22     135        8     123        -     163       9     37    111       11     150         5       5      107     52     163      -
                           17.5%    16.4%   17.7%     6.8%   20.4%            20.7%   13.0%  17.4%  18.0%     9.3%   18.7%     13.2%    6.5%    18.4%  16.7%   17.5%       
                                                                 D                                                       K

8                            137       26     106       20      87        -     137      10     58     64       19     118         8      10       91     39     137      -
                           14.7%    19.4%   13.9%    17.1%   14.5%            17.4%   14.5%  27.2%  10.4%    16.1%   14.7%     21.1%   13.0%    15.6%  12.5%   14.7%       
                                                                                                HJ

7                             52       16      35       24      14       52       -       6     23     22        6      45         1       5       36     16      52      -
                            5.6%    11.9%    4.6%    20.5%    2.3%    36.4%            8.7%  10.8%   3.6%     5.1%    5.6%      2.6%    6.5%     6.2%   5.1%    5.6%       
                                        C                E                                       J

6                             20        9      11       11       5       20       -       6      8      6        3      17         3       -       13      7      20      -
                            2.2%     6.7%    1.4%     9.4%    0.8%    14.0%            8.7%   3.8%   1.0%     2.5%    2.1%      7.9%             2.2%   2.2%    2.2%       
                                        C                E                                J      J

5                             35       13      19       12       8       35       -      11      9     12        6      29         3       2       19     14      35      -
                            3.8%     9.7%    2.5%    10.3%    1.3%    24.5%           15.9%   4.2%   1.9%     5.1%    3.6%      7.9%    2.6%     3.3%   4.5%    3.8%       
                                        C                E                               IJ

4                             16        5      10        7       3       16       -       3      7      5        3      13         1       2       10      5      16      -
                            1.7%     3.7%    1.3%     6.0%    0.5%    11.2%            4.3%   3.3%   0.8%     2.5%    1.6%      2.6%    2.6%     1.7%   1.6%    1.7%       
                                                         E                                       j

3                              9        3       6        6       1        9       -       3      2      4        -       9         -       -        5      3       9      -
                            1.0%     2.2%    0.8%     5.1%    0.2%     6.3%            4.3%   0.9%   0.6%             1.1%                       0.9%   1.0%    1.0%       
                                                         E

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q24. Using any number from 0 to 10, where 0 is the worst 
personal doctor possible and 10 is the best personal doctor 
possible, what number would you use to rate your child's 
personal doctor?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

2                              4        1       3        3       1        4       -       1      1      2        -       4         -       -        2      2       4      -
                            0.4%     0.7%    0.4%     2.6%    0.2%     2.8%            1.4%   0.5%   0.3%             0.5%                       0.3%   0.6%    0.4%       

1                              3        1       2        1       2        3       -       1      -      2        -       3         -       -        2      1       3      -
                            0.3%     0.7%    0.3%     0.9%    0.3%     2.1%            1.4%          0.3%             0.4%                       0.3%   0.3%    0.3%       

0 - Worst personal             4        1       2        -       -        4       -       1      1      1        1       3         -       1        4      -       4      -
doctor possible             0.4%     0.7%    0.3%                      2.8%            1.4%   0.5%   0.2%     0.8%    0.4%              1.3%     0.7%           0.4%       

HEDIS/CAHPS SUMMARY RATE     786       85     676       53     568        -     786      37    162    562       99     678        30      67      491    264     786      -
- 8-10                     84.6%    63.4%   88.5%    45.3%   94.4%           100.0%   53.6%  76.1%  91.2%    83.9%   84.6%     78.9%   87.0%    84.4%  84.6%   84.6%       
                                                B                D                               H     HI

HEDIS/CAHPS SUMMARY RATE     649       59     570       33     481        -     649      27    104    498       80     560        22      57      400    225     649      -
- 9-10                     69.9%    44.0%   74.6%    28.2%   79.9%            82.6%   39.1%  48.8%  80.8%    67.8%   69.9%     57.9%   74.0%    68.7%  72.1%   69.9%       
                                                B                D                                     HI                                  m

Mean                        8.81     7.75    9.01     7.09    9.25     5.32    9.44    7.22   8.25   9.20     8.84    8.80      8.50    9.06     8.77   8.87    8.81      -

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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Q25. Specialists are doctors like surgeons, heart, allergy 
and skin doctors, and other doctors who specialize in one 
area of health care. In the last 6 months, did you try to 
make any appointments for your child to see a specialist?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible              1023      151     811      129     637      143     786      82    236    644      125     861        42      80      644    328     955     43

Total Valid Responses        984      150     802      125     622      140     777      82    233    637      124     851        41      80      626    320     935     42
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     39        1       9        4      15        3       9       -      3      7        1      10         1       -       18      8      20      1

Yes                          206       36     166       40     141       37     158      23     52    127       36     164        14      22       83    113     197      8
                           20.9%    24.0%   20.7%    32.0%   22.7%    26.4%   20.3%   28.0%  22.3%  19.9%    29.0%   19.3%     34.1%   27.5%    13.3%  35.3%   21.1%  19.0%
                                                         E                                                       L                                         O

No                           778      114     636       85     481      103     619      59    181    510       88     687        27      58      543    207     738     34
                           79.1%    76.0%   79.3%    68.0%   77.3%    73.6%   79.7%   72.0%  77.7%  80.1%    71.0%   80.7%     65.9%   72.5%    86.7%  64.7%   78.9%  81.0%
                                                                 D                                                       K                          P

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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Q26. (GNC)In the last 6 months, how often was it easy to 
get appointments for your child with specialists?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               206       36     166       40     141       37     158      23     52    127       36     164        14      22       83    113     197      8

Total Valid Responses        205       36     165       40     141       36     158      23     51    127       36     163        14      22       82    113     196      8
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      1        -       1        -       -        1       -       -      1      -        -       1         -       -        1      -       1      -

Always                       120       13     105       20      85       13     100       9     21     88       14     102         6       8       45     69     115      4
                           58.5%    36.1%   63.6%    50.0%   60.3%    36.1%   63.3%   39.1%  41.2%  69.3%    38.9%   62.6%     42.9%   36.4%    54.9%  61.1%   58.7%  50.0%
                                                B                                 F                    HI                K

Usually                       48        4      42       10      33       10      35       2     18     26       12      34         -      12       19     26      45      3
                           23.4%    11.1%   25.5%    25.0%   23.4%    27.8%   22.2%    8.7%  35.3%  20.5%    33.3%   20.9%             54.5%    23.2%  23.0%   23.0%  37.5%
                                                B                                               Hj      h

Sometimes                     22        9      13        4      17        7      15       4      9      9        6      16         4       2       10     12      22      -
                           10.7%    25.0%    7.9%    10.0%   12.1%    19.4%    9.5%   17.4%  17.6%   7.1%    16.7%    9.8%     28.6%    9.1%    12.2%  10.6%   11.2%       
                                        C                                                        j

Never                         15       10       5        6       6        6       8       8      3      4        4      11         4       -        8      6      14      1
                            7.3%    27.8%    3.0%    15.0%    4.3%    16.7%    5.1%   34.8%   5.9%   3.1%    11.1%    6.7%     28.6%             9.8%   5.3%    7.1%  12.5%
                                        C                e                g              IJ

HEDIS/CAHPS SUMMARY RATE     168       17     147       30     118       23     135      11     39    114       26     136         6      20       64     95     160      7
- Always/Usually           82.0%    47.2%   89.1%    75.0%   83.7%    63.9%   85.4%   47.8%  76.5%  89.8%    72.2%   83.4%     42.9%   90.9%    78.0%  84.1%   81.6%  87.5%
                                                B                                 F              H     HI                                  M

HEDIS/CAHPS SUMMARY RATE     120       13     105       20      85       13     100       9     21     88       14     102         6       8       45     69     115      4
- Always                   58.5%    36.1%   63.6%    50.0%   60.3%    36.1%   63.3%   39.1%  41.2%  69.3%    38.9%   62.6%     42.9%   36.4%    54.9%  61.1%   58.7%  50.0%
                                                B                                 F                    HI                K

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q27.  How many specialists has your child seen in the last 
6 months?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               206       36     166       40     141       37     158      23     52    127       36     164        14      22       83    113     197      8

Total Valid Responses        204       35     165       40     140       36     157      22     51    127       35     163        13      22       82    112     195      8
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      2        1       1        -       1        1       1       1      1      -        1       1         1       -        1      1       2      -

None                          21        9      12        4      11        6      13       6      7      8        7      13         5       2        8     11      20      1
                           10.3%    25.7%    7.3%    10.0%    7.9%    16.7%    8.3%   27.3%  13.7%   6.3%    20.0%    8.0%     38.5%    9.1%     9.8%   9.8%   10.3%  12.5%
                                        C                                                 J                      l                 N

1 specialist                 130       16     111       23      89       20     101      10     26     91       17     108         3      14       61     61     122      7
                           63.7%    45.7%   67.3%    57.5%   63.6%    55.6%   64.3%   45.5%  51.0%  71.7%    48.6%   66.3%     23.1%   63.6%    74.4%  54.5%   62.6%  87.5%
                                                B                                                      HI                k                 M        P                     Q

2                             35        6      28        9      26        8      27       3     14     17        9      26         3       6        9     26      35      -
                           17.2%    17.1%   17.0%    22.5%   18.6%    22.2%   17.2%   13.6%  27.5%  13.4%    25.7%   16.0%     23.1%   27.3%    11.0%  23.2%   17.9%       
                                                                                                 J                                                         O

3                              8        3       5        2       6        1       7       3      -      5        1       7         1       -        2      6       8      -
                            3.9%     8.6%    3.0%     5.0%    4.3%     2.8%    4.5%   13.6%          3.9%     2.9%    4.3%      7.7%             2.4%   5.4%    4.1%       

4                              5        1       4        -       5        -       5       -      3      2        1       4         1       -        2      3       5      -
                            2.5%     2.9%    2.4%             3.6%             3.2%           5.9%   1.6%     2.9%    2.5%      7.7%             2.4%   2.7%    2.6%       

5 or more specialist           5        -       5        2       3        1       4       -      1      4        -       5         -       -        -      5       5      -
                            2.5%             3.0%     5.0%    2.1%     2.8%    2.5%           2.0%   3.1%             3.1%                              4.5%    2.6%       

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q28.  Using any number from 0 to 10, where 0 is the worst 
specialist possible and 10 is the best specialist possible, 
what number would you use to rate that specialist?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               183       26     153       36     129       30     144      16     44    119       28     150         8      20       74    101     175      7

Total Valid Responses        178       26     149       35     125       29     140      16     42    117       28     146         8      20       74     96     170      7
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      5        -       4        1       4        1       4       -      2      2        -       4         -       -        -      5       5      -

10 - Best specialist          94        7      84       10      77        8      85       5     11     75       11      80         2       9       41     50      94      -
possible                   52.8%    26.9%   56.4%    28.6%   61.6%    27.6%   60.7%   31.3%  26.2%  64.1%    39.3%   54.8%     25.0%   45.0%    55.4%  52.1%   55.3%       
                                                B                D                F                    HI

9                             31        3      28        6      20        6      24       2      9     20        4      26         2       2       10     19      30      1
                           17.4%    11.5%   18.8%    17.1%   16.0%    20.7%   17.1%   12.5%  21.4%  17.1%    14.3%   17.8%     25.0%   10.0%    13.5%  19.8%   17.6%  14.3%

8                             25        5      20        5      17        4      16       3      9     13        6      19         2       4       12     11      20      4
                           14.0%    19.2%   13.4%    14.3%   13.6%    13.8%   11.4%   18.8%  21.4%  11.1%    21.4%   13.0%     25.0%   20.0%    16.2%  11.5%   11.8%  57.1%
                                                                                                                                                                          Q

7                             10        5       5        5       4        3       6       1      8      1        3       7         1       2        5      5       9      1
                            5.6%    19.2%    3.4%    14.3%    3.2%    10.3%    4.3%    6.3%  19.0%   0.9%    10.7%    4.8%     12.5%   10.0%     6.8%   5.2%    5.3%  14.3%
                                        C                e                                       J

6                              8        2       6        3       3        2       6       2      2      4        2       6         1       1        2      5       8      -
                            4.5%     7.7%    4.0%     8.6%    2.4%     6.9%    4.3%   12.5%   4.8%   3.4%     7.1%    4.1%     12.5%    5.0%     2.7%   5.2%    4.7%       

5                              2        1       1        1       1        2       -       1      -      1        1       1         -       1        1      1       2      -
                            1.1%     3.8%    0.7%     2.9%    0.8%     6.9%            6.3%          0.9%     3.6%    0.7%              5.0%     1.4%   1.0%    1.2%       

4                              4        1       3        3       1        3       1       1      2      1        1       3         -       1        2      2       4      -
                            2.2%     3.8%    2.0%     8.6%    0.8%    10.3%    0.7%    6.3%   4.8%   0.9%     3.6%    2.1%              5.0%     2.7%   2.1%    2.4%       
                                                                          g

3                              1        1       -        1       -        1       -       1      -      -        -       1         -       -        1      -       1      -
                            0.6%     3.8%             2.9%             3.4%            6.3%                           0.7%                       1.4%           0.6%       

2                              1        -       1        -       1        -       1       -      -      1        -       1         -       -        -      1       1      -
                            0.6%             0.7%             0.8%             0.7%                  0.9%             0.7%                              1.0%    0.6%       

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q28.  Using any number from 0 to 10, where 0 is the worst 
specialist possible and 10 is the best specialist possible, 
what number would you use to rate that specialist?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

1                              1        -       1        1       -        -       -       -      -      1        -       1         -       -        -      1       -      1
                            0.6%             0.7%     2.9%                                           0.9%             0.7%                              1.0%          14.3%

0 - Worst specialist           1        1       -        -       1        -       1       -      1      -        -       1         -       -        -      1       1      -
possible                    0.6%     3.8%                     0.8%             0.7%           2.4%                    0.7%                              1.0%    0.6%       

HEDIS/CAHPS SUMMARY RATE     150       15     132       21     114       18     125      10     29    108       21     125         6      15       63     80     144      5
- 8-10                     84.3%    57.7%   88.6%    60.0%   91.2%    62.1%   89.3%   62.5%  69.0%  92.3%    75.0%   85.6%     75.0%   75.0%    85.1%  83.3%   84.7%  71.4%
                                                B                D                F                    HI

HEDIS/CAHPS SUMMARY RATE     125       10     112       16      97       14     109       7     20     95       15     106         4      11       51     69     124      1
- 9-10                     70.2%    38.5%   75.2%    45.7%   77.6%    48.3%   77.9%   43.8%  47.6%  81.2%    53.6%   72.6%     50.0%   55.0%    68.9%  71.9%   72.9%  14.3%
                                                B                D                F                    HI                k                                         R

Mean                        8.81     7.54    9.01     7.66    9.14     7.72    9.13    7.69   8.07   9.21     8.43    8.86      8.38    8.45     8.91   8.75    8.89   7.00

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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Q29. In the last 6 months, did you try to get any kind of 
care, tests or treatment for your child through his or her 
health plan?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible              1023      151     811      129     637      143     786      82    236    644      125     861        42      80      644    328     955     43

Total Valid Responses        980      147     801      123     622      137     776      78    234    636      123     851        41      80      625    319     932     43
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     43        4      10        6      15        6      10       4      2      8        2      10         1       -       19      9      23      -

Yes                          325       63     255       55     231       49     261      32     84    202       69     254        20      48      161    153     313     11
                           33.2%    42.9%   31.8%    44.7%   37.1%    35.8%   33.6%   41.0%  35.9%  31.8%    56.1%   29.8%     48.8%   60.0%    25.8%  48.0%   33.6%  25.6%
                                        C                                                                        L                                         O

No                           655       84     546       68     391       88     515      46    150    434       54     597        21      32      464    166     619     32
                           66.8%    57.1%   68.2%    55.3%   62.9%    64.2%   66.4%   59.0%  64.1%  68.2%    43.9%   70.2%     51.2%   40.0%    74.2%  52.0%   66.4%  74.4%
                                                B                                                                        K                          P

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q30. (GNC)In the last 6 months, how often was it easy to 
get the care, tests or treatment you thought your child 
needed through his or her health plan?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               325       63     255       55     231       49     261      32     84    202       69     254        20      48      161    153     313     11

Total Valid Responses        320       63     250       55     226       49     256      32     84    197       69     249        20      48      157    152     308     11
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      5        -       5        -       5        -       5       -      -      5        -       5         -       -        4      1       5      -

Always                       198       19     174       20     152       18     174       7     32    154       34     162         6      27      103     86     194      4
                           61.9%    30.2%   69.6%    36.4%   67.3%    36.7%   68.0%   21.9%  38.1%  78.2%    49.3%   65.1%     30.0%   56.3%    65.6%  56.6%   63.0%  36.4%
                                                B                D                F              h     HI                K                 M                       r

Usually                       81       19      61       19      55       19      58       8     40     32       17      64         4      13       37     42      78      3
                           25.3%    30.2%   24.4%    34.5%   24.3%    38.8%   22.7%   25.0%  47.6%  16.2%    24.6%   25.7%     20.0%   27.1%    23.6%  27.6%   25.3%  27.3%
                                                                          G                     HJ

Sometimes                     28       15      12       11      15        9      17       8      9     10       13      15         6       7       11     17      26      2
                            8.8%    23.8%    4.8%    20.0%    6.6%    18.4%    6.6%   25.0%  10.7%   5.1%    18.8%    6.0%     30.0%   14.6%     7.0%  11.2%    8.4%  18.2%
                                        C                E                G              iJ                      L

Never                         13       10       3        5       4        3       7       9      3      1        5       8         4       1        6      7      10      2
                            4.1%    15.9%    1.2%     9.1%    1.8%     6.1%    2.7%   28.1%   3.6%   0.5%     7.2%    3.2%     20.0%    2.1%     3.8%   4.6%    3.2%  18.2%
                                        C                e                               IJ                                        n

HEDIS/CAHPS SUMMARY RATE     279       38     235       39     207       37     232      15     72    186       51     226        10      40      140    128     272      7
- Always/Usually           87.2%    60.3%   94.0%    70.9%   91.6%    75.5%   90.6%   46.9%  85.7%  94.4%    73.9%   90.8%     50.0%   83.3%    89.2%  84.2%   88.3%  63.6%
                                                B                D                F              H     HI                K                 M                       r

HEDIS/CAHPS SUMMARY RATE     198       19     174       20     152       18     174       7     32    154       34     162         6      27      103     86     194      4
- Always                   61.9%    30.2%   69.6%    36.4%   67.3%    36.7%   68.0%   21.9%  38.1%  78.2%    49.3%   65.1%     30.0%   56.3%    65.6%  56.6%   63.0%  36.4%
                                                B                D                F              h     HI                K                 M                       r

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q31. In the last 6 months, did you try to get information 
or help from customer service at your child's health plan?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible              1023      151     811      129     637      143     786      82    236    644      125     861        42      80      644    328     955     43

Total Valid Responses        986      151     805      124     623      142     777      82    236    638      125     861        42      80      628    319     937     43
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     37        -       6        5      14        1       9       -      -      6        -       -         -       -       16      9      18      -

Yes                          125       34      86       23      76       19      99      24     29     67      125       -        42      80       75     47     121      4
                           12.7%    22.5%   10.7%    18.5%   12.2%    13.4%   12.7%   29.3%  12.3%  10.5%   100.0%            100.0%  100.0%    11.9%  14.7%   12.9%   9.3%
                                        C                e                               IJ

No                           861      117     719      101     547      123     678      58    207    571        -     861         -       -      553    272     816     39
                           87.3%    77.5%   89.3%    81.5%   87.8%    86.6%   87.3%   70.7%  87.7%  89.5%           100.0%                      88.1%  85.3%   87.1%  90.7%
                                                B                d                               H      H

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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Q32. (CS)In the last 6 months, how often did customer 
service at your child's health plan give you the 
information or help you needed?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               125       34      86       23      76       19      99      24     29     67      125       -        42      80       75     47     121      4

Total Valid Responses        122       32      85       23      74       18      97      23     28     66      122       -        42      80       75     45     118      4
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%            100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      3        2       1        -       2        1       2       1      1      1        3       -         -       -        -      2       3      -

Always                        58        4      52        4      39        5      50       2      8     46       58       -         -      58       37     19      56      2
                           47.5%    12.5%   61.2%    17.4%   52.7%    27.8%   51.5%    8.7%  28.6%  69.7%    47.5%                     72.5%    49.3%  42.2%   47.5%  50.0%
                                                B                D                F              h     HI

Usually                       22        5      16        8      13        5      17       3      8     10       22       -         -      22       14      8      22      -
                           18.0%    15.6%   18.8%    34.8%   17.6%    27.8%   17.5%   13.0%  28.6%  15.2%    18.0%                     27.5%    18.7%  17.8%   18.6%       

Sometimes                     27       17      10       10      14        6      18      12     11      4       27       -        27       -       12     15      26      1
                           22.1%    53.1%   11.8%    43.5%   18.9%    33.3%   18.6%   52.2%  39.3%   6.1%    22.1%             64.3%            16.0%  33.3%   22.0%  25.0%
                                        C                E                                J      J                                                         O

Never                         15        6       7        1       8        2      12       6      1      6       15       -        15       -       12      3      14      1
                           12.3%    18.8%    8.2%     4.3%   10.8%    11.1%   12.4%   26.1%   3.6%   9.1%    12.3%             35.7%            16.0%   6.7%   11.9%  25.0%
                                                                                         Ij                                                         p

HEDIS/CAHPS SUMMARY RATE      80        9      68       12      52       10      67       5     16     56       80       -         -      80       51     27      78      2
- Always/Usually           65.6%    28.1%   80.0%    52.2%   70.3%    55.6%   69.1%   21.7%  57.1%  84.8%    65.6%                    100.0%    68.0%  60.0%   66.1%  50.0%
                                                B                                                H     HI

HEDIS/CAHPS SUMMARY RATE      58        4      52        4      39        5      50       2      8     46       58       -         -      58       37     19      56      2
- Always                   47.5%    12.5%   61.2%    17.4%   52.7%    27.8%   51.5%    8.7%  28.6%  69.7%    47.5%                     72.5%    49.3%  42.2%   47.5%  50.0%
                                                B                D                F              h     HI

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q33. (CS)In the last 6 months, how often did customer 
service staff at your child's health plan treat you with 
courtesy and respect?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               125       34      86       23      76       19      99      24     29     67      125       -        42      80       75     47     121      4

Total Valid Responses        123       33      85       23      75       18      98      23     29     66      123       -        42      80       75     46     119      4
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%            100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      2        1       1        -       1        1       1       1      -      1        2       -         -       -        -      1       2      -

Always                        74        8      64        7      50        8      64       4     15     53       74       -        11      62       43     29      73      1
                           60.2%    24.2%   75.3%    30.4%   66.7%    44.4%   65.3%   17.4%  51.7%  80.3%    60.2%             26.2%   77.5%    57.3%  63.0%   61.3%  25.0%
                                                B                D                f              H     HI                                  M

Usually                       26        9      16       10      13        6      19       6      9     10       26       -        10      16       15     11      25      1
                           21.1%    27.3%   18.8%    43.5%   17.3%    33.3%   19.4%   26.1%  31.0%  15.2%    21.1%             23.8%   20.0%    20.0%  23.9%   21.0%  25.0%
                                                         E

Sometimes                     19       15       4        6      11        4      12      12      5      2       19       -        17       2       13      6      18      1
                           15.4%    45.5%    4.7%    26.1%   14.7%    22.2%   12.2%   52.2%  17.2%   3.0%    15.4%             40.5%    2.5%    17.3%  13.0%   15.1%  25.0%
                                        C                                                IJ      j                                 N

Never                          4        1       1        -       1        -       3       1      -      1        4       -         4       -        4      -       3      1
                            3.3%     3.0%    1.2%             1.3%             3.1%    4.3%          1.5%     3.3%              9.5%             5.3%           2.5%  25.0%

HEDIS/CAHPS SUMMARY RATE     100       17      80       17      63       14      83      10     24     63      100       -        21      78       58     40      98      2
- Always/Usually           81.3%    51.5%   94.1%    73.9%   84.0%    77.8%   84.7%   43.5%  82.8%  95.5%    81.3%             50.0%   97.5%    77.3%  87.0%   82.4%  50.0%
                                                B                                                H     Hi                                  M

HEDIS/CAHPS SUMMARY RATE      74        8      64        7      50        8      64       4     15     53       74       -        11      62       43     29      73      1
- Always                   60.2%    24.2%   75.3%    30.4%   66.7%    44.4%   65.3%   17.4%  51.7%  80.3%    60.2%             26.2%   77.5%    57.3%  63.0%   61.3%  25.0%
                                                B                D                f              H     HI                                  M

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q34. In the last 6 months, did your child's health plan 
give you any forms to fill out?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible              1023      151     811      129     637      143     786      82    236    644      125     861        42      80      644    328     955     43

Total Valid Responses        972      150     799      123     618      141     767      81    233    635      124     844        42      79      618    315     926     41
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     51        1      12        6      19        2      19       1      3      9        1      17         -       1       26     13      29      2

Yes                          188       30     153       30     121       25     152      20     50    113       44     143        15      28      120     60     181      7
                           19.3%    20.0%   19.1%    24.4%   19.6%    17.7%   19.8%   24.7%  21.5%  17.8%    35.5%   16.9%     35.7%   35.4%    19.4%  19.0%   19.5%  17.1%
                                                                                                                 L

No                           784      120     646       93     497      116     615      61    183    522       80     701        27      51      498    255     745     34
                           80.7%    80.0%   80.9%    75.6%   80.4%    82.3%   80.2%   75.3%  78.5%  82.2%    64.5%   83.1%     64.3%   64.6%    80.6%  81.0%   80.5%  82.9%
                                                                                                                         K

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q35. In the last 6 months, how often were the forms from 
your child's health plan easy to fill out?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               972      150     799      123     618      141     767      81    233    635      124     844        42      79      618    315     926     41

Total Valid Responses        964      149     794      122     614      140     760      80    231    632      123     837        42      78      612    314     918     41
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      8        1       5        1       4        1       7       1      2      3        1       7         -       1        6      1       8      -

Always                       879      128     732      100     567      123     696      65    204    591      107     769        32      72      563    281     835     39
                           91.2%    85.9%   92.2%    82.0%   92.3%    87.9%   91.6%   81.3%  88.3%  93.5%    87.0%   91.9%     76.2%   92.3%    92.0%  89.5%   91.0%  95.1%
                                                B                D                                     HI                                  M

Usually                       54        8      44       11      35        9      43       4     16     32        8      45         3       5       28     24      54      -
                            5.6%     5.4%    5.5%     9.0%    5.7%     6.4%    5.7%    5.0%   6.9%   5.1%     6.5%    5.4%      7.1%    6.4%     4.6%   7.6%    5.9%       
                                                                                                                                                           o

Sometimes                     24       10      14       10       8        7      15      10      8      6        7      17         6       1       15      8      22      2
                            2.5%     6.7%    1.8%     8.2%    1.3%     5.0%    2.0%   12.5%   3.5%   0.9%     5.7%    2.0%     14.3%    1.3%     2.5%   2.5%    2.4%   4.9%
                                        C                E                               IJ      J               l                 N

Never                          7        3       4        1       4        1       6       1      3      3        1       6         1       -        6      1       7      -
                            0.7%     2.0%    0.5%     0.8%    0.7%     0.7%    0.8%    1.3%   1.3%   0.5%     0.8%    0.7%      2.4%             1.0%   0.3%    0.8%       

HEDIS/CAHPS SUMMARY RATE     933      136     776      111     602      132     739      69    220    623      115     814        35      77      591    305     889     39
- Always/Usually           96.8%    91.3%   97.7%    91.0%   98.0%    94.3%   97.2%   86.3%  95.2%  98.6%    93.5%   97.3%     83.3%   98.7%    96.6%  97.1%   96.8%  95.1%
                                                B                D                               H     HI                                  M

HEDIS/CAHPS SUMMARY RATE     879      128     732      100     567      123     696      65    204    591      107     769        32      72      563    281     835     39
- Always                   91.2%    85.9%   92.2%    82.0%   92.3%    87.9%   91.6%   81.3%  88.3%  93.5%    87.0%   91.9%     76.2%   92.3%    92.0%  89.5%   91.0%  95.1%
                                                B                D                                     HI                                  M

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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Q36. Using any number from 0 to 10, where 0 is the worst 
health plan possible and 10 is the best health plan 
possible, what number would you use to rate your child's 
health plan? 

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible              1023      151     811      129     637      143     786      82    236    644      125     861        42      80      644    328     955     43

Total Valid Responses        962      151     811      121     618      137     761      82    236    644      120     836        40      77      612    313     917     39
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     61        -       -        8      19        6      25       -      -      -        5      25         2       3       32     15      38      4

10 - Best health plan        490        -     490       21     362       34     434       -      -    490       58     426         7      50      311    160     479      8
possible                   50.9%            60.4%    17.4%   58.6%    24.8%   57.0%                 76.1%    48.3%   51.0%     17.5%   64.9%    50.8%  51.1%   52.2%  20.5%
                                                                 D                F                                                        M                       R

9                            154        -     154       23      96       20     128       -      -    154        9     145         3       6      102     48     148      6
                           16.0%            19.0%    19.0%   15.5%    14.6%   16.8%                 23.9%     7.5%   17.3%      7.5%    7.8%    16.7%  15.3%   16.1%  15.4%
                                                                                                                         K

8                            167        -     167       22      93       34     114       -    167      -       19     148         7      12       97     58     153     12
                           17.4%            20.6%    18.2%   15.0%    24.8%   15.0%          70.8%           15.8%   17.7%     17.5%   15.6%    15.8%  18.5%   16.7%  30.8%
                                                                          G                                                                                               q

7                             69       69       -       17      40       17      48       -     69      -       10      59         5       4       42     27      67      2
                            7.2%    45.7%            14.0%    6.5%    12.4%    6.3%          29.2%            8.3%    7.1%     12.5%    5.2%     6.9%   8.6%    7.3%   5.1%
                                                         E                G

6                             24       24       -       11      10        8      12      24      -      -        5      19         3       1       19      4      20      4
                            2.5%    15.9%             9.1%    1.6%     5.8%    1.6%   29.3%                   4.2%    2.3%      7.5%    1.3%     3.1%   1.3%    2.2%  10.3%
                                                         E                G                                                                         p                     q

5                             37       37       -       17      10       14      16      37      -      -        9      28         7       2       27      9      31      5
                            3.8%    24.5%            14.0%    1.6%    10.2%    2.1%   45.1%                   7.5%    3.3%     17.5%    2.6%     4.4%   2.9%    3.4%  12.8%
                                                         E                G                                      l                 N                                      q

4                              9        9       -        3       3        5       3       9      -      -        5       4         5       -        5      4       8      1
                            0.9%     6.0%             2.5%    0.5%     3.6%    0.4%   11.0%                   4.2%    0.5%     12.5%             0.8%   1.3%    0.9%   2.6%
                                                                          G                                      L

3                              7        7       -        4       3        3       4       7      -      -        2       5         1       1        4      3       7      -
                            0.7%     4.6%             3.3%    0.5%     2.2%    0.5%    8.5%                   1.7%    0.6%      2.5%    1.3%     0.7%   1.0%    0.8%       
                                                         e

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q36. Using any number from 0 to 10, where 0 is the worst 
health plan possible and 10 is the best health plan 
possible, what number would you use to rate your child's 
health plan? 

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

2                              2        2       -        -       1        -       2       2      -      -        2       -         2       -        2      -       2      -
                            0.2%     1.3%                     0.2%             0.3%    2.4%                   1.7%              5.0%             0.3%           0.2%       

1                              -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -
                                                                                                                                                                           

0 - Worst health plan          3        3       -        3       -        2       -       3      -      -        1       2         -       1        3      -       2      1
possible                    0.3%     2.0%             2.5%             1.5%            3.7%                   0.8%    0.2%              1.3%     0.5%           0.2%   2.6%

SUMMARY  - 0-3                12       12       -        7       4        5       6      12      -      -        5       7         3       2        9      3      11      1
                            1.2%     7.9%             5.8%    0.6%     3.6%    0.8%   14.6%                   4.2%    0.8%      7.5%    2.6%     1.5%   1.0%    1.2%   2.6%
                                                         E                g                                      l

SUMMARY - 4-7                139      139       -       48      63       44      79      70     69      -       29     110        20       7       93     44     126     12
                           14.4%    92.1%            39.7%   10.2%    32.1%   10.4%   85.4%  29.2%           24.2%   13.2%     50.0%    9.1%    15.2%  14.1%   13.7%  30.8%
                                                         E                G               I                      L                 N                                      Q

HEDIS/CAHPS SUMMARY RATE     811        -     811       66     551       88     676       -    167    644       86     719        17      68      510    266     780     26
- 8-10                     84.3%           100.0%    54.5%   89.2%    64.2%   88.8%          70.8% 100.0%    71.7%   86.0%     42.5%   88.3%    83.3%  85.0%   85.1%  66.7%
                                                                 D                F                     I                K                 M                       R

HEDIS/CAHPS SUMMARY RATE     644        -     644       44     458       54     562       -      -    644       67     571        10      56      413    208     627     14
- 9-10                     66.9%            79.4%    36.4%   74.1%    39.4%   73.9%                100.0%    55.8%   68.3%     25.0%   72.7%    67.5%  66.5%   68.4%  35.9%
                                                                 D                F                                      K                 M                       R

Mean                         8.8      5.8     9.4      7.3     9.1      7.7     9.1     4.8    7.7    9.8      8.2     8.9       6.7     9.1      8.8    8.9     8.9    7.6

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q37.  In general, how would you rate your child's overall 
health?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible              1023      151     811      129     637      143     786      82    236    644      125     861        42      80      644    328     955     43

Total Valid Responses        988      150     808      123     629      141     779      81    236    641      124     855        42      79      625    324     939     42
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     35        1       3        6       8        2       7       1      -      3        1       6         -       1       19      4      16      1

Excellent                    365       43     313       22     231       41     294      24     74    258       40     325        12      28      271     81     344     17
                           36.9%    28.7%   38.7%    17.9%   36.7%    29.1%   37.7%   29.6%  31.4%  40.2%    32.3%   38.0%     28.6%   35.4%    43.4%  25.0%   36.6%  40.5%
                                                B                D                F                    hI                                           P

Very good                    360       52     296       43     237       52     285      28     89    231       44     310        15      28      246    103     343     16
                           36.4%    34.7%   36.6%    35.0%   37.7%    36.9%   36.6%   34.6%  37.7%  36.0%    35.5%   36.3%     35.7%   35.4%    39.4%  31.8%   36.5%  38.1%
                                                                                                                                                    P

Good                         207       42     158       44     129       40     155      22     60    118       34     171        12      20       90    105     198      7
                           21.0%    28.0%   19.6%    35.8%   20.5%    28.4%   19.9%   27.2%  25.4%  18.4%    27.4%   20.0%     28.6%   25.3%    14.4%  32.4%   21.1%  16.7%
                                        C                E                G               j      J               l                                         O

Fair                          53       13      38       13      30        8      42       7     12     32        6      46         3       3       18     32      51      2
                            5.4%     8.7%    4.7%    10.6%    4.8%     5.7%    5.4%    8.6%   5.1%   5.0%     4.8%    5.4%      7.1%    3.8%     2.9%   9.9%    5.4%   4.8%
                                                         E                                                                                                 O

Poor                           3        -       3        1       2        -       3       -      1      2        -       3         -       -        -      3       3      -
                            0.3%             0.4%     0.8%    0.3%             0.4%           0.4%   0.3%             0.4%                              0.9%    0.3%       

HEDIS/CAHPS SUMMARY RATE     725       95     609       65     468       93     579      52    163    489       84     635        27      56      517    184     687     33
- Excellent/Very good      73.4%    63.3%   75.4%    52.8%   74.4%    66.0%   74.3%   64.2%  69.1%  76.3%    67.7%   74.3%     64.3%   70.9%    82.7%  56.8%   73.2%  78.6%
                                                B                D                f                    HI                                           P

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
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Q38.  What is your child's age?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible              1023      151     811      129     637      143     786      82    236    644      125     861        42      80      644    328     955     43

Total Valid Responses        975      144     801      120     622      138     770      79    230    636      118     848        40      75      617    319     927     40
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     48        7      10        9      15        5      16       3      6      8        7      13         2       5       27      9      28      3

Less than 1 year old          44        6      36        9      30       10      33       4     12     26        2      41         -       2       20     21      43      1
                            4.5%     4.2%    4.5%     7.5%    4.8%     7.2%    4.3%    5.1%   5.2%   4.1%     1.7%    4.8%              2.7%     3.2%   6.6%    4.6%   2.5%
                                                                                                                         K                                 O

1                             87       13      73       13      68        7      73       6     21     59       20      67        10      10       47     39      82      5
                            8.9%     9.0%    9.1%    10.8%   10.9%     5.1%    9.5%    7.6%   9.1%   9.3%    16.9%    7.9%     25.0%   13.3%     7.6%  12.2%    8.8%  12.5%
                                                                                  F                              L                                         O

2                             79       12      65        7      55       12      64       6     20     51       11      67         2       9       51     26      76      1
                            8.1%     8.3%    8.1%     5.8%    8.8%     8.7%    8.3%    7.6%   8.7%   8.0%     9.3%    7.9%      5.0%   12.0%     8.3%   8.2%    8.2%   2.5%
                                                                                                                                                                   R

3                             66        4      59        7      43       11      48       1     16     46        6      58         3       3       42     21      60      4
                            6.8%     2.8%    7.4%     5.8%    6.9%     8.0%    6.2%    1.3%   7.0%   7.2%     5.1%    6.8%      7.5%    4.0%     6.8%   6.6%    6.5%  10.0%
                                                B                                                H      H

4                             67        8      57       11      36       12      52       3     21     41        6      61         -       6       55      7      66      -
                            6.9%     5.6%    7.1%     9.2%    5.8%     8.7%    6.8%    3.8%   9.1%   6.4%     5.1%    7.2%              8.0%     8.9%   2.2%    7.1%       
                                                                                                 h                                                  P

5                             55        6      49        5      35        8      45       2     12     41        8      46         4       4       32     20      53      2
                            5.6%     4.2%    6.1%     4.2%    5.6%     5.8%    5.8%    2.5%   5.2%   6.4%     6.8%    5.4%     10.0%    5.3%     5.2%   6.3%    5.7%   5.0%
                                                                                                        h

6                             48        8      39        6      31        5      39       3     13     31        3      45         1       2       29     18      44      3
                            4.9%     5.6%    4.9%     5.0%    5.0%     3.6%    5.1%    3.8%   5.7%   4.9%     2.5%    5.3%      2.5%    2.7%     4.7%   5.6%    4.7%   7.5%
                                                                                                                         k

7                             52        9      42        4      29        7      41       6      7     38        7      45         2       5       39     12      49      3
                            5.3%     6.3%    5.2%     3.3%    4.7%     5.1%    5.3%    7.6%   3.0%   6.0%     5.9%    5.3%      5.0%    6.7%     6.3%   3.8%    5.3%   7.5%
                                                                                                        I                                           p

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q38.  What is your child's age?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

8                             57        4      51        6      35        9      41       3      9     43        5      52         2       2       37     19      53      4
                            5.8%     2.8%    6.4%     5.0%    5.6%     6.5%    5.3%    3.8%   3.9%   6.8%     4.2%    6.1%      5.0%    2.7%     6.0%   6.0%    5.7%  10.0%
                                                B                                                       i

9                             38       11      26        8      16       10      25       7     13     17        8      30         2       4       25      9      36      2
                            3.9%     7.6%    3.2%     6.7%    2.6%     7.2%    3.2%    8.9%   5.7%   2.7%     6.8%    3.5%      5.0%    5.3%     4.1%   2.8%    3.9%   5.0%
                                        c                e                g               j      j

10                            56       10      45        4      36        8      42       6     11     38        5      50         2       3       42     12      54      2
                            5.7%     6.9%    5.6%     3.3%    5.8%     5.8%    5.5%    7.6%   4.8%   6.0%     4.2%    5.9%      5.0%    4.0%     6.8%   3.8%    5.8%   5.0%
                                                                                                                                                    P

11                            46        5      37        6      27        5      36       3     11     28        4      41         1       3       31     14      42      4
                            4.7%     3.5%    4.6%     5.0%    4.3%     3.6%    4.7%    3.8%   4.8%   4.4%     3.4%    4.8%      2.5%    4.0%     5.0%   4.4%    4.5%  10.0%

12                            49        6      43        4      35        5      39       4     15     30        5      44         2       3       30     16      45      3
                            5.0%     4.2%    5.4%     3.3%    5.6%     3.6%    5.1%    5.1%   6.5%   4.7%     4.2%    5.2%      5.0%    4.0%     4.9%   5.0%    4.9%   7.5%

13                            54       11      42        9      36        7      46       4     16     33        9      45         4       5       30     23      53      -
                            5.5%     7.6%    5.2%     7.5%    5.8%     5.1%    6.0%    5.1%   7.0%   5.2%     7.6%    5.3%     10.0%    6.7%     4.9%   7.2%    5.7%       

14 or older                  177       31     137       21     110       22     146      21     33    114       19     156         5      14      107     62     171      6
                           18.2%    21.5%   17.1%    17.5%   17.7%    15.9%   19.0%   26.6%  14.3%  17.9%    16.1%   18.4%     12.5%   18.7%    17.3%  19.4%   18.4%  15.0%
                                                                                         Ij

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q39. Is your child male or female?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible              1023      151     811      129     637      143     786      82    236    644      125     861        42      80      644    328     955     43

Total Valid Responses        984      149     804      124     626      142     773      81    234    638      121     853        40      78      624    322     934     42
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     39        2       7        5      11        1      13       1      2      6        4       8         2       2       20      6      21      1

Male                         513       83     413       64     308       88     390      50    122    324       60     448        21      38      335    155     488     22
                           52.1%    55.7%   51.4%    51.6%   49.2%    62.0%   50.5%   61.7%  52.1%  50.8%    49.6%   52.5%     52.5%   48.7%    53.7%  48.1%   52.2%  52.4%

Female                       471       66     391       60     318       54     383      31    112    314       61     405        19      40      289    167     446     20
                           47.9%    44.3%   48.6%    48.4%   50.8%    38.0%   49.5%   38.3%  47.9%  49.2%    50.4%   47.5%     47.5%   51.3%    46.3%  51.9%   47.8%  47.6%
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Q40. Is your child of Hispanic or Latino origin or descent?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible              1023      151     811      129     637      143     786      82    236    644      125     861        42      80      644    328     955     43

Total Valid Responses        969      149     794      118     617      138     762      82    230    631      121     839        42      76      617    313     919     42
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     54        2      17       11      20        5      24       -      6     13        4      22         -       4       27     15      36      1

Yes, Hispanic or Latino      139       16     120       20      76       19     111       8     31     97       18     121         7      10       95     37     133      5
                           14.3%    10.7%   15.1%    16.9%   12.3%    13.8%   14.6%    9.8%  13.5%  15.4%    14.9%   14.4%     16.7%   13.2%    15.4%  11.8%   14.5%  11.9%

No, not Hispanic or          830      133     674       98     541      119     651      74    199    534      103     718        35      66      522    276     786     37
Latino                     85.7%    89.3%   84.9%    83.1%   87.7%    86.2%   85.4%   90.2%  86.5%  84.6%    85.1%   85.6%     83.3%   86.8%    84.6%  88.2%   85.5%  88.1%
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Q41.  What is your child's race?  Please mark one or more.

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Valid Responses       1023      151     811      129     637      143     786      82    236    644      125     861        42      80      644    328     955     43

Total Valid Responses       1026      163     832      132     665      148     810      88    244    663      133     884        49      80      644    347     976     43

Total Respondents            934      144     762      119     606      135     738      79    222    605      118     807        40      75      587    316     890     37
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

White                        740      112     606       89     490      108     592      59    172    487       87     646        30      55      461    254     713     23
                           79.2%    77.8%   79.5%    74.8%   80.9%    80.0%   80.2%   74.7%  77.5%  80.5%    73.7%   80.0%     75.0%   73.3%    78.5%  80.4%   80.1%  62.2%

Black or African-            184       33     146       27     107       29     136      17     51    111       30     153        12      18      116     60     168     14
American                   19.7%    22.9%   19.2%    22.7%   17.7%    21.5%   18.4%   21.5%  23.0%  18.3%    25.4%   19.0%     30.0%   24.0%    19.8%  19.0%   18.9%  37.8%

Asian                          9        2       7        -       6        1       8       -      5      4        -       9         -       -        6      3       9      -
                            1.0%     1.4%    0.9%             1.0%     0.7%    1.1%           2.3%   0.7%             1.1%                       1.0%   0.9%    1.0%       

Native Hawaiian or other       2        -       2        1       -        -       2       -      -      2        -       2         -       -        2      -       2      -
Pacific Islander            0.2%             0.3%     0.8%                     0.3%                  0.3%             0.2%                       0.3%           0.2%       

American Indian or            12        3       8        2       9        1       9       1      3      7        2      10         2       -        6      5      10      2
Alaska Native               1.3%     2.1%    1.0%     1.7%    1.5%     0.7%    1.2%    1.3%   1.4%   1.2%     1.7%    1.2%      5.0%             1.0%   1.6%    1.1%   5.4%

Other                         79       13      63       13      53        9      63      11     13     52       14      64         5       7       53     25      74      4
                            8.5%     9.0%    8.3%    10.9%    8.7%     6.7%    8.5%   13.9%   5.9%   8.6%    11.9%    7.9%     12.5%    9.3%     9.0%   7.9%    8.3%  10.8%
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Q42. What is your age?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible              1023      151     811      129     637      143     786      82    236    644      125     861        42      80      644    328     955     43

Total Valid Responses        984      151     803      124     625      141     775      82    235    637      124     851        42      79      622    323     934     42
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     39        -       8        5      12        2      11       -      1      7        1      10         -       1       22      5      21      1

Under 18                      72       12      57       18      48       16      54       6     20     43       15      55         4      11       45     27      71      1
                            7.3%     7.9%    7.1%    14.5%    7.7%    11.3%    7.0%    7.3%   8.5%   6.8%    12.1%    6.5%      9.5%   13.9%     7.2%   8.4%    7.6%   2.4%

18 to 24                     135       26     106       24      87       24      99      16     36     80       22     113         6      16       89     42     124     10
                           13.7%    17.2%   13.2%    19.4%   13.9%    17.0%   12.8%   19.5%  15.3%  12.6%    17.7%   13.3%     14.3%   20.3%    14.3%  13.0%   13.3%  23.8%

25 to 34                     372       56     306       38     237       50     293      30     90    242       38     333        16      20      224    128     348     19
                           37.8%    37.1%   38.1%    30.6%   37.9%    35.5%   37.8%   36.6%  38.3%  38.0%    30.6%   39.1%     38.1%   25.3%    36.0%  39.6%   37.3%  45.2%

35 to 44                     259       37     213       26     160       30     215      23     62    165       31     225        10      21      177     72     251      7
                           26.3%    24.5%   26.5%    21.0%   25.6%    21.3%   27.7%   28.0%  26.4%  25.9%    25.0%   26.4%     23.8%   26.6%    28.5%  22.3%   26.9%  16.7%

45 to 54                      86       10      75        8      57       10      72       3     15     67       12      72         3       8       48     34      84      2
                            8.7%     6.6%    9.3%     6.5%    9.1%     7.1%    9.3%    3.7%   6.4%  10.5%     9.7%    8.5%      7.1%   10.1%     7.7%  10.5%    9.0%   4.8%

55 to 64                      38        7      28        9      21       10      26       4      5     26        4      34         3       1       25     13      36      2
                            3.9%     4.6%    3.5%     7.3%    3.4%     7.1%    3.4%    4.9%   2.1%   4.1%     3.2%    4.0%      7.1%    1.3%     4.0%   4.0%    3.9%   4.8%

65 to 74                      18        3      15        1      12        1      12       -      6     12        2      16         -       2       12      5      16      1
                            1.8%     2.0%    1.9%     0.8%    1.9%     0.7%    1.5%           2.6%   1.9%     1.6%    1.9%              2.5%     1.9%   1.5%    1.7%   2.4%

75 or older                    4        -       3        -       3        -       4       -      1      2        -       3         -       -        2      2       4      -
                            0.4%             0.4%             0.5%             0.5%           0.4%   0.3%             0.4%                       0.3%   0.6%    0.4%       
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Q43. Are you male or female?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible              1023      151     811      129     637      143     786      82    236    644      125     861        42      80      644    328     955     43

Total Valid Responses        990      151     808      125     629      142     779      82    236    641      124     856        42      79      626    325     940     42
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     33        -       3        4       8        1       7       -      -      3        1       5         -       1       18      3      15      1

Male                         103       13      84       17      52       15      77       8     22     67       17      85         7      10       69     25      95      6
                           10.4%     8.6%   10.4%    13.6%    8.3%    10.6%    9.9%    9.8%   9.3%  10.5%    13.7%    9.9%     16.7%   12.7%    11.0%   7.7%   10.1%  14.3%

Female                       887      138     724      108     577      127     702      74    214    574      107     771        35      69      557    300     845     36
                           89.6%    91.4%   89.6%    86.4%   91.7%    89.4%   90.1%   90.2%  90.7%  89.5%    86.3%   90.1%     83.3%   87.3%    89.0%  92.3%   89.9%  85.7%
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Q44. What is the highest grade or level of school that you 
have completed?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible              1023      151     811      129     637      143     786      82    236    644      125     861        42      80      644    328     955     43

Total Valid Responses        981      151     801      123     626      140     772      82    234    636      124     848        42      79      621    322     931     42
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     42        -      10        6      11        3      14       -      2      8        1      13         -       1       23      6      24      1

8th grade or less             44        5      39        5      26        7      35       1     16     27        5      39         1       4       29     10      43      1
                            4.5%     3.3%    4.9%     4.1%    4.2%     5.0%    4.5%    1.2%   6.8%   4.2%     4.0%    4.6%      2.4%    5.1%     4.7%   3.1%    4.6%   2.4%

Some high school, but        165       23     138       22     104       30     122      17     28    116       17     146         6       9       98     58     156      7
did not graduate           16.8%    15.2%   17.2%    17.9%   16.6%    21.4%   15.8%   20.7%  12.0%  18.2%    13.7%   17.2%     14.3%   11.4%    15.8%  18.0%   16.8%  16.7%

High school graduate or      422       57     348       47     266       60     328      27     94    284       52     367        16      35      277    131     397     21
GED                        43.0%    37.7%   43.4%    38.2%   42.5%    42.9%   42.5%   32.9%  40.2%  44.7%    41.9%   43.3%     38.1%   44.3%    44.6%  40.7%   42.6%  50.0%

Some college or 2-year       296       54     235       37     201       36     245      30     75    184       40     254        14      26      182    107     284     10
degree                     30.2%    35.8%   29.3%    30.1%   32.1%    25.7%   31.7%   36.6%  32.1%  28.9%    32.3%   30.0%     33.3%   32.9%    29.3%  33.2%   30.5%  23.8%

4-year college graduate       34        9      24        7      20        5      27       6     11     16        7      25         5       2       23     10      33      1
                            3.5%     6.0%    3.0%     5.7%    3.2%     3.6%    3.5%    7.3%   4.7%   2.5%     5.6%    2.9%     11.9%    2.5%     3.7%   3.1%    3.5%   2.4%

More than 4-year college      20        3      17        5       9        2      15       1     10      9        3      17         -       3       12      6      18      2
degree                      2.0%     2.0%    2.1%     4.1%    1.4%     1.4%    1.9%    1.2%   4.3%   1.4%     2.4%    2.0%              3.8%     1.9%   1.9%    1.9%   4.8%
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Q45. How are you related to the child?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible              1023      151     811      129     637      143     786      82    236    644      125     861        42      80      644    328     955     43

Total Valid Responses        988      151     807      125     627      142     777      82    236    640      121     857        42      76      626    323     938     42
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     35        -       4        4      10        1       9       -      -      4        4       4         -       4       18      5      17      1

Mother or father             898      135     737      112     566      123     715      77    211    584      114     777        39      72      569    291     853     39
                           90.9%    89.4%   91.3%    89.6%   90.3%    86.6%   92.0%   93.9%  89.4%  91.3%    94.2%   90.7%     92.9%   94.7%    90.9%  90.1%   90.9%  92.9%

Grandparent                   61       13      47        9      41       13      42       5     14     41        3      57         2       1       41     19      58      2
                            6.2%     8.6%    5.8%     7.2%    6.5%     9.2%    5.4%    6.1%   5.9%   6.4%     2.5%    6.7%      4.8%    1.3%     6.5%   5.9%    6.2%   4.8%

Aunt or uncle                  5        1       4        2       2        2       2       -      2      3        1       4         1       -        4      1       4      1
                            0.5%     0.7%    0.5%     1.6%    0.3%     1.4%    0.3%           0.8%   0.5%     0.8%    0.5%      2.4%             0.6%   0.3%    0.4%   2.4%

Older sibling                  -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -
                                                                                                                                                                           

Other relative                 3        1       2        -       1        -       3       -      1      2        -       3         -       -        2      1       3      -
                            0.3%     0.7%    0.2%             0.2%             0.4%           0.4%   0.3%             0.4%                       0.3%   0.3%    0.3%       

Legal guardian                21        1      17        2      17        4      15       -      8     10        3      16         -       3       10     11      20      -
                            2.1%     0.7%    2.1%     1.6%    2.7%     2.8%    1.9%           3.4%   1.6%     2.5%    1.9%              3.9%     1.6%   3.4%    2.1%       
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Q46. Did someone help you complete this survey?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               547       95     427       78     358       83     431      54    130    338       72     465        23      48      368    175     524     19

Total Valid Responses        525       91     413       73     345       80     415      53    125    326       71     446        22      48      351    170     503     18
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     22        4      14        5      13        3      16       1      5     12        1      19         1       -       17      5      21      1

Yes                           20        4      16        6      11        4      16       2      4     14        4      16         2       1       14      6      20      -
                            3.8%     4.4%    3.9%     8.2%    3.2%     5.0%    3.9%    3.8%   3.2%   4.3%     5.6%    3.6%      9.1%    2.1%     4.0%   3.5%    4.0%       

No                           505       87     397       67     334       76     399      51    121    312       67     430        20      47      337    164     483     18
                           96.2%    95.6%   96.1%    91.8%   96.8%    95.0%   96.1%   96.2%  96.8%  95.7%    94.4%   96.4%     90.9%   97.9%    96.0%  96.5%   96.0% 100.0%
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Q47. How did that person help you?  Check all that apply.

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible                21        4      17        6      11        4      17       2      4     15        4      17         2       1       15      6      21      -

Total Valid Responses         36        5      31        9      20        5      31       3      4     29        5      31         3       1       24     12      36      -

Total Respondents             20        4      16        6      10        4      16       2      4     14        4      16         2       1       14      6      20      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

Read the questions to me      12        2      10        3       5        2      10       1      2      9        1      11         1       -        9      3      12      -
                           60.0%    50.0%   62.5%    50.0%   50.0%    50.0%   62.5%   50.0%  50.0%  64.3%    25.0%   68.8%     50.0%            64.3%  50.0%   60.0%       

Wrote down the answers I      10        2       8        3       5        3       7       2      1      7        2       8         1       1        7      3      10      -
gave                       50.0%    50.0%   50.0%    50.0%   50.0%    75.0%   43.8%  100.0%  25.0%  50.0%    50.0%   50.0%     50.0%  100.0%    50.0%  50.0%   50.0%       

Answered the questions         3        -       3        -       3        -       3       -      -      3        -       3         -       -        2      1       3      -
for me                     15.0%            18.8%            30.0%            18.8%                 21.4%            18.8%                      14.3%  16.7%   15.0%       

Translated the questions       7        -       7        2       4        -       7       -      -      7        -       7         -       -        5      2       7      -
into my language           35.0%            43.8%    33.3%   40.0%            43.8%                 50.0%            43.8%                      35.7%  33.3%   35.0%       

Helped in some other way       4        1       3        1       3        -       4       -      1      3        2       2         1       -        1      3       4      -
                           20.0%    25.0%   18.8%    16.7%   30.0%            25.0%          25.0%  21.4%    50.0%   12.5%     50.0%             7.1%  50.0%   20.0%       
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Q12a.  How satisfied were you with the ease of getting 
through the office by telephone?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               780      124     623      129     637      101     626      67    173    507      102     654        35      65      452    328     744     24

Total Valid Responses        601       98     480      100     495       75     491      54    135    389       80     507        25      53      359    242     581     16
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    179       26     143       29     142       26     135      13     38    118       22     147        10      12       93     86     163      8

Very satisfied               314       32     271       24     287       12     291      14     53    236       44     261        10      33      180    134     312      1
                           52.2%    32.7%   56.5%    24.0%   58.0%    16.0%   59.3%   25.9%  39.3%  60.7%    55.0%   51.5%     40.0%   62.3%    50.1%  55.4%   53.7%   6.3%
                                                B                D                F              h     HI                                  m                       R

Satisfied                    192       40     144       43     146       34     146      23     53    108       24     165        11      12      127     65     182      8
                           31.9%    40.8%   30.0%    43.0%   29.5%    45.3%   29.7%   42.6%  39.3%  27.8%    30.0%   32.5%     44.0%   22.6%    35.4%  26.9%   31.3%  50.0%
                                        C                E                G               J      J                                 n                P

Somewhat satisfied            63       18      42       22      41       20      36      11     21     28        9      53         3       6       36     27      59      3
                           10.5%    18.4%    8.8%    22.0%    8.3%    26.7%    7.3%   20.4%  15.6%   7.2%    11.3%   10.5%     12.0%   11.3%    10.0%  11.2%   10.2%  18.8%
                                        C                E                G               J      J

Dissatisfied                  16        5      10       10       6        6       7       4      4      7        2      14         -       2        9      7      13      3
                            2.7%     5.1%    2.1%    10.0%    1.2%     8.0%    1.4%    7.4%   3.0%   1.8%     2.5%    2.8%              3.8%     2.5%   2.9%    2.2%  18.8%
                                                         E                G                                                                                               q

Very dissatisfied             16        3      13        1      15        3      11       2      4     10        1      14         1       -        7      9      15      1
                            2.7%     3.1%    2.7%     1.0%    3.0%     4.0%    2.2%    3.7%   3.0%   2.6%     1.3%    2.8%      4.0%             1.9%   3.7%    2.6%   6.3%

TMG SUMMARY RATE - Very      506       72     415       67     433       46     437      37    106    344       68     426        21      45      307    199     494      9
satisfied/Satisfied        84.2%    73.5%   86.5%    67.0%   87.5%    61.3%   89.0%   68.5%  78.5%  88.4%    85.0%   84.0%     84.0%   84.9%    85.5%  82.2%   85.0%  56.3%
                                                B                D                F                    HI                                                          R

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q12b.  In the last 6 months, how many times did you go the 
emergency room to get care for your child because your 
child's doctor was not able to see him/her during regular 
office hours?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               780      124     623      129     637      101     626      67    173    507      102     654        35      65      452    328     744     24

Total Valid Responses        603       98     482       99     497       75     492      54    135    391       80     508        25      53      359    244     583     15
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    177       26     141       30     140       26     134      13     38    116       22     146        10      12       93     84     161      9

None                         478       74     386       75     399       53     398      40    106    314       54     411        15      37      290    188     461     12
                           79.3%    75.5%   80.1%    75.8%   80.3%    70.7%   80.9%   74.1%  78.5%  80.3%    67.5%   80.9%     60.0%   69.8%    80.8%  77.0%   79.1%  80.0%
                                                                                  f                                      K

1 time                        89       18      69       15      72       13      70      11     20     56       18      70         6      12       56     33      87      2
                           14.8%    18.4%   14.3%    15.2%   14.5%    17.3%   14.2%   20.4%  14.8%  14.3%    22.5%   13.8%     24.0%   22.6%    15.6%  13.5%   14.9%  13.3%
                                                                                                                 l

2 times                       28        5      21        7      21        6      20       3      6     17        6      21         2       4       13     15      27      1
                            4.6%     5.1%    4.4%     7.1%    4.2%     8.0%    4.1%    5.6%   4.4%   4.3%     7.5%    4.1%      8.0%    7.5%     3.6%   6.1%    4.6%   6.7%

3 or more times                8        1       6        2       5        3       4       -      3      4        2       6         2       -        -      8       8      -
                            1.3%     1.0%    1.2%     2.0%    1.0%     4.0%    0.8%           2.2%   1.0%     2.5%    1.2%      8.0%                    3.3%    1.4%       

TMG SUMMARY RATE - None      478       74     386       75     399       53     398      40    106    314       54     411        15      37      290    188     461     12
                           79.3%    75.5%   80.1%    75.8%   80.3%    70.7%   80.9%   74.1%  78.5%  80.3%    67.5%   80.9%     60.0%   69.8%    80.8%  77.0%   79.1%  80.0%
                                                                                  f                                      K

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q36a.  How easy is it to find and understand information 
using the Member Handbook?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible              1023      151     811      129     637      143     786      82    236    644      125     861        42      80      644    328     955     43

Total Valid Responses        383       51     320       43     242       50     309      26     83    262       56     323        18      36      242    125     367     13
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    277       33     208       35     153       41     189      17     62    162       32     216        13      18      164     89     240     16

Very easy                    216       15     194       14     143       14     189       7     30    172       26     187         7      19      132     72     207      6
                           56.4%    29.4%   60.6%    32.6%   59.1%    28.0%   61.2%   26.9%  36.1%  65.6%    46.4%   57.9%     38.9%   52.8%    54.5%  57.6%   56.4%  46.2%
                                                B                D                F                    HI

Somewhat easy                148       30     113       25      87       33     104      15     46     82       22     125         6      14       98     46     141      7
                           38.6%    58.8%   35.3%    58.1%   36.0%    66.0%   33.7%   57.7%  55.4%  31.3%    39.3%   38.7%     33.3%   38.9%    40.5%  36.8%   38.4%  53.8%
                                        C                E                G               J      J

Difficult                     19        6      13        4      12        3      16       4      7      8        8      11         5       3       12      7      19      -
                            5.0%    11.8%    4.1%     9.3%    5.0%     6.0%    5.2%   15.4%   8.4%   3.1%    14.3%    3.4%     27.8%    8.3%     5.0%   5.6%    5.2%       
                                        c                                                 j      j               L                 n

I did not try to look up     123       20     100       18      84       18     100       8     37     75        8     114         2       6       84     36     121      2
information in the       
Member Handbook          

I do not have a copy of      240       47     183       33     158       34     188      31     54    145       29     208         9      20      154     78     227     12
my health plan's Member  
Handbook                 

TMG SUMMARY RATE - Very      364       45     307       39     230       47     293      22     76    254       48     312        13      33      230    118     348     13
easy/Somewhat easy         95.0%    88.2%   95.9%    90.7%   95.0%    94.0%   94.8%   84.6%  91.6%  96.9%    85.7%   96.6%     72.2%   91.7%    95.0%  94.4%   94.8% 100.0%
                                                b                                                      hi                K                 m                              Q

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q36b.  If you had a problem getting the help you needed 
from Customer Service, what kind of problem did you have? 
(Mark all that apply)

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible              1023      151     811      129     637      143     786      82    236    644      125     861        42      80      644    328     955     43

Total Valid Responses        333       83     238       54     205       63     252      62     78    181      100     231        62      38      208    114     318     11

Total Respondents            278       58     210       49     165       47     213      41     65    162       63     213        29      34      173     94     263     11
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

It was difficult to get       81       19      59       17      47       15      63      14     22     42       21      59        13       8       55     23      78      1
through to Customer        29.1%    32.8%   28.1%    34.7%   28.5%    31.9%   29.6%   34.1%  33.8%  25.9%    33.3%   27.7%     44.8%   23.5%    31.8%  24.5%   29.7%   9.1%
Service on the telephone 

The Customer Service          35       11      24        4      27        5      28       9     12     14       19      16        13       6       19     16      34      1
Representative did not     12.6%    19.0%   11.4%     8.2%   16.4%    10.6%   13.1%   22.0%  18.5%   8.6%    30.2%    7.5%     44.8%   17.6%    11.0%  17.0%   12.9%   9.1%
have the information I   
needed                   

The Customer Service          20        7      12        5      12        7      13       5      6      8       11       9         7       4       10     10      20      -
Representative did not      7.2%    12.1%    5.7%    10.2%    7.3%    14.9%    6.1%   12.2%   9.2%   4.9%    17.5%    4.2%     24.1%   11.8%     5.8%  10.6%    7.6%       
give me the correct      
information              

The Customer Service          23        8      13        3      15        5      17       7      5      9       13      10        10       3       15      8      23      -
Representative did not      8.3%    13.8%    6.2%     6.1%    9.1%    10.6%    8.0%   17.1%   7.7%   5.6%    20.6%    4.7%     34.5%    8.8%     8.7%   8.5%    8.7%       
follow-up with me        

The Customer Service          16        9       6        3      11        4      11       6      4      5       11       5         9       2       11      5      15      1
Representative did not      5.8%    15.5%    2.9%     6.1%    6.7%     8.5%    5.2%   14.6%   6.2%   3.1%    17.5%    2.3%     31.0%    5.9%     6.4%   5.3%    5.7%   9.1%
follow-up with me in a   
timely manner            

Other                        158       29     124       22      93       27     120      21     29    103       25     132        10      15       98     52     148      8
                           56.8%    50.0%   59.0%    44.9%   56.4%    57.4%   56.3%   51.2%  44.6%  63.6%    39.7%   62.0%     34.5%   44.1%    56.6%  55.3%   56.3%  72.7%
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Q36c.  Would you recommend your child's health plan to your 
family or friends? 

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible              1023      151     811      129     637      143     786      82    236    644      125     861        42      80      644    328     955     43

Total Valid Responses        750      118     609       95     491      101     601      66    172    489       95     645        29      64      485    240     718     27
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    273       33     202       34     146       42     185      16     64    155       30     216        13      16      159     88     237     16

Definitely Yes               469       27     429       35     339       37     407      15     59    382       55     404        10      43      293    158     455     11
                           62.5%    22.9%   70.4%    36.8%   69.0%    36.6%   67.7%   22.7%  34.3%  78.1%    57.9%   62.6%     34.5%   67.2%    60.4%  65.8%   63.4%  40.7%

Probably Yes                 260       74     176       49     146       57     182      35    111    104       32     228        13      19      177     76     243     15
                           34.7%    62.7%   28.9%    51.6%   29.7%    56.4%   30.3%   53.0%  64.5%  21.3%    33.7%   35.3%     44.8%   29.7%    36.5%  31.7%   33.8%  55.6%

Probably Not                  17       15       2        9       4        6       9      14      2      1        7      10         5       2       12      5      16      1
                            2.3%    12.7%    0.3%     9.5%    0.8%     5.9%    1.5%   21.2%   1.2%   0.2%     7.4%    1.6%     17.2%    3.1%     2.5%   2.1%    2.2%   3.7%

Definitely Not                 4        2       2        2       2        1       3       2      -      2        1       3         1       -        3      1       4      -
                            0.5%     1.7%    0.3%     2.1%    0.4%     1.0%    0.5%    3.0%          0.4%     1.1%    0.5%      3.4%             0.6%   0.4%    0.6%       

TMG SUMMARY RATE -           729      101     605       84     485       94     589      50    170    486       87     632        23      62      470    234     698     26
Definitely Yes/Probably    97.2%    85.6%   99.3%    88.4%   98.8%    93.1%   98.0%   75.8%  98.8%  99.4%    91.6%   98.0%     79.3%   96.9%    96.9%  97.5%   97.2%  96.3%
Yes                      
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Q36d.  Are you familiar with your child's health plan's 
NURSE on-call, a service that allows you to ask health 
information questions to a nurse?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible              1023      151     811      129     637      143     786      82    236    644      125     861        42      80      644    328     955     43

Total Valid Responses        748      118     605       95     487      102     597      65    173    485       95     643        30      64      483    238     715     27
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    275       33     206       34     150       41     189      17     63    159       30     218        12      16      161     90     240     16

Yes                          417       57     348       45     274       51     337      27     94    284       63     347        15      47      262    137     400     14
                           55.7%    48.3%   57.5%    47.4%   56.3%    50.0%   56.4%   41.5%  54.3%  58.6%    66.3%   54.0%     50.0%   73.4%    54.2%  57.6%   55.9%  51.9%

No                           331       61     257       50     213       51     260      38     79    201       32     296        15      17      221    101     315     13
                           44.3%    51.7%   42.5%    52.6%   43.7%    50.0%   43.6%   58.5%  45.7%  41.4%    33.7%   46.0%     50.0%   26.6%    45.8%  42.4%   44.1%  48.1%

TMG SUMMARY RATE - Yes       417       57     348       45     274       51     337      27     94    284       63     347        15      47      262    137     400     14
                           55.7%    48.3%   57.5%    47.4%   56.3%    50.0%   56.4%   41.5%  54.3%  58.6%    66.3%   54.0%     50.0%   73.4%    54.2%  57.6%   55.9%  51.9%
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Q1.  Our records show that your child is now in MDwise.  Is 
that right?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Valid Responses         2131      1018      266       246       160      165         120       118      151      128        14       11      170      582
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       17         5        6         1         3        3           -         -        3        -         -        -        -        1

Yes                           2131      1018      266       246       160      165         120       118      151      128        14       11      170      582
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No                               -         -        -         -         -        -           -         -        -        -         -        -        -        -
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Q3.  In the last 6 months, did your child have an illness, 
injury, or condition that needed care right away in a 
clinic, emergency room or doctor's office?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                2148      1023      272       247       163      168         120       118      154      128        14       11      170      583

Total Valid Responses         2119      1009      270       244       161      166         119       116      153      126        14       11      166      573
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       29        14        2         3         2        2           1         2        1        2         -        -        4       10

Yes                            815       399       88        94        73       58          39        39       56       49         6        7       63      243
                             38.5%     39.5%    32.6%     38.5%     45.3%    34.9%       32.8%     33.6%    36.6%    38.9%     42.9%    63.6%    38.0%    42.4%
                                           C                         CfGH                                                            bCdfGHim              CfGh

No                            1304       610      182       150        88      108          80        77       97       77         8        4      103      330
                             61.5%     60.5%    67.4%     61.5%     54.7%    65.1%       67.2%     66.4%    63.4%    61.1%     57.1%    36.4%    62.0%    57.6%
                                           l     BELN         l                eln         ELN       ELn        l                                    l

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q4. (GCQ)In the last 6 months, when your child needed care 
right away, how often did your child get care as soon as 
you thought he or she needed?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 815       399       88        94        73       58          39        39       56       49         6        7       63      243

Total Valid Responses          808       395       86        94        72       58          39        39       56       48         6        7       63      240
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                        7         4        2         -         1        -           -         -        -        1         -        -        -        3

Always                         617       312       62        68        59       43          28        28       41       28         5        7       51      197
                             76.4%     79.0%    72.1%     72.3%     81.9%    74.1%       71.8%     71.8%    73.2%    58.3%     83.3%   100.0%    81.0%    82.1%
                                           J                  j         J        j                                                   EFGHIJMN        J      cdJ
                                                                                                                                          BCD

Usually                        120        58       15        17        10        6           5         7        8       14         -        -       10       28
                             14.9%     14.7%    17.4%     18.1%     13.9%    10.3%       12.8%     17.9%    14.3%    29.2%                       15.9%    11.7%
                                                                                                                   BEFgimN

Sometimes                       61        22        8         9         3        9           4         2        4        5         1        -        2       14
                              7.5%      5.6%     9.3%      9.6%      4.2%    15.5%       10.3%      5.1%     7.1%    10.4%     16.7%              3.2%     5.8%
                                                              m              BEhMn

Never                           10         3        1         -         -        -           2         2        3        1         -        -        -        1
                              1.2%      0.8%     1.2%                                     5.1%      5.1%     5.4%     2.1%                                 0.4%

HEDIS/CAHPS SUMMARY RATE       737       370       77        85        69       49          33        35       49       42         5        7       61      225
- Always/Usually             91.2%     93.7%    89.5%     90.4%     95.8%    84.5%       84.6%     89.7%    87.5%    87.5%     83.3%   100.0%    96.8%    93.8%
                                           f                          Fgi                                                            DeFGHIJN   cdFGij        f
                                                                                                                                           BC

HEDIS/CAHPS SUMMARY RATE       617       312       62        68        59       43          28        28       41       28         5        7       51      197
- Always                     76.4%     79.0%    72.1%     72.3%     81.9%    74.1%       71.8%     71.8%    73.2%    58.3%     83.3%   100.0%    81.0%    82.1%
                                           J                  j         J        j                                                   EFGHIJMN        J      cdJ
                                                                                                                                          BCD

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q5.  In the last 6 months, not counting the times your 
child needed health care right away, did you make any 
appointments for your child's health care at a doctor's 
office or clinic?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                2148      1023      272       247       163      168         120       118      154      128        14       11      170      583

Total Valid Responses         2106       998      266       241       163      163         116       116      154      127        14       11      165      570
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       42        25        6         6         -        5           4         2        -        1         -        -        5       13

Yes                           1474       699      178       170       116      121          77        69      100       92        13       10      124      404
                             70.0%     70.0%    66.9%     70.5%     71.2%    74.2%       66.4%     59.5%    64.9%    72.4%     92.9%    90.9%    75.2%    70.9%
                                           H                  H         H       Hi                                       H DEFGHIJMN EfGHIjmN      cHI        H
                                                                                                                                  BC      BCD

No                             632       299       88        71        47       42          39        47       54       35         1        1       41      166
                             30.0%     30.0%    33.1%     29.5%     28.8%    25.8%       33.6%     40.5%    35.1%    27.6%      7.1%     9.1%    24.8%    29.1%
                                          KL      KLm        KL        KL       Kl          KL BDEFJKLMN     fKLM       Kl                          Kl       KL

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q6. (GCQ)In the last 6 months, not counting the times your 
child needed health care right away, how often did you get 
an appointment for your health care at a doctor's office or 
clinic as soon as you thought your child needed?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1474       699      178       170       116      121          77        69      100       92        13       10      124      404

Total Valid Responses         1448       690      174       167       115      119          71        68       98       91        13       10      123      399
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       26         9        4         3         1        2           6         1        2        1         -        -        1        5

Always                         993       486      102       107        94       76          47        36       68       53        10        7       99      294
                             68.6%     70.4%    58.6%     64.1%     81.7%    63.9%       66.2%     52.9%    69.4%    58.2%     76.9%    70.0%    80.5%    73.7%
                                         CHJ                    BCDFGHIJn                                      cH                  h          BCDFGHiJ    CDFHJ

Usually                        258       126       24        36        15       32          11        13       14       19         1        2       17       74
                             17.8%     18.3%    13.8%     21.6%     13.0%    26.9%       15.5%     19.1%    14.3%    20.9%      7.7%    20.0%    13.8%    18.5%
                                                           cekm           BCEgIKMn

Sometimes                      166        65       41        22         6       10          10        15       12       14         2        1        6       27
                             11.5%      9.4%    23.6%     13.2%      5.2%     8.4%       14.1%     22.1%    12.2%    15.4%     15.4%    10.0%     4.9%     6.8%
                                          eM DEFgIjMN       EMN                            eMn     BEFMN       em      EMN
                                                    B

Never                           31        13        7         2         -        1           3         4        4        5         -        -        1        4
                              2.1%      1.9%     4.0%      1.2%               0.8%        4.2%      5.9%     4.1%     5.5%                        0.8%     1.0%
                                                 dfmn                                                fmn              dfmn

HEDIS/CAHPS SUMMARY RATE      1251       612      126       143       109      108          58        49       82       72        11        9      116      368
- Always/Usually             86.4%     88.7%    72.4%     85.6%     94.8%    90.8%       81.7%     72.1%    83.7%    79.1%     84.6%    90.0%    94.3%    92.2%
                                         CHJ                 CH   BCDGHIJ     CgHJ                             Ch                           c  BCDGHIJ  BCDGHIJ

HEDIS/CAHPS SUMMARY RATE       993       486      102       107        94       76          47        36       68       53        10        7       99      294
- Always                     68.6%     70.4%    58.6%     64.1%     81.7%    63.9%       66.2%     52.9%    69.4%    58.2%     76.9%    70.0%    80.5%    73.7%
                                         CHJ                    BCDFGHIJn                                      cH                  h          BCDFGHiJ    CDFHJ

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 6

                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q7.  In the last 6 months, not counting the times your 
child went to an emergency room, how many times did he or 
she go to a doctor's office or clinic to get care?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                2148      1023      272       247       163      168         120       118      154      128        14       11      170      583

Total Valid Responses         2059       972      256       233       158      160         119       116      146      124        14       11      163      559
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       89        51       16        14         5        8           1         2        8        4         -        -        7       24

None                           462       192       70        53        34       33          37        29       39       33         3        1       31       99
                             22.4%     19.8%    27.3%     22.7%     21.5%    20.6%       31.1%     25.0%    26.7%    26.6%     21.4%     9.1%    19.0%    17.7%
                                                 BLMN                                  BdeFLMN        ln      blN      blN

1                              499       243       56        63        38       29          36        24       28       27         1        2       50      145
                             24.2%     25.0%    21.9%     27.0%     24.1%    18.1%       30.3%     20.7%    19.2%    21.8%      7.1%    18.2%    30.7%    25.9%
                                          FK        K       FiK         K                cFhIK         k                 k                      CFhIjK      FiK

2                              455       209       67        54        34       38          23        32       25       32         4        3       34      109
                             22.1%     21.5%    26.2%     23.2%     21.5%    23.8%       19.3%     27.6%    17.1%    25.8%     28.6%    27.3%    20.9%    19.5%
                                                   IN                                                 In                 i

3                              279       131       29        28        18       26           9        19       23       19         3        3       26       76
                             13.6%     13.5%    11.3%     12.0%     11.4%    16.3%        7.6%     16.4%    15.8%    15.3%     21.4%    27.3%    16.0%    13.6%
                                           G                                     G                     G        G        g                           G        G

4                              163        89       16        19        17       16           9         4       13        6         1        1        8       53
                              7.9%      9.2%     6.3%      8.2%     10.8%    10.0%        7.6%      3.4%     8.9%     4.8%      7.1%     9.1%     4.9%     9.5%
                                         HJM                  h       Hjm      Hjm                              h                                          cHJM

5 to 9                         153        82       11        11        13       15           4         7       13        5         -        1       11       62
                              7.4%      8.4%     4.3%      4.7%      8.2%     9.4%        3.4%      6.0%     8.9%     4.0%               9.1%     6.7%    11.1%
                                        CDGJ                            g     cdGj                            cgj                                       bCDGHJm

10 or more                      48        26        7         5         4        3           1         1        5        2         2        -        3       15
                              2.3%      2.7%     2.7%      2.1%      2.5%     1.9%        0.8%      0.9%     3.4%     1.6%     14.3%              1.8%     2.7%
                                          gh                                                                                                                 gh

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q8. (HPE)In the last 6 months, how often did you and your 
child's doctor or other health provider talk about specific 
things you could do to prevent illness in your child?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1597       780      186       180       124      127          82        87      107       91        11       10      132      460

Total Valid Responses         1581       773      182       177       123      126          81        86      107       90        11       10      131      457
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       16         7        4         3         1        1           1         1        -        1         -        -        1        3

Always                         657       319       81        78        46       62          38        33       49       30         6        4       56      174
                             41.6%     41.3%    44.5%     44.1%     37.4%    49.2%       46.9%     38.4%    45.8%    33.3%     54.5%    40.0%    42.7%    38.1%
                                                    j         j               beJN           j                  j

Usually                        363       192       30        40        32       32          18        11       27       17         1        4       29      122
                             23.0%     24.8%    16.5%     22.6%     26.0%    25.4%       22.2%     12.8%    25.2%    18.9%      9.1%    40.0%    22.1%    26.7%
                                         CHk                  H       CHk      cHk                            cHk                          hk        h     CHjK

Sometimes                      366       174       45        41        32       25          15        29       20       20         3        1       30      105
                             23.1%     22.5%    24.7%     23.2%     26.0%    19.8%       18.5%     33.7%    18.7%    22.2%     27.3%    10.0%    22.9%    23.0%
                                                                                               BdFGIjLmN

Never                          195        88       26        18        13        7          10        13       11       23         1        1       16       56
                             12.3%     11.4%    14.3%     10.2%     10.6%     5.6%       12.3%     15.1%    10.3%    25.6%      9.1%    10.0%    12.2%    12.3%
                                           F        F                                                  F          EFGhIkMN                           f        F
                                                                                                                       BCD

HEDIS/CAHPS SUMMARY RATE      1020       511      111       118        78       94          56        44       76       47         7        8       85      296
- Always/Usually             64.5%     66.1%    61.0%     66.7%     63.4%    74.6%       69.1%     51.2%    71.0%    52.2%     63.6%    80.0%    64.9%    64.8%
                                          HJ                 HJ         h  BCeHJmN          HJ                cHJ                          HJ       Hj       HJ

HEDIS/CAHPS SUMMARY RATE       657       319       81        78        46       62          38        33       49       30         6        4       56      174
- Always                     41.6%     41.3%    44.5%     44.1%     37.4%    49.2%       46.9%     38.4%    45.8%    33.3%     54.5%    40.0%    42.7%    38.1%
                                                    j         j               beJN           j                  j

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 8

                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q9.  In the last 6 months, did your child's doctor or other 
health provider tell you there was more than one choice for 
your child's treatment or health care?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1597       780      186       180       124      127          82        87      107       91        11       10      132      460

Total Valid Responses         1556       757      175       177       122      121          80        87      105       88        11       10      132      448
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       41        23       11         3         2        6           2         -        2        3         -        -        -       12

Yes                            674       334       84        81        65       50          27        37       45       21         5        6       60      193
                             43.3%     44.1%    48.0%     45.8%     53.3%    41.3%       33.8%     42.5%    42.9%    23.9%     45.5%    60.0%    45.5%    43.1%
                                          gJ       GJ        gJ     bfGJN        J                     J        J                           J       gJ        J

No                             882       423       91        96        57       71          53        50       60       67         6        4       72      255
                             56.7%     55.9%    52.0%     54.2%     46.7%    58.7%       66.3%     57.5%    57.1%    76.1%     54.5%    40.0%    54.5%    56.9%
                                           e                                     e       bCdEm                    DEFHILMN                                    E
                                                                                                                        BC

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 9

                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q10. (SDM)In the last 6 months, did your child's doctor or 
other health provider talk with you about the pros and cons 
of each choice for your child's treatment or health care? 

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                 674       334       84        81        65       50          27        37       45       21         5        6       60      193

Total Valid Responses          664       327       82        78        65       50          27        37       44       20         5        6       60      190
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       10         7        2         3         -        -           -         -        1        1         -        -        -        3

Definitely Yes                 461       230       61        53        49       28          17        20       31       14         3        4       42      139
                             69.4%     70.3%    74.4%     67.9%     75.4%    56.0%       63.0%     54.1%    70.5%    70.0%     60.0%    66.7%    70.0%    73.2%

Somewhat Yes                   168        81       18        20        13       17          10        14       12        3         1        2       17       41
                             25.3%     24.8%    22.0%     25.6%     20.0%    34.0%       37.0%     37.8%    27.3%    15.0%     20.0%    33.3%    28.3%    21.6%

Somewhat No                     22        11        1         3         2        4           -         1        1        2         1        -        -        7
                              3.3%      3.4%     1.2%      3.8%      3.1%     8.0%                  2.7%     2.3%    10.0%     20.0%                       3.7%

Definitely No                   13         5        2         2         1        1           -         2        -        1         -        -        1        3
                              2.0%      1.5%     2.4%      2.6%      1.5%     2.0%                  5.4%              5.0%                        1.7%     1.6%

HEDIS/CAHPS SUMMARY RATE       461       230       61        53        49       28          17        20       31       14         3        4       42      139
- Definitely Yes             69.4%     70.3%    74.4%     67.9%     75.4%    56.0%       63.0%     54.1%    70.5%    70.0%     60.0%    66.7%    70.0%    73.2%

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 10

                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q11.  (SDM)In the last 6 months, when there was more than 
one choice for your child's treatment or health care, did 
your child's doctor or other health provider ask you which 
choice you thought was best for your child?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                 674       334       84        81        65       50          27        37       45       21         5        6       60      193

Total Valid Responses          658       325       84        78        64       47          27        37       42       20         5        6       58      190
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       16         9        -         3         1        3           -         -        3        1         -        -        2        3

Definitely Yes                 447       231       56        51        47       30          14        25       26       12         4        4       42      136
                             67.9%     71.1%    66.7%     65.4%     73.4%    63.8%       51.9%     67.6%    61.9%    60.0%     80.0%    66.7%    72.4%    71.6%

Somewhat Yes                   152        63       21        20        11       14          12         6       11        5         -        2       13       37
                             23.1%     19.4%    25.0%     25.6%     17.2%    29.8%       44.4%     16.2%    26.2%    25.0%              33.3%    22.4%    19.5%

Somewhat No                     31        16        3         6         2        2           -         4        2        1         -        -        3        8
                              4.7%      4.9%     3.6%      7.7%      3.1%     4.3%                 10.8%     4.8%     5.0%                        5.2%     4.2%

Definitely No                   28        15        4         1         4        1           1         2        3        2         1        -        -        9
                              4.3%      4.6%     4.8%      1.3%      6.3%     2.1%        3.7%      5.4%     7.1%    10.0%     20.0%                       4.7%

HEDIS/CAHPS SUMMARY RATE       447       231       56        51        47       30          14        25       26       12         4        4       42      136
- Definitely Yes             67.9%     71.1%    66.7%     65.4%     73.4%    63.8%       51.9%     67.6%    61.9%    60.0%     80.0%    66.7%    72.4%    71.6%

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 11

                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q12.  Using any number from 0 to 10, where 0 is the worst 
health care possible and 10 is the best health care 
possible, what number would you use to rate all your 
child's health care in the last 6 months?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1597       780      186       180       124      127          82        87      107       91        11       10      132      460

Total Valid Responses         1573       766      183       177       123      124          81        87      106       88        11       10      131      452
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       24        14        3         3         1        3           1         -        1        3         -        -        1        8

10 - Best health care          703       343       76        78        67       61          34        36       46       23         2        4       70      206
possible                     44.7%     44.8%    41.5%     44.1%     54.5%    49.2%       42.0%     41.4%    43.4%    26.1%     18.2%    40.0%    53.4%    45.6%
                                          JK       Jk        JK BCdghiJKn       JK          Jk        Jk       JK                                bChJK       JK

9                              294       146       30        31        24       17          22        14       24       14         3        2       18       95
                             18.7%     19.1%    16.4%     17.5%     19.5%    13.7%       27.2%     16.1%    22.6%    15.9%     27.3%    20.0%    13.7%    21.0%
                                                                                        cdFhjM                 fm                                            FM

8                              303       148       42        37        18       23          17        15       21       19         4        4       18       85
                             19.3%     19.3%    23.0%     20.9%     14.6%    18.5%       21.0%     17.2%    19.8%    21.6%     36.4%    40.0%    13.7%    18.8%
                                           m       eM         m                                                                             m

7                              117        60       11        16         8        6           4         8        6       15         1        -       13       29
                              7.4%      7.8%     6.0%      9.0%      6.5%     4.8%        4.9%      9.2%     5.7%    17.0%      9.1%              9.9%     6.4%
                                                                                                                  BCdEFGIN

6                               60        30        8         6         3        6           -         5        4        4         -        -        4       20
                              3.8%      3.9%     4.4%      3.4%      2.4%     4.8%                  5.7%     3.8%     4.5%                        3.1%     4.4%

5                               49        23        4         6         -        4           4         7        3        4         1        -        5       11
                              3.1%      3.0%     2.2%      3.4%               3.2%        4.9%      8.0%     2.8%     4.5%      9.1%              3.8%     2.4%
                                                                                                     bcn

4                               15         5        3         2         -        2           -         1        -        2         -        -        2        3
                              1.0%      0.7%     1.6%      1.1%               1.6%                  1.1%              2.3%                        1.5%     0.7%

3                               16         7        5         -         3        1           -         -        1        4         -        -        -        2
                              1.0%      0.9%     2.7%                2.4%     0.8%                           0.9%     4.5%                                 0.4%
                                                    n                                                                    n

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 12
                                                                                                                                                                   (Continued)
                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q12.  Using any number from 0 to 10, where 0 is the worst 
health care possible and 10 is the best health care 
possible, what number would you use to rate all your 
child's health care in the last 6 months?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

2                                8         2        1         1         -        4           -         -        -        1         -        -        1        -
                              0.5%      0.3%     0.5%      0.6%               3.2%                                    1.1%                        0.8%         
                                                                                 b

1                                2         1        -         -         -        -           -         1        -        1         -        -        -        -
                              0.1%      0.1%                                                        1.1%              1.1%                                     

0 - Worst health care            6         1        3         -         -        -           -         -        1        1         -        -        -        1
possible                      0.4%      0.1%     1.6%                                                        0.9%     1.1%                                 0.2%

HEDIS/CAHPS SUMMARY RATE      1300       637      148       146       109      101          73        65       91       56         9       10      106      386
- 8-10                       82.6%     83.2%    80.9%     82.5%     88.6%    81.5%       90.1%     74.7%    85.8%    63.6%     81.8%   100.0%    80.9%    85.4%
                                          hJ        J         J     bcHJm        J     bCdfHJm                 hJ                    EFGHIJMN        J       HJ
                                                                                                                                          BCD

HEDIS/CAHPS SUMMARY RATE       997       489      106       109        91       78          56        50       70       37         5        6       88      301
- 9-10                       63.4%     63.8%    57.9%     61.6%     74.0%    62.9%       69.1%     57.5%    66.0%    42.0%     45.5%    60.0%    67.2%    66.6%
                                           J        J         J   BCDfHJk        J          cJ         J        J                                   cJ       CJ

Mean                          8.68      8.73     8.42      8.72      9.05     8.58        8.91      8.41     8.75     7.73      8.27     9.00     8.82     8.83

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q13.  A personal doctor is the one your child would see if 
he or she needs a checkup or gets sick or hurt. Does your 
child have a personal doctor?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                2148      1023      272       247       163      168         120       118      154      128        14       11      170      583

Total Valid Responses         2093       998      261       238       160      162         119       113      150      126        14       11      167      572
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       55        25       11         9         3        6           1         5        4        2         -        -        3       11

Yes                           1952       955      231       223       155      162          90       100      141      111        14       10      160      555
                             93.3%     95.7%    88.5%     93.7%     96.9%   100.0%       75.6%     88.5%    94.0%    88.1%    100.0%    90.9%    95.8%    97.0%
                                        CGHJ        G       CGj      CGHJ DEGHIJMN                     G      CGj        G CDEGHIJMN              CGHJ    CdGHJ
                                                                                BC                                                 B

No                             141        43       30        15         5        -          29        13        9       15         -        1        7       17
                              6.7%      4.3%    11.5%      6.3%      3.1%                24.4%     11.5%     6.0%    11.9%               9.1%     4.2%     3.0%
                                               BDEIMN         n                      BCDEHIJMN      BEMN            BdEiMN

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q14.  In the last 6 months, how many times did your child 
visit his or her personal doctor for care?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1952       955      231       223       155      162          90       100      141      111        14       10      160      555

Total Valid Responses         1909       935      221       219       151      159          90        99      137      109        14       10      158      542
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       43        20       10         4         4        3           -         1        4        2         -        -        2       13

None                           423       196       61        52        28       33          27        17       37       26         2        1       34      105
                             22.2%     21.0%    27.6%     23.7%     18.5%    20.8%       30.0%     17.2%    27.0%    23.9%     14.3%    10.0%    21.5%    19.4%
                                                BEHlN                                    bEHlN               ehln

1                              522       264       61        69        42       36          31        26       24       31         2        2       58      140
                             27.3%     28.2%    27.6%     31.5%     27.8%    22.6%       34.4%     26.3%    17.5%    28.4%     14.3%    20.0%    36.7%    25.8%
                                           I        I       fIk         I                  FIk                           I                    BceFhIKN        I

2                              432       204       54        51        35       39          19        31       30       28         3        2       25      115
                             22.6%     21.8%    24.4%     23.3%     23.2%    24.5%       21.1%     31.3%    21.9%    25.7%     21.4%    20.0%    15.8%    21.2%
                                           m        M         m                  m                   bMN                 m

3                              251       124       25        23        21       23           5        12       22       13         4        2       23       78
                             13.1%     13.3%    11.3%     10.5%     13.9%    14.5%        5.6%     12.1%    16.1%    11.9%     28.6%    20.0%    14.6%    14.4%
                                           G        g                   G        G                              G                  g                 G        G

4                              133        72        8        10        13       12           6         7       10        8         2        1        8       48
                              7.0%      7.7%     3.6%      4.6%      8.6%     7.5%        6.7%      7.1%     7.3%     7.3%     14.3%    10.0%     5.1%     8.9%
                                          Cd                            c                                                                                   CDm

5 to 9                         122        60       12        12         9       15           2         5       10        3         -        2        8       44
                              6.4%      6.4%     5.4%      5.5%      6.0%     9.4%        2.2%      5.1%     7.3%     2.8%              20.0%     5.1%     8.1%
                                          GJ                                    GJ                             gj                                            GJ

10 or more                      26        15        -         2         3        1           -         1        4        -         1        -        2       12
                              1.4%      1.6%               0.9%      2.0%     0.6%                  1.0%     2.9%               7.1%              1.3%     2.2%
                                                                                                                                                              f

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q15. (HWDC)In the last 6 months, how often did your child's 
personal doctor explain things in a way that was easy to 
understand?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1486       739      160       167       123      126          63        82      100       83        12        9      124      437

Total Valid Responses         1475       734      157       167       122      124          62        82       99       83        12        9      123      435
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       11         5        3         -         1        2           1         -        1        -         -        -        1        2

Always                        1149       582      123       129       106       96          50        58       80       49        10        7       97      344
                             77.9%     79.3%    78.3%     77.2%     86.9%    77.4%       80.6%     70.7%    80.8%    59.0%     83.3%    77.8%    78.9%    79.1%
                                           J        J         J  BcDfHJmN        J           J                  J                  J                 J        J

Usually                        216       102       22        22        12       19          10        17       13       17         1        2       18       63
                             14.6%     13.9%    14.0%     13.2%      9.8%    15.3%       16.1%     20.7%    13.1%    20.5%      8.3%    22.2%    14.6%    14.5%
                                                                                                       E                 E

Sometimes                       95        44       10        15         4        7           1         7        6       11         1        -        7       26
                              6.4%      6.0%     6.4%      9.0%      3.3%     5.6%        1.6%      8.5%     6.1%    13.3%      8.3%              5.7%     6.0%
                                           G        g        EG                                        G            bEfGmn                                    G

Never                           15         6        2         1         -        2           1         -        -        6         -        -        1        2
                              1.0%      0.8%     1.3%      0.6%               1.6%        1.6%                        7.2%                        0.8%     0.5%
                                                                                                                   BCDfgMN

HEDIS/CAHPS SUMMARY RATE      1365       684      145       151       118      115          60        75       93       66        11        9      115      407
- Always/Usually             92.5%     93.2%    92.4%     90.4%     96.7%    92.7%       96.8%     91.5%    93.9%    79.5%     91.7%   100.0%    93.5%    93.6%
                                           J        J         J       bDJ        J          DJ         J        J                    DEFHIJMN        J        J
                                                                                                                                           BC

HEDIS/CAHPS SUMMARY RATE      1149       582      123       129       106       96          50        58       80       49        10        7       97      344
- Always                     77.9%     79.3%    78.3%     77.2%     86.9%    77.4%       80.6%     70.7%    80.8%    59.0%     83.3%    77.8%    78.9%    79.1%
                                           J        J         J  BcDfHJmN        J           J                  J                  J                 J        J

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q16. (HWDC)In the last 6 months, how often did your child's 
personal doctor listen carefully to you?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1486       739      160       167       123      126          63        82      100       83        12        9      124      437

Total Valid Responses         1475       735      158       166       121      126          63        82      100       83        12        9      122      433
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       11         4        2         1         2        -           -         -        -        -         -        -        2        4

Always                        1187       598      129       131       106      104          51        60       80       51        11        8      106      350
                             80.5%     81.4%    81.6%     78.9%     87.6%    82.5%       81.0%     73.2%    80.0%    61.4%     91.7%    88.9%    86.9%    80.8%
                                           J        J         J     bDHJn        J           J                  J                 HJ        J     dHJn        J

Usually                        189        87       19        24        10       14           8        18       16       16         -        1        8       55
                             12.8%     11.8%    12.0%     14.5%      8.3%    11.1%       12.7%     22.0%    16.0%    19.3%              11.1%     6.6%    12.7%
                                           M                 eM                                   BcEFMn       eM      bEM                                    M

Sometimes                       88        47       10        10         3        6           4         4        4       12         1        -        8       26
                              6.0%      6.4%     6.3%      6.0%      2.5%     4.8%        6.3%      4.9%     4.0%    14.5%      8.3%              6.6%     6.0%
                                           E                                                                      cDEFHImN                                    e
                                                                                                                         B

Never                           11         3        -         1         2        2           -         -        -        4         -        -        -        2
                              0.7%      0.4%               0.6%      1.7%     1.6%                                    4.8%                                 0.5%
                                                                                                                       bdn

HEDIS/CAHPS SUMMARY RATE      1376       685      148       155       116      118          59        78       96       67        11        9      114      405
- Always/Usually             93.3%     93.2%    93.7%     93.4%     95.9%    93.7%       93.7%     95.1%    96.0%    80.7%     91.7%   100.0%    93.4%    93.5%
                                           J        J         J         J        J           J         J        J                    EFGHIJMN        J        J
                                                                                                                                          BCD

HEDIS/CAHPS SUMMARY RATE      1187       598      129       131       106      104          51        60       80       51        11        8      106      350
- Always                     80.5%     81.4%    81.6%     78.9%     87.6%    82.5%       81.0%     73.2%    80.0%    61.4%     91.7%    88.9%    86.9%    80.8%
                                           J        J         J     bDHJn        J           J                  J                 HJ        J     dHJn        J

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q17. (HWDC)In the last 6 months, how often did your child's 
personal doctor show respect for what you had to say?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1486       739      160       167       123      126          63        82      100       83        12        9      124      437

Total Valid Responses         1472       735      158       166       122      126          61        81       99       83        12        9      121      434
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       14         4        2         1         1        -           2         1        1        -         -        -        3        3

Always                        1204       610      132       135       107      104          52        59       80       59        11        5      103      357
                             81.8%     83.0%    83.5%     81.3%     87.7%    82.5%       85.2%     72.8%    80.8%    71.1%     91.7%    55.6%    85.1%    82.3%
                                         HJl      hJl         j       HJl        j         hJl                                   HJL               HJl       hJ

Usually                        182        88       16        23        12       12           7        16       17       11         1        4        8       55
                             12.4%     12.0%    10.1%     13.9%      9.8%     9.5%       11.5%     19.8%    17.2%    13.3%      8.3%    44.4%     6.6%    12.7%
                                           M                  M                                    bceFM       fM                    dEFgjKMn                 M
                                                                                                                                           bC

Sometimes                       74        34        9         6         2        6           2         6        2       12         -        -       10       19
                              5.0%      4.6%     5.7%      3.6%      1.6%     4.8%        3.3%      7.4%     2.0%    14.5%                        8.3%     4.4%
                                           E        e                                                 ei          BCDEFGIN                          EI        e

Never                           12         3        1         2         1        4           -         -        -        1         -        -        -        3
                              0.8%      0.4%     0.6%      1.2%      0.8%     3.2%                                    1.2%                                 0.7%
                                                                                 b

HEDIS/CAHPS SUMMARY RATE      1386       698      148       158       119      116          59        75       97       70        12        9      111      412
- Always/Usually             94.2%     95.0%    93.7%     95.2%     97.5%    92.1%       96.7%     92.6%    98.0%    84.3%    100.0%   100.0%    91.7%    94.9%
                                           J        J         J       FJM        j           J         j  bcFhJMn          BCDeFHJMN CDeFHJMN                 J
                                                                                                                                            B

HEDIS/CAHPS SUMMARY RATE      1204       610      132       135       107      104          52        59       80       59        11        5      103      357
- Always                     81.8%     83.0%    83.5%     81.3%     87.7%    82.5%       85.2%     72.8%    80.8%    71.1%     91.7%    55.6%    85.1%    82.3%
                                         HJl      hJl         j       HJl        j         hJl                                   HJL               HJl       hJ

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q18.  Is your child able to talk with doctors about his or 
her health care?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1486       739      160       167       123      126          63        82      100       83        12        9      124      437

Total Valid Responses         1470       732      156       165       123      124          62        81      100       82        12        9      124      432
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       16         7        4         2         -        2           1         1        -        1         -        -        -        5

Yes                            870       444       90        97        68       77          34        47       48       46         7        5       77      274
                             59.2%     60.7%    57.7%     58.8%     55.3%    62.1%       54.8%     58.0%    48.0%    56.1%     58.3%    55.6%    62.1%    63.4%
                                           I                  i                  I                                                                   I        I

No                             600       288       66        68        55       47          28        34       52       36         5        4       47      158
                             40.8%     39.3%    42.3%     41.2%     44.7%    37.9%       45.2%     42.0%    52.0%    43.9%     41.7%    44.4%    37.9%    36.6%
                                                                                                            BdFMN

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q19.  In the last 6 months, how often did your child's 
personal doctor explain things in a way that was easy for 
your child to understand?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 870       444       90        97        68       77          34        47       48       46         7        5       77      274

Total Valid Responses          864       443       90        97        68       76          32        46       48       45         7        5       77      273
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                        6         1        -         -         -        1           2         1        -        1         -        -        -        1

Always                         600       302       62        79        52       48          23        28       30       26         5        3       52      192
                             69.4%     68.2%    68.9%     81.4%     76.5%    63.2%       71.9%     60.9%    62.5%    57.8%     71.4%    60.0%    67.5%    70.3%
                                                       BCFHIJMN       fhJ

Usually                        174        88       19        14        11       22           4        11       14        9         1        1       18       50
                             20.1%     19.9%    21.1%     14.4%     16.2%    28.9%       12.5%     23.9%    29.2%    20.0%     14.3%    20.0%    23.4%    18.3%
                                                                              DeGn                             Dg

Sometimes                       69        38        9         3         4        5           4         6        3        6         -        1        6       22
                              8.0%      8.6%    10.0%      3.1%      5.9%     6.6%       12.5%     13.0%     6.3%    13.3%              20.0%     7.8%     8.1%
                                           D        d                                                  d                 d                                    D

Never                           21        15        -         1         1        1           1         1        1        4         1        -        1        9
                              2.4%      3.4%               1.0%      1.5%     1.3%        3.1%      2.2%     2.1%     8.9%     14.3%              1.3%     3.3%
                                           d                                                                          defm

HEDIS/CAHPS SUMMARY RATE       774       390       81        93        63       70          27        39       44       35         6        4       70      242
- Always/Usually             89.6%     88.0%    90.0%     95.9%     92.6%    92.1%       84.4%     84.8%    91.7%    77.8%     85.7%    80.0%    90.9%    88.6%
                                                    j     BghJN         J        J                              j                                    j        j

HEDIS/CAHPS SUMMARY RATE       600       302       62        79        52       48          23        28       30       26         5        3       52      192
- Always                     69.4%     68.2%    68.9%     81.4%     76.5%    63.2%       71.9%     60.9%    62.5%    57.8%     71.4%    60.0%    67.5%    70.3%
                                                       BCFHIJMN       fhJ

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q20. (HWDC)In the last 6 months, how often did your child's 
personal doctor spend enough time with your child?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1486       739      160       167       123      126          63        82      100       83        12        9      124      437

Total Valid Responses         1467       731      156       166       121      125          62        82       99       81        12        9      124      430
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       19         8        4         1         2        1           1         -        1        2         -        -        -        7

Always                         974       499       95       108        94       83          43        45       64       43        10        5       91      293
                             66.4%     68.3%    60.9%     65.1%     77.7%    66.4%       69.4%     54.9%    64.6%    53.1%     83.3%    55.6%    73.4%    68.1%
                                         cHJ                  j  BCDFHIJN       hj          hJ                                   CHJ               CHJ       HJ

Usually                        305       148       26        38        20       29          11        15       26       22         1        2       20       95
                             20.8%     20.2%    16.7%     22.9%     16.5%    23.2%       17.7%     18.3%    26.3%    27.2%      8.3%    22.2%    16.1%    22.1%
                                                              k                  k                           ceKm     ceKm                                    k

Sometimes                      150        64       31        16         7       10           3        20        7       12         1        1       12       30
                             10.2%      8.8%    19.9%      9.6%      5.8%     8.0%        4.8%     24.4%     7.1%    14.8%      8.3%    11.1%     9.7%     7.0%
                                             BDEFGIMN                                          BDEFGIkMN               EGn

Never                           38        20        4         4         -        3           5         2        2        4         -        1        1       12
                              2.6%      2.7%     2.6%      2.4%               2.4%        8.1%      2.4%     2.0%     4.9%              11.1%     0.8%     2.8%
                                           m                                                 M                                                                m

HEDIS/CAHPS SUMMARY RATE      1279       647      121       146       114      112          54        60       90       65        11        7      111      388
- Always/Usually             87.2%     88.5%    77.6%     88.0%     94.2%    89.6%       87.1%     73.2%    90.9%    80.2%     91.7%    77.8%    89.5%    90.2%
                                         CHj                 CH     BCdHJ      CHj          cH                CHJ                  H               CHj      CHJ

HEDIS/CAHPS SUMMARY RATE       974       499       95       108        94       83          43        45       64       43        10        5       91      293
- Always                     66.4%     68.3%    60.9%     65.1%     77.7%    66.4%       69.4%     54.9%    64.6%    53.1%     83.3%    55.6%    73.4%    68.1%
                                         cHJ                  j  BCDFHIJN       hj          hJ                                   CHJ               CHJ       HJ

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q21.  In the last 6 months, did your child's personal 
doctor talk with you about how your child is feeling, 
growing, or behaving?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1486       739      160       167       123      126          63        82      100       83        12        9      124      437

Total Valid Responses         1463       727      155       167       122      125          62        80       98       81        11        9      124      429
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       23        12        5         -         1        1           1         2        2        2         1        -        -        8

Yes                           1263       631      142       147       109      115          54        63       85       60        10        7      103      368
                             86.3%     86.8%    91.6%     88.0%     89.3%    92.0%       87.1%     78.8%    86.7%    74.1%     90.9%    77.8%    83.1%    85.8%
                                          hJ    bHJMN        hJ        HJ    bHJMN           J                  J                  j                          J

No                             200        96       13        20        13       10           8        17       13       21         1        2       21       61
                             13.7%     13.2%     8.4%     12.0%     10.7%     8.0%       12.9%     21.3%    13.3%    25.9%      9.1%    22.2%    16.9%    14.2%
                                          cf                                                       bCdEF          CDEFGIkN                          CF       CF
                                                                                                                         B

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q22. In the last 6 months, did your child get care from a 
doctor or other health provider besides his or her personal 
doctor?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1486       739      160       167       123      126          63        82      100       83        12        9      124      437

Total Valid Responses         1455       726      151       162       122      125          63        80       98       82        12        9      122      429
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       31        13        9         5         1        1           -         2        2        1         -        -        2        8

Yes                            537       279       58        65        50       42          23        16       35       29         4        2       46      167
                             36.9%     38.4%    38.4%     40.1%     41.0%    33.6%       36.5%     20.0%    35.7%    35.4%     33.3%    22.2%    37.7%    38.9%
                                           H        H         H         H        H           H                  H        H                           H        H

No                             918       447       93        97        72       83          40        64       63       53         8        7       76      262
                             63.1%     61.6%    61.6%     59.9%     59.0%    66.4%       63.5%     80.0%    64.3%    64.6%     66.7%    77.8%    62.3%    61.1%
                                                                                               CDEFGIJMN
                                                                                                       B

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q23. (CC)In the last 6 months, how often did your child's 
personal doctor seem informed and up-to-date about the care 
your child got from these doctors or other health providers?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 537       279       58        65        50       42          23        16       35       29         4        2       46      167

Total Valid Responses          518       268       54        62        50       41          23        15       35       27         4        2       44      161
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       19        11        4         3         -        1           -         1        -        2         -        -        2        6

Always                         289       161       31        30        31       19          11         6       16       15         2        2       30       96
                             55.8%     60.1%    57.4%     48.4%     62.0%    46.3%       47.8%     40.0%    45.7%    55.6%     50.0%   100.0%    68.2%    59.6%
                                          df                                                                                         FGHIJKMN     DFhI
                                                                                                                                         BCDE

Usually                        118        55        9        14        16       12           6         5       11        2         1        -        5       37
                             22.8%     20.5%    16.7%     22.6%     32.0%    29.3%       26.1%     33.3%    31.4%     7.4%     25.0%             11.4%    23.0%
                                          Jm                  J       cJM       JM           j        Jm       JM                                            JM

Sometimes                       77        37       13        13         2        5           4         3        5        7         1        -        7       17
                             14.9%     13.8%    24.1%     21.0%      4.0%    12.2%       17.4%     20.0%    14.3%    25.9%     25.0%             15.9%    10.6%
                                           E      bEN        En                                                         En                           e        e

Never                           34        15        1         5         1        5           2         1        3        3         -        -        2       11
                              6.6%      5.6%     1.9%      8.1%      2.0%    12.2%        8.7%      6.7%     8.6%    11.1%                        4.5%     6.8%
                                                                                ce                                                                           ce

HEDIS/CAHPS SUMMARY RATE       407       216       40        44        47       31          17        11       27       17         3        2       35      133
- Always/Usually             78.6%     80.6%    74.1%     71.0%     94.0%    75.6%       73.9%     73.3%    77.1%    63.0%     75.0%   100.0%    79.5%    82.6%
                                           j                    CDFGhIJMN                                                            eFGHIJMN                dJ
                                                                        B                                                                 BCD

HEDIS/CAHPS SUMMARY RATE       289       161       31        30        31       19          11         6       16       15         2        2       30       96
- Always                     55.8%     60.1%    57.4%     48.4%     62.0%    46.3%       47.8%     40.0%    45.7%    55.6%     50.0%   100.0%    68.2%    59.6%
                                          df                                                                                         FGHIJKMN     DFhI
                                                                                                                                         BCDE

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q24. Using any number from 0 to 10, where 0 is the worst 
personal doctor possible and 10 is the best personal doctor 
possible, what number would you use to rate your child's 
personal doctor?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1952       955      231       223       155      162          90       100      141      111        14       10      160      555

Total Valid Responses         1896       929      223       217       153      160          85        97      139      104        14       10      159      535
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       56        26        8         6         2        2           5         3        2        7         -        -        1       20

10 - Best personal            1021       486      122       117       101       95          47        46       77       40         8        4       89      275
doctor possible              53.9%     52.3%    54.7%     53.9%     66.0%    59.4%       55.3%     47.4%    55.4%    38.5%     57.1%    40.0%    56.0%    51.4%
                                           J        J         J  BCDHiJmN     bhJn           J                  J                                    J        J

9                              332       163       40        43        22       24          18        17       32       12         5        2       27       90
                             17.5%     17.5%    17.9%     19.8%     14.4%    15.0%       21.2%     17.5%    23.0%    11.5%     35.7%    20.0%    17.0%    16.8%
                                           j                  J                              j                efJ                  j

8                              255       137       31        32        16       21          11        13       14       16         -        2       20       79
                             13.4%     14.7%    13.9%     14.7%     10.5%    13.1%       12.9%     13.4%    10.1%    15.4%              20.0%    12.6%    14.8%
                                           i

7                              103        52        7        15         6        4           4         7        7       10         -        2        9       32
                              5.4%      5.6%     3.1%      6.9%      3.9%     2.5%        4.7%      7.2%     5.0%     9.6%              20.0%     5.7%     6.0%
                                          cF                 cF                                                        CeF                                   cF

6                               49        20        9         2         2        5           3         6        2        4         -        -        3       13
                              2.6%      2.2%     4.0%      0.9%      1.3%     3.1%        3.5%      6.2%     1.4%     3.8%                        1.9%     2.4%
                                                   De                                                Dei

5                               68        35        8         4         -        5           1         5        6        8         -        -        8       23
                              3.6%      3.8%     3.6%      1.8%               3.1%        1.2%      5.2%     4.3%     7.7%                        5.0%     4.3%
                                          dg                                                                            DG                           g       dG

4                               27        16        3         2         3        1           -         1        1        3         -        -        2       11
                              1.4%      1.7%     1.3%      0.9%      2.0%     0.6%                  1.0%     0.7%     2.9%                        1.3%     2.1%

3                               15         9        -         -         3        2           -         1        -        4         -        -        -        5
                              0.8%      1.0%                         2.0%     1.3%                  1.0%              3.8%                                 0.9%

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                                                                                                   (Continued)
                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q24. Using any number from 0 to 10, where 0 is the worst 
personal doctor possible and 10 is the best personal doctor 
possible, what number would you use to rate your child's 
personal doctor?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

2                               11         4        1         2         -        3           -         -        -        1         1        -        1        2
                              0.6%      0.4%     0.4%      0.9%               1.9%                                    1.0%      7.1%              0.6%     0.4%

1                                6         3        1         -         -        -           1         -        -        2         -        -        -        2
                              0.3%      0.3%     0.4%                                     1.2%                        1.9%                                 0.4%

0 - Worst personal               9         4        1         -         -        -           -         1        -        4         -        -        -        3
doctor possible               0.5%      0.4%     0.4%                                               1.0%              3.8%                                 0.6%
                                                                                                                       bcn

HEDIS/CAHPS SUMMARY RATE      1608       786      193       192       139      140          76        76      123       68        13        8      136      444
- 8-10                       84.8%     84.6%    86.5%     88.5%     90.8%    87.5%       89.4%     78.4%    88.5%    65.4%     92.9%    80.0%    85.5%    83.0%
                                           J       hJ       HJN      BHJN       hJ         HJn         J      HJn                 hJ                 J        J

HEDIS/CAHPS SUMMARY RATE      1353       649      162       160       123      119          65        63      109       52        13        6      116      365
- 9-10                       71.4%     69.9%    72.6%     73.7%     80.4%    74.4%       76.5%     64.9%    78.4%    50.0%     92.9%    60.0%    73.0%    68.2%
                                           J        J         J     BcHJN        J          hJ         J     BHJN          DFGHiJlMN                 J        J
                                                                                                                                  BC

Mean                          8.85      8.81     8.91      9.04      9.22     8.96        9.08      8.60     9.10     7.67      9.07     8.80     8.96     8.74

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q25. Specialists are doctors like surgeons, heart, allergy 
and skin doctors, and other doctors who specialize in one 
area of health care. In the last 6 months, did you try to 
make any appointments for your child to see a specialist?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                2148      1023      272       247       163      168         120       118      154      128        14       11      170      583

Total Valid Responses         2078       984      260       237       160      162         119       113      150      126        13       11      166      561
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       70        39       12        10         3        6           1         5        4        2         1        -        4       22

Yes                            426       206       52        49        38       36          25        18       30       17         2        1       34      124
                             20.5%     20.9%    20.0%     20.7%     23.8%    22.2%       21.0%     15.9%    20.0%    13.5%     15.4%     9.1%    20.5%    22.1%
                                           J        j         j         J        j                                                                            J

No                            1652       778      208       188       122      126          94        95      120      109        11       10      132      437
                             79.5%     79.1%    80.0%     79.3%     76.3%    77.8%       79.0%     84.1%    80.0%    86.5%     84.6%    90.9%    79.5%    77.9%
                                                                                                                    BcdEfN

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q26. (GNC)In the last 6 months, how often was it easy to 
get appointments for your child with specialists?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 426       206       52        49        38       36          25        18       30       17         2        1       34      124

Total Valid Responses          421       205       52        49        37       34          25        17       30       17         2        1       34      123
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                        5         1        -         -         1        2           -         1        -        -         -        -        -        1

Always                         232       120       28        26        24       18           8         7       19        7         2        -       18       75
                             55.1%     58.5%    53.8%     53.1%     64.9%    52.9%       32.0%     41.2%    63.3%    41.2%    100.0%             52.9%    61.0%
                                           G        g         g       Ghj        g                              G          DEFGHIJMN                 g        G
                                                                                                                                  BC

Usually                         93        48        6         9         8        8           7         5        5        5         -        1       11       28
                             22.1%     23.4%    11.5%     18.4%     21.6%    23.5%       28.0%     29.4%    16.7%    29.4%             100.0%    32.4%    22.8%
                                           C                                                                                         EFGHIJMN        C        c
                                                                                                                                          BCD

Sometimes                       68        22       12        12         3        7           8         2        3        5         -        -        4       12
                             16.2%     10.7%    23.1%     24.5%      8.1%    20.6%       32.0%     11.8%    10.0%    29.4%                       11.8%     9.8%
                                                  BEN      BEiN                         BEhImN                         ben

Never                           28        15        6         2         2        1           2         3        3        -         -        -        1        8
                              6.7%      7.3%    11.5%      4.1%      5.4%     2.9%        8.0%     17.6%    10.0%                                 2.9%     6.5%

HEDIS/CAHPS SUMMARY RATE       325       168       34        35        32       26          15        12       24       12         2        1       29      103
- Always/Usually             77.2%     82.0%    65.4%     71.4%     86.5%    76.5%       60.0%     70.6%    80.0%    70.6%    100.0%   100.0%    85.3%    83.7%
                                          CG                          CdG                                                  DEFGHIJMN EFGHIJMN       CG      CdG
                                                                                                                                  BC      BCD

HEDIS/CAHPS SUMMARY RATE       232       120       28        26        24       18           8         7       19        7         2        -       18       75
- Always                     55.1%     58.5%    53.8%     53.1%     64.9%    52.9%       32.0%     41.2%    63.3%    41.2%    100.0%             52.9%    61.0%
                                           G        g         g       Ghj        g                              G          DEFGHIJMN                 g        G
                                                                                                                                  BC

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q27.  How many specialists has your child seen in the last 
6 months?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 426       206       52        49        38       36          25        18       30       17         2        1       34      124

Total Valid Responses          421       204       51        49        37       35          25        18       30       17         2        1       34      122
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                        5         2        1         -         1        1           -         -        -        -         -        -        -        2

None                            54        21        6         8         3        7           5         4        2        3         -        -        4       12
                             12.8%     10.3%    11.8%     16.3%      8.1%    20.0%       20.0%     22.2%     6.7%    17.6%                       11.8%     9.8%

1 specialist                   256       130       31        28        24       15          12         5       22        9         1        -       23       86
                             60.8%     63.7%    60.8%     57.1%     64.9%    42.9%       48.0%     27.8%    73.3%    52.9%     50.0%             67.6%    70.5%
                                          FH       fH         H        fH                                     FGH                                   FH      FGH

2                               71        35        8         9         7        8           6         7        3        3         1        1        5       13
                             16.9%     17.2%    15.7%     18.4%     18.9%    22.9%       24.0%     38.9%    10.0%    17.6%     50.0%   100.0%    14.7%    10.7%
                                           n                                                       bcImN                             EFGHIJMN
                                                                                                                                          BCD

3                               25         8        5         2         1        5           2         2        1        2         -        -        1        4
                              5.9%      3.9%     9.8%      4.1%      2.7%    14.3%        8.0%     11.1%     3.3%    11.8%                        2.9%     3.3%
                                                                              bemn

4                                8         5        1         2         2        -           -         -        -        -         -        -        1        2
                              1.9%      2.5%     2.0%      4.1%      5.4%                                                                         2.9%     1.6%

5 or more specialist             7         5        -         -         -        -           -         -        2        -         -        -        -        5
                              1.7%      2.5%                                                                 6.7%                                          4.1%

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q28.  Using any number from 0 to 10, where 0 is the worst 
specialist possible and 10 is the best specialist possible, 
what number would you use to rate that specialist?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 367       183       45        41        34       28          20        14       28       14         2        1       30      110

Total Valid Responses          360       178       44        41        34       28          18        14       27       14         2        1       30      107
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                        7         5        1         -         -        -           2         -        1        -         -        -        -        3

10 - Best specialist           183        94       20        18        19       14           6         4       19        8         1        -       12       62
possible                     50.8%     52.8%    45.5%     43.9%     55.9%    50.0%       33.3%     28.6%    70.4%    57.1%     50.0%             40.0%    57.9%
                                          gh                            h                                  bCDGHM                                           GHm

9                               62        31        7        11         9        3           3         2        3        1         -        1        7       15
                             17.2%     17.4%    15.9%     26.8%     26.5%    10.7%       16.7%     14.3%    11.1%     7.1%             100.0%    23.3%    14.0%
                                                           fiJn        fj                                                            EFGHIJMN
                                                                                                                                          BCD

8                               50        25        9         5         3        5           5         1        1        2         -        -        3       16
                             13.9%     14.0%    20.5%     12.2%      8.8%    17.9%       27.8%      7.1%     3.7%    14.3%                       10.0%    15.0%
                                           I        I                            i           I                                                                I

7                               26        10        3         2         1        1           3         2        -        3         -        -        4        7
                              7.2%      5.6%     6.8%      4.9%      2.9%     3.6%       16.7%     14.3%             21.4%                       13.3%     6.5%

6                               14         8        2         1         -        1           1         2        1        -         1        -        1        4
                              3.9%      4.5%     4.5%      2.4%               3.6%        5.6%     14.3%     3.7%              50.0%              3.3%     3.7%

5                                6         2        -         3         1        1           -         -        -        -         -        -        1        -
                              1.7%      1.1%               7.3%      2.9%     3.6%                                                                3.3%         

4                                6         4        1         -         -        1           -         2        1        -         -        -        1        -
                              1.7%      2.2%     2.3%                         3.6%                 14.3%     3.7%                                 3.3%         

3                                3         1        1         -         -        1           -         -        1        -         -        -        -        -
                              0.8%      0.6%     2.3%                         3.6%                           3.7%                                              

2                                1         1        -         -         -        -           -         -        -        -         -        -        -        1
                              0.3%      0.6%                                                                                                               0.9%

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                                                                                                   (Continued)
                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q28.  Using any number from 0 to 10, where 0 is the worst 
specialist possible and 10 is the best specialist possible, 
what number would you use to rate that specialist?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

1                                6         1        1         -         1        1           -         1        -        -         -        -        1        1
                              1.7%      0.6%     2.3%                2.9%     3.6%                  7.1%                                          3.3%     0.9%

0 - Worst specialist             3         1        -         1         -        -           -         -        1        -         -        -        -        1
possible                      0.8%      0.6%               2.4%                                              3.7%                                          0.9%

HEDIS/CAHPS SUMMARY RATE       295       150       36        34        31       22          14         7       23       11         1        1       22       93
- 8-10                       81.9%     84.3%    81.8%     82.9%     91.2%    78.6%       77.8%     50.0%    85.2%    78.6%     50.0%   100.0%    73.3%    86.9%
                                           H        H         H        Hm        h           h                  H        h           eFGHIjMN                 H
                                                                                                                                          BCD

HEDIS/CAHPS SUMMARY RATE       245       125       27        29        28       17           9         6       22        9         1        1       19       77
- 9-10                       68.1%     70.2%    61.4%     70.7%     82.4%    60.7%       50.0%     42.9%    81.5%    64.3%     50.0%   100.0%    63.3%    72.0%
                                          gH                  h     CfGHm                                    cfGH                    EFGHIJMN                gH
                                                                                                                                          BCD

Mean                          8.68      8.81     8.55      8.63      9.06     8.32        8.56      7.21     8.81     9.00      8.00     9.00     8.37     8.96

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q29. In the last 6 months, did you try to get any kind of 
care, tests or treatment for your child through his or her 
health plan?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                2148      1023      272       247       163      168         120       118      154      128        14       11      170      583

Total Valid Responses         2064       980      259       235       157      160         117       112      147      127        13       11      164      562
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       84        43       13        12         6        8           3         6        7        1         1        -        6       21

Yes                            660       325       80        62        56       50          31        32       41       43         4        5       55      201
                             32.0%     33.2%    30.9%     26.4%     35.7%    31.3%       26.5%     28.6%    27.9%    33.9%     30.8%    45.5%    33.5%    35.8%
                                           D                            d                                                                                   DGi

No                            1404       655      179       173       101      110          86        80      106       84         9        6      109      361
                             68.0%     66.8%    69.1%     73.6%     64.3%    68.8%       73.5%     71.4%    72.1%    66.1%     69.2%    54.5%    66.5%    64.2%
                                                            BeN                              N                  n

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q30. (GNC)In the last 6 months, how often was it easy to 
get the care, tests or treatment you thought your child 
needed through his or her health plan?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 660       325       80        62        56       50          31        32       41       43         4        5       55      201

Total Valid Responses          649       320       78        62        56       49          30        32       41       43         4        4       53      197
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       11         5        2         -         -        1           1         -        -        -         -        1        2        4

Always                         394       198       42        36        40       28          17        15       21       25         3        2       36      129
                             60.7%     61.9%    53.8%     58.1%     71.4%    57.1%       56.7%     46.9%    51.2%    58.1%     75.0%    50.0%    67.9%    65.5%
                                                                      CHI                                                                          chi      cHi

Usually                        158        81       14        18        12       14           6         9       15        8         -        2       13       47
                             24.3%     25.3%    17.9%     29.0%     21.4%    28.6%       20.0%     28.1%    36.6%    18.6%              50.0%    24.5%    23.9%
                                                                                                               Cj

Sometimes                       69        28       18         7         3        4           4         6        3        7         1        -        2       14
                             10.6%      8.8%    23.1%     11.3%      5.4%     8.2%       13.3%     18.8%     7.3%    16.3%     25.0%              3.8%     7.1%
                                              BdEFIMN                                                 eM                eM

Never                           28        13        4         1         1        3           3         2        2        3         -        -        2        7
                              4.3%      4.1%     5.1%      1.6%      1.8%     6.1%       10.0%      6.3%     4.9%     7.0%                        3.8%     3.6%

HEDIS/CAHPS SUMMARY RATE       552       279       56        54        52       42          23        24       36       33         3        4       49      176
- Always/Usually             85.1%     87.2%    71.8%     87.1%     92.9%    85.7%       76.7%     75.0%    87.8%    76.7%     75.0%   100.0%    92.5%    89.3%
                                           C                  C      CgHJ        c                              C                    EFGHIJMN     CgHJ      Chj
                                                                                                                                          BCD

HEDIS/CAHPS SUMMARY RATE       394       198       42        36        40       28          17        15       21       25         3        2       36      129
- Always                     60.7%     61.9%    53.8%     58.1%     71.4%    57.1%       56.7%     46.9%    51.2%    58.1%     75.0%    50.0%    67.9%    65.5%
                                                                      CHI                                                                          chi      cHi

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q31. In the last 6 months, did you try to get information 
or help from customer service at your child's health plan?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                2148      1023      272       247       163      168         120       118      154      128        14       11      170      583

Total Valid Responses         2071       986      257       236       161      159         114       114      150      127        13       11      166      563
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       77        37       15        11         2        9           6         4        4        1         1        -        4       20

Yes                            305       125       46        32        31       19          19        19       27       27         1        1       20       63
                             14.7%     12.7%    17.9%     13.6%     19.3%    11.9%       16.7%     16.7%    18.0%    21.3%      7.7%     9.1%    12.0%    11.2%
                                                 BfmN                BfmN                                       N   BdFkMN

No                            1766       861      211       204       130      140          95        95      123      100        12       10      146      500
                             85.3%     87.3%    82.1%     86.4%     80.7%    88.1%       83.3%     83.3%    82.0%    78.7%     92.3%    90.9%    88.0%    88.8%
                                         CEJ                  j                ceJ                                                 j               ceJ     CEIJ

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q32. (CS)In the last 6 months, how often did customer 
service at your child's health plan give you the 
information or help you needed?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 305       125       46        32        31       19          19        19       27       27         1        1       20       63

Total Valid Responses          297       122       46        31        31       18          19        17       27       27         1        1       18       61
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                        8         3        -         1         -        1           -         2        -        -         -        -        2        2

Always                         141        58       21        13        16        9           8         6       15       12         1        -       11       29
                             47.5%     47.5%    45.7%     41.9%     51.6%    50.0%       42.1%     35.3%    55.6%    44.4%    100.0%             61.1%    47.5%
                                                                                                                           DEFGHIJMN
                                                                                                                                  BC

Usually                         55        22        8         6         6        2           3         5        5        5         -        1        5        9
                             18.5%     18.0%    17.4%     19.4%     19.4%    11.1%       15.8%     29.4%    18.5%    18.5%             100.0%    27.8%    14.8%
                                                                                                                                     EFGHIJMN
                                                                                                                                          BCD

Sometimes                       64        27       11        11         7        3           5         5        4        2         -        -        -       16
                             21.5%     22.1%    23.9%     35.5%     22.6%    16.7%       26.3%     29.4%    14.8%     7.4%                                26.2%
                                           J        J        iJ         j                    j         j                                                      J

Never                           37        15        6         1         2        4           3         1        3        8         -        -        2        7
                             12.5%     12.3%    13.0%      3.2%      6.5%    22.2%       15.8%      5.9%    11.1%    29.6%                       11.1%    11.5%
                                           D        d                            d                                  bDEHin

HEDIS/CAHPS SUMMARY RATE       196        80       29        19        22       11          11        11       20       17         1        1       16       38
- Always/Usually             66.0%     65.6%    63.0%     61.3%     71.0%    61.1%       57.9%     64.7%    74.1%    63.0%    100.0%   100.0%    88.9%    62.3%
                                                                                                                           CDEFGHIJN DEFGHIJN BCDFGhJN
                                                                                                                                   B       BC

HEDIS/CAHPS SUMMARY RATE       141        58       21        13        16        9           8         6       15       12         1        -       11       29
- Always                     47.5%     47.5%    45.7%     41.9%     51.6%    50.0%       42.1%     35.3%    55.6%    44.4%    100.0%             61.1%    47.5%
                                                                                                                           DEFGHIJMN
                                                                                                                                  BC

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q33. (CS)In the last 6 months, how often did customer 
service staff at your child's health plan treat you with 
courtesy and respect?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                 305       125       46        32        31       19          19        19       27       27         1        1       20       63

Total Valid Responses          301       123       46        32        31       18          19        18       27       27         1        1       19       62
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                        4         2        -         -         -        1           -         1        -        -         -        -        1        1

Always                         176        74       26        15        15       10          14         9       17       15         1        -       14       40
                             58.5%     60.2%    56.5%     46.9%     48.4%    55.6%       73.7%     50.0%    63.0%    55.6%    100.0%             73.7%    64.5%
                                                                                            De                             DEFGHIJMN                De        d
                                                                                                                                  BC

Usually                         70        26       10        12         8        3           2         6        7        6         -        1        3       12
                             23.3%     21.1%    21.7%     37.5%     25.8%    16.7%       10.5%     33.3%    25.9%    22.2%             100.0%    15.8%    19.4%
                                                          bfGmn                                        g                             EFGHIJMN
                                                                                                                                          BCD

Sometimes                       43        19        8         4         8        5           2         2        3        3         -        -        -        8
                             14.3%     15.4%    17.4%     12.5%     25.8%    27.8%       10.5%     11.1%    11.1%    11.1%                                12.9%

Never                           12         4        2         1         -        -           1         1        -        3         -        -        2        2
                              4.0%      3.3%     4.3%      3.1%                           5.3%      5.6%             11.1%                       10.5%     3.2%

HEDIS/CAHPS SUMMARY RATE       246       100       36        27        23       13          16        15       24       21         1        1       17       52
- Always/Usually             81.7%     81.3%    78.3%     84.4%     74.2%    72.2%       84.2%     83.3%    88.9%    77.8%    100.0%   100.0%    89.5%    83.9%
                                                                                                                           CDEFghiJN DEFghiJN
                                                                                                                                   B       BC

HEDIS/CAHPS SUMMARY RATE       176        74       26        15        15       10          14         9       17       15         1        -       14       40
- Always                     58.5%     60.2%    56.5%     46.9%     48.4%    55.6%       73.7%     50.0%    63.0%    55.6%    100.0%             73.7%    64.5%
                                                                                            De                             DEFGHIJMN                De        d
                                                                                                                                  BC

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q34. In the last 6 months, did your child's health plan 
give you any forms to fill out?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                2148      1023      272       247       163      168         120       118      154      128        14       11      170      583

Total Valid Responses         2051       972      253       234       162      155         114       113      150      125        13       11      166      555
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       97        51       19        13         1       13           6         5        4        3         1        -        4       28

Yes                            432       188       66        53        29       27          31        29       28       21         2        3       32      111
                             21.1%     19.3%    26.1%     22.6%     17.9%    17.4%       27.2%     25.7%    18.7%    16.8%     15.4%    27.3%    19.3%    20.0%
                                              BEFiJmn                                     befj         j

No                            1619       784      187       181       133      128          83        84      122      104        11        8      134      444
                             78.9%     80.7%    73.9%     77.4%     82.1%    82.6%       72.8%     74.3%    81.3%    83.2%     84.6%    72.7%    80.7%    80.0%
                                          Cg                           Cg       Cg                              c      Cgh                           c        c

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q35. In the last 6 months, how often were the forms from 
your child's health plan easy to fill out?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                2051       972      253       234       162      155         114       113      150      125        13       11      166      555

Total Valid Responses         2033       964      250       229       162      155         113       112      148      125        13       11      163      552
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       18         8        3         5         -        -           1         1        2        -         -        -        3        3

Always                        1851       879      220       210       149      143         103       101      136      119        12        8      151      499
                             91.0%     91.2%    88.0%     91.7%     92.0%    92.3%       91.2%     90.2%    91.9%    95.2%     92.3%    72.7%    92.6%    90.4%
                                                                                                                      bClN

Usually                        108        54       13        11         9        9           5         6        7        4         1        1        7       35
                              5.3%      5.6%     5.2%      4.8%      5.6%     5.8%        4.4%      5.4%     4.7%     3.2%      7.7%     9.1%     4.3%     6.3%
                                                                                                                                                              j

Sometimes                       64        24       15         7         4        3           4         5        5        2         -        2        5       12
                              3.1%      2.5%     6.0%      3.1%      2.5%     1.9%        3.5%      4.5%     3.4%     1.6%              18.2%     3.1%     2.2%
                                                BeFJN

Never                           10         7        2         1         -        -           1         -        -        -         -        -        -        6
                              0.5%      0.7%     0.8%      0.4%                           0.9%                                                             1.1%

HEDIS/CAHPS SUMMARY RATE      1959       933      233       221       158      152         108       107      143      123        13        9      158      534
- Always/Usually             96.4%     96.8%    93.2%     96.5%     97.5%    98.1%       95.6%     95.5%    96.6%    98.4%    100.0%    81.8%    96.9%    96.7%
                                           C                  c         C        C                                       C CDEfGHIMN                 c        C
                                                                                                                                   B

HEDIS/CAHPS SUMMARY RATE      1851       879      220       210       149      143         103       101      136      119        12        8      151      499
- Always                     91.0%     91.2%    88.0%     91.7%     92.0%    92.3%       91.2%     90.2%    91.9%    95.2%     92.3%    72.7%    92.6%    90.4%
                                                                                                                      bClN

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q36. Using any number from 0 to 10, where 0 is the worst 
health plan possible and 10 is the best health plan 
possible, what number would you use to rate your child's 
health plan? 

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                2148      1023      272       247       163      168         120       118      154      128        14       11      170      583

Total Valid Responses         2032       962      256       235       159      154         115       111      149      118        13       11      163      548
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                      116        61       16        12         4       14           5         7        5       10         1        -        7       35

10 - Best health plan         1043       490      134       128        99       85          58        51       80       44         5        7       85      267
possible                     51.3%     50.9%    52.3%     54.5%     62.3%    55.2%       50.4%     45.9%    53.7%    37.3%     38.5%    63.6%    52.1%    48.7%
                                           J        J         J  BCgHJkmN        J           J                  J                           j        J        J

9                              330       154       40        37        18       23          18        22       24       25         4        -       29       90
                             16.2%     16.0%    15.6%     15.7%     11.3%    14.9%       15.7%     19.8%    16.1%    21.2%     30.8%             17.8%    16.4%
                                           e                                                           e                 E                           e        e

8                              346       167       41        35        20       24          26        24       22       25         4        3       25       97
                             17.0%     17.4%    16.0%     14.9%     12.6%    15.6%       22.6%     21.6%    14.8%    21.2%     30.8%    27.3%    15.3%    17.7%
                                           e                                                dE         e                 e                                    e

7                              136        69       11        20        10       10           4         2        9        9         -        -       13       48
                              6.7%      7.2%     4.3%      8.5%      6.3%     6.5%        3.5%      1.8%     6.0%     7.6%                        8.0%     8.8%
                                         cgH                cGH         h        H                              h        H                          gH      CGH

6                               63        24        6         6         9        2           2         5        6        3         -        1        7       16
                              3.1%      2.5%     2.3%      2.6%      5.7%     1.3%        1.7%      4.5%     4.0%     2.5%               9.1%     4.3%     2.9%
                                                                      bFg

5                               69        37       17         6         1        6           5         4        4        4         -        -        3       19
                              3.4%      3.8%     6.6%      2.6%      0.6%     3.9%        4.3%      3.6%     2.7%     3.4%                        1.8%     3.5%
                                           E   bDEiMn                            e           e                                                                E

4                               18         9        4         2         2        1           -         1        2        1         -        -        1        4
                              0.9%      0.9%     1.6%      0.9%      1.3%     0.6%                  0.9%     1.3%     0.8%                        0.6%     0.7%

3                               13         7        2         -         -        2           1         -        1        3         -        -        -        4
                              0.6%      0.7%     0.8%                         1.3%        0.9%               0.7%     2.5%                                 0.7%

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                                                                                                   (Continued)
                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q36. Using any number from 0 to 10, where 0 is the worst 
health plan possible and 10 is the best health plan 
possible, what number would you use to rate your child's 
health plan? 

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

2                                4         2        -         1         -        -           1         -        1        -         -        -        -        1
                              0.2%      0.2%               0.4%                           0.9%               0.7%                                          0.2%

1                                1         -        1         -         -        -           -         -        -        -         -        -        -        -
                                *%               0.4%                                                                                                          

0 - Worst health plan            9         3        -         -         -        1           -         2        -        4         -        -        -        2
possible                      0.4%      0.3%                                  0.6%                  1.8%              3.4%                                 0.4%
                                                                                                                        bn

SUMMARY  - 0-3                  27        12        3         1         -        3           2         2        2        7         -        -        -        7
                              1.3%      1.2%     1.2%      0.4%               1.9%        1.7%      1.8%     1.3%     5.9%                                 1.3%
                                                                                                                    BCDgiN

SUMMARY - 4-7                  286       139       38        34        22       19          11        12       21       17         -        1       24       87
                             14.1%     14.4%    14.8%     14.5%     13.8%    12.3%        9.6%     10.8%    14.1%    14.4%               9.1%    14.7%    15.9%
                                           g                                                                                                                  G

HEDIS/CAHPS SUMMARY RATE      1719       811      215       200       137      132         102        97      126       94        13       10      139      454
- 8-10                       84.6%     84.3%    84.0%     85.1%     86.2%    85.7%       88.7%     87.4%    84.6%    79.7%    100.0%    90.9%    85.3%    82.8%
                                                                                            jn                             DEFGHIJMN
                                                                                                                                  BC

HEDIS/CAHPS SUMMARY RATE      1373       644      174       165       117      108          76        73      104       69         9        7      114      357
- 9-10                       67.6%     66.9%    68.0%     70.2%     73.6%    70.1%       66.1%     65.8%    69.8%    58.5%     69.2%    63.6%    69.9%    65.1%
                                           j        j         J       bJN        J                              j                                    J

Mean                           8.8       8.8      8.8       9.0       9.1      8.9         8.9       8.7      8.9      8.3       9.1      9.1      9.0      8.8

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q37.  In general, how would you rate your child's overall 
health?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                2148      1023      272       247       163      168         120       118      154      128        14       11      170      583

Total Valid Responses         2082       988      258       240       162      163         116       111      150      126        13       11      166      566
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       66        35       14         7         1        5           4         7        4        2         1        -        4       17

Excellent                      818       365       99        94        70       65          45        44       56       48         7        3       74      213
                             39.3%     36.9%    38.4%     39.2%     43.2%    39.9%       38.8%     39.6%    37.3%    38.1%     53.8%    27.3%    44.6%    37.6%
                                                                                                                                                     b

Very good                      737       360       82        85        61       53          46        38       51       53         4        5       57      202
                             35.4%     36.4%    31.8%     35.4%     37.7%    32.5%       39.7%     34.2%    34.0%    42.1%     30.8%    45.5%    34.3%    35.7%
                                                                                                                        cf

Good                           423       207       65        55        27       34          19        21       37       15         1        2       31      116
                             20.3%     21.0%    25.2%     22.9%     16.7%    20.9%       16.4%     18.9%    24.7%    11.9%      7.7%    18.2%    18.7%    20.5%
                                          Jk     EGJK        Jk                  J                           egJK                                            Jk

Fair                            95        53       12         5         4       10           6         7        5        9         1        1        3       32
                              4.6%      5.4%     4.7%      2.1%      2.5%     6.1%        5.2%      6.3%     3.3%     7.1%      7.7%     9.1%     1.8%     5.7%
                                         DEM        m                           dM                    dm               DeM                                  DEM

Poor                             9         3        -         1         -        1           -         1        1        1         -        -        1        3
                              0.4%      0.3%               0.4%               0.6%                  0.9%     0.7%     0.8%                        0.6%     0.5%

HEDIS/CAHPS SUMMARY RATE      1555       725      181       179       131      118          91        82      107      101        11        8      131      415
- Excellent/Very good        74.7%     73.4%    70.2%     74.6%     80.9%    72.4%       78.4%     73.9%    71.3%    80.2%     84.6%    72.7%    78.9%    73.3%
                                                                    BCfIN                    c                        bCin                           C

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q38.  What is your child's age?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                2148      1023      272       247       163      168         120       118      154      128        14       11      170      583

Total Valid Responses         1975       975      239       223       152      147         102       102      144      118        13       11      163      561
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                      173        48       33        24        11       21          18        16       10       10         1        -        7       22

Less than 1 year old            71        44        9         6        10        6           3         1        3        3         -        2        4       24
                              3.6%      4.5%     3.8%      2.7%      6.6%     4.1%        2.9%      1.0%     2.1%     2.5%              18.2%     2.5%     4.3%
                                          Hi        h                dHim                                                                                     H

1                              183        87       21        22        13       16          17         7       19        7         1        3       16       41
                              9.3%      8.9%     8.8%      9.9%      8.6%    10.9%       16.7%      6.9%    13.2%     5.9%      7.7%    27.3%     9.8%     7.3%
                                                                                        BceHJN                hJn

2                              173        79       16        24        19        7          13        11       12        9         1        -       16       45
                              8.8%      8.1%     6.7%     10.8%     12.5%     4.8%       12.7%     10.8%     8.3%     7.6%      7.7%              9.8%     8.0%
                                           f                  F        cF                   cF         f                                             f

3                              130        66       25        15        10        3           7        10       11        5         1        1        9       33
                              6.6%      6.8%    10.5%      6.7%      6.6%     2.0%        6.9%      9.8%     7.6%     4.2%      7.7%     9.1%     5.5%     5.9%
                                           F    bFJmN         F         f                    f         F        F                                             F

4                              130        67       20        16        12        6          11        10        8        9         -        -        8       30
                              6.6%      6.9%     8.4%      7.2%      7.9%     4.1%       10.8%      9.8%     5.6%     7.6%                        4.9%     5.3%
                                                    f                                      fmn         f

5                              114        55       10        12         6        6           7         6       15       10         -        1        8       33
                              5.8%      5.6%     4.2%      5.4%      3.9%     4.1%        6.9%      5.9%    10.4%     8.5%               9.1%     4.9%     5.9%
                                                                                                          bCdEFmn

6                              114        48       12        17         8        6           7         9       10        9         2        -        8       26
                              5.8%      4.9%     5.0%      7.6%      5.3%     4.1%        6.9%      8.8%     6.9%     7.6%     15.4%              4.9%     4.6%

7                              110        52       16        11         6       11           2         3       11        6         1        -       13       30
                              5.6%      5.3%     6.7%      4.9%      3.9%     7.5%        2.0%      2.9%     7.6%     5.1%      7.7%              8.0%     5.3%
                                           G        G                           Gh                             Gh                                   Gh        G

8                              106        57       12         9         6       14           8         6        3        4         2        -        9       33
                              5.4%      5.8%     5.0%      4.0%      3.9%     9.5%        7.8%      5.9%     2.1%     3.4%     15.4%              5.5%     5.9%
                                           I                                  DeIJ           I                                                                I

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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                                                                                 770-978-3173
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                                                                                                                                                                   (Continued)
                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q38.  What is your child's age?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

9                               84        38       10        12         4        7           4         5        5       10         -        -        7       20
                              4.3%      3.9%     4.2%      5.4%      2.6%     4.8%        3.9%      4.9%     3.5%     8.5%                        4.3%     3.6%
                                                                                                                      bEin

10                             114        56       18        11         8        9           1         6        5        7         -        -       13       36
                              5.8%      5.7%     7.5%      4.9%      5.3%     6.1%        1.0%      5.9%     3.5%     5.9%                        8.0%     6.4%
                                           G       Gi         G         G        G                     g                 G                          Gi        G

11                             100        46       10        10         6       10           4         4        8        5         1        -       11       31
                              5.1%      4.7%     4.2%      4.5%      3.9%     6.8%        3.9%      3.9%     5.6%     4.2%      7.7%              6.7%     5.5%

12                             104        49       16        11         8        9           2         7        5        7         1        -        6       32
                              5.3%      5.0%     6.7%      4.9%      5.3%     6.1%        2.0%      6.9%     3.5%     5.9%      7.7%              3.7%     5.7%
                                           G        G                            g                     g                                                      G

13                              89        54        4         4        13        8           4         2        5        3         1        1        7       37
                              4.5%      5.5%     1.7%      1.8%      8.6%     5.4%        3.9%      2.0%     3.5%     2.5%      7.7%     9.1%     4.3%     6.6%
                                        CDHj                        CDHiJ       cd                                                                        CDHiJ

14 or older                    353       177       40        43        23       29          12        15       24       24         2        3       28      110
                             17.9%     18.2%    16.7%     19.3%     15.1%    19.7%       11.8%     14.7%    16.7%    20.3%     15.4%    27.3%    17.2%    19.6%
                                           g                  g                  g                                       g                                    G

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q39. Is your child male or female?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                2148      1023      272       247       163      168         120       118      154      128        14       11      170      583

Total Valid Responses         2083       984      260       240       162      163         117       112      150      126        13       11      165      564
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       65        39       12         7         1        5           3         6        4        2         1        -        5       19

Male                          1092       513      132       126        89       92          60        52       85       70         8        6       85      287
                             52.4%     52.1%    50.8%     52.5%     54.9%    56.4%       51.3%     46.4%    56.7%    55.6%     61.5%    54.5%    51.5%    50.9%

Female                         991       471      128       114        73       71          57        60       65       56         5        5       80      277
                             47.6%     47.9%    49.2%     47.5%     45.1%    43.6%       48.7%     53.6%    43.3%    44.4%     38.5%    45.5%    48.5%    49.1%

                                                                         Presented by The Myers Group
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q40. Is your child of Hispanic or Latino origin or descent?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                2148      1023      272       247       163      168         120       118      154      128        14       11      170      583

Total Valid Responses         2031       969      254       236       158      157         114       113      141      117        13       11      164      553
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                      117        54       18        11         5       11           6         5       13       11         1        -        6       30

Yes, Hispanic or Latino        392       139       73        44        14       12          35        59       48       17         4        2       36       48
                             19.3%     14.3%    28.7%     18.6%      8.9%     7.6%       30.7%     52.2%    34.0%    14.5%     30.8%    18.2%    22.0%     8.7%

No, not Hispanic or           1639       830      181       192       144      145          79        54       93      100         9        9      128      505
Latino                       80.7%     85.7%    71.3%     81.4%     91.1%    92.4%       69.3%     47.8%    66.0%    85.5%     69.2%    81.8%    78.0%    91.3%

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q41.  What is your child's race?  Please mark one or more.

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Valid Responses         2148      1023      272       247       163      168         120       118      154      128        14       11      170      583

Total Valid Responses         2096      1026      234       244       165      170         111        98      147      137        12       13      170      595

Total Respondents             1921       934      219       221       155      153          97        91      137      122        12       11      152      551
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

White                         1332       740       82       129       141      100          45        27      103       83         8        9      113      492
                             69.3%     79.2%    37.4%     58.4%     91.0%    65.4%       46.4%     29.7%    75.2%    68.0%     66.7%    81.8%    74.3%    89.3%

Black or African-              503       184      115        84        10       50          45        44       26       34         3        1       32       59
American                     26.2%     19.7%    52.5%     38.0%      6.5%    32.7%       46.4%     48.4%    19.0%    27.9%     25.0%     9.1%    21.1%    10.7%

Asian                           31         9        4         -         5        4           5         1        2        2         -        -        1        7
                              1.6%      1.0%     1.8%                3.2%     2.6%        5.2%      1.1%     1.5%     1.6%                        0.7%     1.3%

Native Hawaiian or other         6         2        3         1         1        -           -         -        -        -         -        -        -        1
Pacific Islander              0.3%      0.2%     1.4%      0.5%      0.6%                                                                                  0.2%

American Indian or              28        12        2         4         -        4           1         1        2        3         -        1        4        6
Alaska Native                 1.5%      1.3%     0.9%      1.8%               2.6%        1.0%      1.1%     1.5%     2.5%               9.1%     2.6%     1.1%

Other                          196        79       28        26         8       12          15        25       14       15         1        2       20       30
                             10.2%      8.5%    12.8%     11.8%      5.2%     7.8%       15.5%     27.5%    10.2%    12.3%      8.3%    18.2%    13.2%     5.4%
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q42. What is your age?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                2148      1023      272       247       163      168         120       118      154      128        14       11      170      583

Total Valid Responses         2071       984      257       237       161      160         116       112      150      124        13       11      166      564
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       77        39       15        10         2        8           4         6        4        4         1        -        4       19

Under 18                       159        72       17        26        12        5          10        10        9       11         1        -        9       49
                              7.7%      7.3%     6.6%     11.0%      7.5%     3.1%        8.6%      8.9%     6.0%     8.9%      7.7%              5.4%     8.7%

18 to 24                       277       135       30        41        20       26          10        18       24       15         2        3       23       65
                             13.4%     13.7%    11.7%     17.3%     12.4%    16.3%        8.6%     16.1%    16.0%    12.1%     15.4%    27.3%    13.9%    11.5%

25 to 34                       802       372      107        88        67       60          59        43       60       52         4        4       59      199
                             38.7%     37.8%    41.6%     37.1%     41.6%    37.5%       50.9%     38.4%    40.0%    41.9%     30.8%    36.4%    35.5%    35.3%

35 to 44                       530       259       67        52        39       43          20        26       37       21         3        3       53      166
                             25.6%     26.3%    26.1%     21.9%     24.2%    26.9%       17.2%     23.2%    24.7%    16.9%     23.1%    27.3%    31.9%    29.4%

45 to 54                       202        86       23        23        17       17          15        11       17       13         1        -       13       52
                              9.8%      8.7%     8.9%      9.7%     10.6%    10.6%       12.9%      9.8%    11.3%    10.5%      7.7%              7.8%     9.2%

55 to 64                        64        38       10         4         3        6           2         4        2        6         1        1        6       19
                              3.1%      3.9%     3.9%      1.7%      1.9%     3.8%        1.7%      3.6%     1.3%     4.8%      7.7%     9.1%     3.6%     3.4%

65 to 74                        31        18        3         2         3        2           -         -        1        5         1        -        3       11
                              1.5%      1.8%     1.2%      0.8%      1.9%     1.3%                           0.7%     4.0%      7.7%              1.8%     2.0%

75 or older                      6         4        -         1         -        1           -         -        -        1         -        -        -        3
                              0.3%      0.4%               0.4%               0.6%                                    0.8%                                 0.5%

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 47

                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q43. Are you male or female?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                2148      1023      272       247       163      168         120       118      154      128        14       11      170      583

Total Valid Responses         2084       990      259       240       161      163         115       113      151      125        13       11      166      567
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       64        33       13         7         2        5           5         5        3        3         1        -        4       16

Male                           199       103       31        22        14       16          12         8        8       11         -        -       15       62
                              9.5%     10.4%    12.0%      9.2%      8.7%     9.8%       10.4%      7.1%     5.3%     8.8%                        9.0%    10.9%

Female                        1885       887      228       218       147      147         103       105      143      114        13       11      151      505
                             90.5%     89.6%    88.0%     90.8%     91.3%    90.2%       89.6%     92.9%    94.7%    91.2%    100.0%   100.0%    91.0%    89.1%
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q44. What is the highest grade or level of school that you 
have completed?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                2148      1023      272       247       163      168         120       118      154      128        14       11      170      583

Total Valid Responses         2042       981      252       236       158      155         112       109      144      124        13       11      166      562
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                      106        42       20        11         5       13           8         9       10        4         1        -        4       21

8th grade or less               92        44       21        14         1        5           6         6        3        6         -        -       10       20
                              4.5%      4.5%     8.3%      5.9%      0.6%     3.2%        5.4%      5.5%     2.1%     4.8%                        6.0%     3.6%

Some high school, but          372       165       60        62        31       20          10        18       20       25         3        1       36       86
did not graduate             18.2%     16.8%    23.8%     26.3%     19.6%    12.9%        8.9%     16.5%    13.9%    20.2%     23.1%     9.1%    21.7%    15.3%

High school graduate or        830       422      104        88        68       70          35        49       56       41         3        4       58      254
GED                          40.6%     43.0%    41.3%     37.3%     43.0%    45.2%       31.3%     45.0%    38.9%    33.1%     23.1%    36.4%    34.9%    45.2%

Some college or 2-year         609       296       55        61        46       53          37        28       54       44         5        6       47      173
degree                       29.8%     30.2%    21.8%     25.8%     29.1%    34.2%       33.0%     25.7%    37.5%    35.5%     38.5%    54.5%    28.3%    30.8%

4-year college graduate         98        34        7        11        10        5          13         5        7        5         1        -       14       20
                              4.8%      3.5%     2.8%      4.7%      6.3%     3.2%       11.6%      4.6%     4.9%     4.0%      7.7%              8.4%     3.6%

More than 4-year college        41        20        5         -         2        2          11         3        4        3         1        -        1        9
degree                        2.0%      2.0%     2.0%                1.3%     1.3%        9.8%      2.8%     2.8%     2.4%      7.7%              0.6%     1.6%
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                                                                                    MDwise
                                                      2009 CAHPS 4.0H Medicaid Child Survey (56505 & 56516-56523 & 56525)

Q45. How are you related to the child?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                2148      1023      272       247       163      168         120       118      154      128        14       11      170      583

Total Valid Responses         2082       988      260       241       158      162         118       112      150      125        13       11      166      566
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       66        35       12         6         5        6           2         6        4        3         1        -        4       17

Mother or father              1891       898      233       221       145      148         110       102      142      106        11       10      154      509
                             90.8%     90.9%    89.6%     91.7%     91.8%    91.4%       93.2%     91.1%    94.7%    84.8%     84.6%    90.9%    92.8%    89.9%

Grandparent                    133        61       20        16         8       10           3         8        5       17         2        1       10       33
                              6.4%      6.2%     7.7%      6.6%      5.1%     6.2%        2.5%      7.1%     3.3%    13.6%     15.4%     9.1%     6.0%     5.8%

Aunt or uncle                   12         5        2         1         1        1           1         -        -        -         -        -        1        5
                              0.6%      0.5%     0.8%      0.4%      0.6%     0.6%        0.8%                                                    0.6%     0.9%

Older sibling                    1         -        1         -         -        -           -         -        -        -         -        -        -        -
                                *%               0.4%                                                                                                          

Other relative                   5         3        -         -         -        -           -         1        -        1         -        -        1        2
                              0.2%      0.3%                                                        0.9%              0.8%                        0.6%     0.4%

Legal guardian                  40        21        4         3         4        3           4         1        3        1         -        -        -       17
                              1.9%      2.1%     1.5%      1.2%      2.5%     1.9%        3.4%      0.9%     2.0%     0.8%                                 3.0%
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                                                                                    MDwise
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Q46. Did someone help you complete this survey?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                1121       547      112       133        90       82          70        60       78       65         7        5       91      328

Total Valid Responses         1077       525      106       130        87       78          69        55       76       65         6        5       86      314
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                       44        22        6         3         3        4           1         5        2        -         1        -        5       14

Yes                             48        20        5         8         2        1           8         7        1        3         -        -        6        7
                              4.5%      3.8%     4.7%      6.2%      2.3%     1.3%       11.6%     12.7%     1.3%     4.6%                        7.0%     2.2%

No                            1029       505      101       122        85       77          61        48       75       62         6        5       80      307
                             95.5%     96.2%    95.3%     93.8%     97.7%    98.7%       88.4%     87.3%    98.7%    95.4%    100.0%   100.0%    93.0%    97.8%
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Q47. How did that person help you?  Check all that apply.

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                  49        21        6         8         2        1           8         7        1        3         -        -        6        7

Total Valid Responses           72        36       10         7         4        -          14        11        1        3         -        -        8       14

Total Respondents               46        20        6         7         2        -           8         7        1        3         -        -        6        6
                            100.0%    100.0%   100.0%    100.0%    100.0%               100.0%    100.0%   100.0%   100.0%                      100.0%   100.0%

Read the questions to me        24        12        3         2         1        -           4         5        1        -         -        -        3        5
                             52.2%     60.0%    50.0%     28.6%     50.0%                50.0%     71.4%   100.0%                                50.0%    83.3%

Wrote down the answers I        17        10        2         1         2        -           3         2        -        2         -        -        2        3
gave                         37.0%     50.0%    33.3%     14.3%    100.0%                37.5%     28.6%             66.7%                       33.3%    50.0%

Answered the questions           5         3        -         -         -        -           1         1        -        1         -        -        -        2
for me                       10.9%     15.0%                                             12.5%     14.3%             33.3%                                33.3%

Translated the questions        18         7        3         2         1        -           5         3        -        -         -        -        1        3
into my language             39.1%     35.0%    50.0%     28.6%     50.0%                62.5%     42.9%                                         16.7%    50.0%

Helped in some other way         8         4        2         2         -        -           1         -        -        -         -        -        2        1
                             17.4%     20.0%    33.3%     28.6%                          12.5%                                                   33.3%    16.7%
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Q12a.  How satisfied were you with the ease of getting 
through the office by telephone?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1597       780      186       180       124      127          82        87      107       91        11       10      132      460

Total Valid Responses         1207       601      131       137       100       94          69        66       76       67         7        7       97      356
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                      390       179       55        43        24       33          13        21       31       24         4        3       35      104

Very satisfied                 582       314       40        61        60       50          26        23       37       28         6        2       47      202
                             48.2%     52.2%    30.5%     44.5%     60.0%    53.2%       37.7%     34.8%    48.7%    41.8%     85.7%    28.6%    48.5%    56.7%
                                         CGH                  C    CDGHJl      CGH                             Ch          eFGHIJLMN                Ch    CDGHJ
                                                                                                                                 BCD

Satisfied                      422       192       52        52        25       28          32        31       30       24         1        4       36      107
                             35.0%     31.9%    39.7%     38.0%     25.0%    29.8%       46.4%     47.0%    39.5%    35.8%     14.3%    57.1%    37.1%    30.1%
                                                 bEkN        Ek                          BEFKN     BEFKN       Ek                          ek        e

Somewhat satisfied             123        63       22        14         7       12           6         8        7        7         -        -       10       30
                             10.2%     10.5%    16.8%     10.2%      7.0%    12.8%        8.7%     12.1%     9.2%    10.4%                       10.3%     8.4%
                                                 bEgN

Dissatisfied                    40        16        9         5         5        1           4         2        1        2         -        1        1        9
                              3.3%      2.7%     6.9%      3.6%      5.0%     1.1%        5.8%      3.0%     1.3%     3.0%              14.3%     1.0%     2.5%
                                                bFIMn                   m

Very dissatisfied               40        16        8         5         3        3           1         2        1        6         -        -        3        8
                              3.3%      2.7%     6.1%      3.6%      3.0%     3.2%        1.4%      3.0%     1.3%     9.0%                        3.1%     2.2%
                                                  gin                                                                 bGIn

TMG SUMMARY RATE - Very       1004       506       92       113        85       78          58        54       67       52         7        6       83      309
satisfied/Satisfied          83.2%     84.2%    70.2%     82.5%     85.0%    83.0%       84.1%     81.8%    88.2%    77.6%    100.0%    85.7%    85.6%    86.8%
                                           C                  C         C        C           C         c       Cj          DEFGHIJMN                 C       Cj
                                                                                                                                  BC

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q12b.  In the last 6 months, how many times did you go the 
emergency room to get care for your child because your 
child's doctor was not able to see him/her during regular 
office hours?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                1597       780      186       180       124      127          82        87      107       91        11       10      132      460

Total Valid Responses         1208       603      130       138       101       93          68        66       76       67         7        7       98      357
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                      389       177       56        42        23       34          14        21       31       24         4        3       34      103

None                           946       478       90       109        75       75          54        53       59       48         6        7       83      287
                             78.3%     79.3%    69.2%     79.0%     74.3%    80.6%       79.4%     80.3%    77.6%    71.6%     85.7%   100.0%    84.7%    80.4%
                                           C                  c                  C                     c                             EFGHIJMN      CeJ        C
                                                                                                                                          BCD

1 time                         175        89       20        22        19        7          11         8       11       11         1        -       11       54
                             14.5%     14.8%    15.4%     15.9%     18.8%     7.5%       16.2%     12.1%    14.5%    16.4%     14.3%             11.2%    15.1%
                                           F        f         F         F                    f                           f                                    F

2 times                         65        28       12         6         6       10           2         2        5        7         -        -        3       12
                              5.4%      4.6%     9.2%      4.3%      5.9%    10.8%        2.9%      3.0%     6.6%    10.4%                        3.1%     3.4%
                                                bghMN                       bdGHMN                                    ghmn

3 or more times                 22         8        8         1         1        1           1         3        1        1         -        -        1        4
                              1.8%      1.3%     6.2%      0.7%      1.0%     1.1%        1.5%      4.5%     1.3%     1.5%                        1.0%     1.1%
                                             DEFgijMN
                                                    B

TMG SUMMARY RATE - None        946       478       90       109        75       75          54        53       59       48         6        7       83      287
                             78.3%     79.3%    69.2%     79.0%     74.3%    80.6%       79.4%     80.3%    77.6%    71.6%     85.7%   100.0%    84.7%    80.4%
                                           C                  c                  C                     c                             EFGHIJMN      CeJ        C
                                                                                                                                          BCD

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q36a.  How easy is it to find and understand information 
using the Member Handbook?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------
                               (A)       (B)      (C)       (D)       (E)      (F)         (G)       (H)      (I)      (J)       (K)      (L)      (M)      (N)

Total Eligible                2148      1023      272       247       163      168         120       118      154      128        14       11      170      583

Total Valid Responses          817       383       83        88        66       64          46        50       61       42         5        4       65      243
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                      560       277       91        64        31       49          21        32       44       26         5        3       40      154

Very easy                      458       216       43        58        37       37          22        30       37       18         2        1       40      133
                             56.1%     56.4%    51.8%     65.9%     56.1%    57.8%       47.8%     60.0%    60.7%    42.9%     40.0%    25.0%    61.5%    54.7%
                                           j             bcGJln                                        j        j                                    j

Somewhat easy                  319       148       35        24        27       25          22        17       20       22         2        2       24       99
                             39.0%     38.6%    42.2%     27.3%     40.9%    39.1%       47.8%     34.0%    32.8%    52.4%     40.0%    50.0%    36.9%    40.7%
                                           D        D                   d                    D                        bDhI                                    D

Difficult                       40        19        5         6         2        2           2         3        4        2         1        1        1       11
                              4.9%      5.0%     6.0%      6.8%      3.0%     3.1%        4.3%      6.0%     6.6%     4.8%     20.0%    25.0%     1.5%     4.5%
                                           m                  m

I did not try to look up       275       123       34        24        23       19          22         8       21       23         2        -       27       72
information in the       
Member Handbook          

I do not have a copy of        496       240       64        71        43       36          31        28       28       37         2        4       38      114
my health plan's Member  
Handbook                 

TMG SUMMARY RATE - Very        777       364       78        82        64       62          44        47       57       40         4        3       64      232
easy/Somewhat easy           95.1%     95.0%    94.0%     93.2%     97.0%    96.9%       95.7%     94.0%    93.4%    95.2%     80.0%    75.0%    98.5%    95.5%
                                                                                                                                                    bd

Comparison Groups: BCDEFGHIJKLMN
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q36b.  If you had a problem getting the help you needed 
from Customer Service, what kind of problem did you have? 
(Mark all that apply)

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                2148      1023      272       247       163      168         120       118      154      128        14       11      170      583

Total Valid Responses          704       333       95        68        64       51          55        53       45       40         3        7       39      184

Total Respondents              587       278       78        64        52       44          38        44       36       32         3        4       39      153
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

It was difficult to get        163        81       30        18        12        7          11        13       11        7         2        1        7       44
through to Customer          27.8%     29.1%    38.5%     28.1%     23.1%    15.9%       28.9%     29.5%    30.6%    21.9%     66.7%    25.0%    17.9%    28.8%
Service on the telephone 

The Customer Service            67        35        6         2         7        3           7         7        7        5         -        2        1       20
Representative did not       11.4%     12.6%     7.7%      3.1%     13.5%     6.8%       18.4%     15.9%    19.4%    15.6%              50.0%     2.6%    13.1%
have the information I   
needed                   

The Customer Service            37        20        3         3         5        1           6         1        2        3         -        1        1       11
Representative did not        6.3%      7.2%     3.8%      4.7%      9.6%     2.3%       15.8%      2.3%     5.6%     9.4%              25.0%     2.6%     7.2%
give me the correct      
information              

The Customer Service            53        23       11         2         6        4           5         3        4        5         -        1        1       11
Representative did not        9.0%      8.3%    14.1%      3.1%     11.5%     9.1%       13.2%      6.8%    11.1%    15.6%              25.0%     2.6%     7.2%
follow-up with me        

The Customer Service            38        16       10         1         4        2           3         5        2        -         -        -        2        9
Representative did not        6.5%      5.8%    12.8%      1.6%      7.7%     4.5%        7.9%     11.4%     5.6%                                 5.1%     5.9%
follow-up with me in a   
timely manner            

Other                          346       158       35        42        30       34          23        24       19       20         1        2       27       89
                             58.9%     56.8%    44.9%     65.6%     57.7%    77.3%       60.5%     54.5%    52.8%    62.5%     33.3%    50.0%    69.2%    58.2%
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Q36c.  Would you recommend your child's health plan to your 
family or friends? 

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                2148      1023      272       247       163      168         120       118      154      128        14       11      170      583

Total Valid Responses         1595       750      186       186       132      121         100        86      111       99         9        8      130      427
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                      553       273       86        61        31       47          20        32       43       29         5        3       40      156

Definitely Yes                 993       469      117       128        86       72          60        54       68       48         7        5       83      265
                             62.3%     62.5%    62.9%     68.8%     65.2%    59.5%       60.0%     62.8%    61.3%    48.5%     77.8%    62.5%    63.8%    62.1%

Probably Yes                   539       260       58        54        44       45          33        30       36       39         2        3       45      150
                             33.8%     34.7%    31.2%     29.0%     33.3%    37.2%       33.0%     34.9%    32.4%    39.4%     22.2%    37.5%    34.6%    35.1%

Probably Not                    49        17        9         4         2        3           7         1        6        6         -        -        2        9
                              3.1%      2.3%     4.8%      2.2%      1.5%     2.5%        7.0%      1.2%     5.4%     6.1%                        1.5%     2.1%

Definitely Not                  14         4        2         -         -        1           -         1        1        6         -        -        -        3
                              0.9%      0.5%     1.1%                         0.8%                  1.2%     0.9%     6.1%                                 0.7%

TMG SUMMARY RATE -            1532       729      175       182       130      117          93        84      104       87         9        8      128      415
Definitely Yes/Probably      96.1%     97.2%    94.1%     97.8%     98.5%    96.7%       93.0%     97.7%    93.7%    87.9%    100.0%   100.0%    98.5%    97.2%
Yes                      
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Q36d.  Are you familiar with your child's health plan's 
NURSE on-call, a service that allows you to ask health 
information questions to a nurse?

                                    ===================================================== DELIVERY SYSTEM =====================================================
                                                                                                         Saint
                                                                Saint               Saint      Saint     Margaret                    St. Mary Select
                                             Wishard  Methodist Francis   ProHealth Vincent    Catherine Mercy    Saint    Community Medical  Health   Hoosier
                           Total    MDwise   MDWise   MDWise    MDWise    MDWise    MDWise     MDWise    MDWise   Anthony  Munster   Center   Network  Alliance
                          --------  -------- -------- --------- --------- -------- ----------- --------- -------- -------- --------- -------- -------- --------

Total Eligible                2148      1023      272       247       163      168         120       118      154      128        14       11      170      583

Total Valid Responses         1581       748      186       185       131      120          99        85      108      102         9        8      124      424
                            100.0%    100.0%   100.0%    100.0%    100.0%   100.0%      100.0%    100.0%   100.0%   100.0%    100.0%   100.0%   100.0%   100.0%

No Answer                      567       275       86        62        32       48          21        33       46       26         5        3       46      159

Yes                            906       417      106       127        76       69          67        41       56       59         5        2       69      229
                             57.3%     55.7%    57.0%     68.6%     58.0%    57.5%       67.7%     48.2%    51.9%    57.8%     55.6%    25.0%    55.6%    54.0%

No                             675       331       80        58        55       51          32        44       52       43         4        6       55      195
                             42.7%     44.3%    43.0%     31.4%     42.0%    42.5%       32.3%     51.8%    48.1%    42.2%     44.4%    75.0%    44.4%    46.0%

TMG SUMMARY RATE - Yes         906       417      106       127        76       69          67        41       56       59         5        2       69      229
                             57.3%     55.7%    57.0%     68.6%     58.0%    57.5%       67.7%     48.2%    51.9%    57.8%     55.6%    25.0%    55.6%    54.0%
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12. Glossary of Terms 
 
Attributes are the questions that relate to a specific service area or composite as defined by 
NCQA. 
 
Augments are stratified samples used to target specific responses in a particular segment, 
such as region, language, or member status.  These responses are for internal use only, and 
are not to be included in the HEDIS sample or reported to public entities.  Project deliverables 
for augmented samples can range from banner tables and/or a segmentation chart, to 
question summaries and finally, a complete Final Report. 
 
CAHPS® Booklet 2008 (Medicaid Child) is a collection of CAHPS® 3.0H mean Summary 
Rates for the 39 Medicaid Child (Non CCC) samples that submitted data to NCQA in 2008. 
 
Composites are the mean of the Summary Rates of attributes within a given service area as 
specified by NCQA.  Each composite category represents an overall aspect of plan quality 
and is comprised of similar questions.   
 
Confidence level is the degree of confidence, expressed as a percentage, that a reported 
number’s true value is between the lower and upper specified range. 
 
Correlation Coefficient is a statistical measure of how closely two variables or measures are 
related to each other.  Coefficients are usually reported as r values. 
 
Disposition (Disposition Category) is the final status assignment given to a member record 
within the sample.  The category signifies both the survey administration protocol used to 
complete the survey (M=Mail, and T=Phone) and the status of the record (M10= mail 
complete, T22= phone, language barrier).  All record code assignments of “10” are considered 
valid responses according to NCQA. 
 
Global Proportions are a breakout of response option results according to the Three-Point 
Score definition, shown as a percentage, not a mean score.  Refer to the Three-Point Score 
definition. 
 
Key Drivers are composites that have been found to impact overall health plan ratings or 
health care ratings among the plan members as determined by a regression analysis.   
 
NCBD is the 2008 National CAHPS® Benchmarking Database.  The NCBD data presented 
include summary-level distributions of 29 Medicaid child CAHPS 4.0 Health Plan Survey 
results from 2008. 
 
Over-sampling is sampling more the minimum required sample size. The required sample 
size for Child Medicaid plans is 1,650 in accordance with NCQA protocol.  The overall NCQA 
target number of complete responses is 411.  Therefore, plans may choose to over-sample 
their population to achieve this target number if necessary.  NCQA allows over-sampling of up 
to 30% of the database to aid plans in collecting a suitable amount of survey returns. 
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Rating questions use a scale of 0 to 10 for assessing overall experience (doctor, specialist, 
health care and health plan) with zero being the worst and 10 being the best. 
 
Significance test is a test to determine if an observed difference is too large to have occurred 
by chance alone. 
 
Summary Rates are single statistics generated for a survey question.  In general, Summary 
Rates represent the percentage of respondents who chose the most favorable response 
options (“Always” and “Usually”; “Definitely Yes”; or “8” to “10”).  Not all questions are 
assigned a Summary Rate by NCQA.   
 
The Myers Group Book of Business (calculated on a plan-level) consists of all Medicaid 
Child (Non-CCC) samples that conducted surveys with TMG, and submitted data to NCQA.  In 
2009 there are 22 samples included in the Book of Business.   
 
Three-Point Score is the result of the process of assigning a value of 1, 2, or 3 to each 
question response category and then computing a numerical average based upon the valid 
responses for each question.  The Three-Point values are assigned to question answer 
categories as follows: 
 

Response 
Choice 1 

Score 
Value 

 Response 
Choice 2 

Score 
Value 

 Response 
Choice 3 

Score 
Value 

Definitely no 1  Never 1  0-6 1 

Somewhat no 1  Sometimes 1  7 & 8 2 

Somewhat yes 2  Usually 2  9 & 10 3 

Definitely yes 3  Always 3    

 
Trending is the practice of looking at several years of data in a comparative format to identify 
trends or common links. 
 



 
 
 
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 

      
 

Managed Health Services 
of Indiana, Inc. 

CAHPS® 2009 
Medicaid Adult Survey 
Project Number: 46472 
Final Report 



 
2009 Final Report for Managed Health Services of Indiana, Inc. 
Consumer Assessment of Healthcare Providers and Systems (CAHPS®) Survey 
 

 
The Myers Group Medicaid Adult Survey – 2009  i 

Introduction 
Your Account Executive for this project is Kim Rhyne (770-978-3173, ext. 1351), and your 
Project Manager is Deborah Johnson (770-978-3173, ext. 1314).  Should you have any 
questions or comments regarding any aspect of the survey or reporting process, please feel free 
to call either your Account Executive or your Project Manager.  Additionally, Sherrelle Kyle, 
Operations Manager – Project Management, is available to address questions at 770-978-3173, 
ext. 1313. 
 
New in 2009 – Survey and Reporting Changes  
Based on analysis of the 2008 Consumer Assessment of Healthcare Providers and Systems 
(CAHPS®1) 4.0H results, the following changes have been made to the Healthcare 
Effectiveness Data and Information Set (HEDIS®)2 technical specifications, as reported in 
HEDIS 2009, Volume 3: Technical Update: 
 
 Revised Q11 for consistency with the AHRQ Health Plan Survey 4.0, Adult version. 
 

Old version  
 
In the last 12 months, when there was more than one choice for your treatment or health care, did a doctor or 
other health provider ask which choice was best for you? 
 
New version  
 
In the last 12 months, when there was more than one choice for your treatment or health care, did a doctor or 
other health provider ask which choice you thought was best for you? 

 
 There are no survey measures eligible for rotation for HEDIS 2009. 
 
 

Throughout this report, information essential for understanding the report and suggestions for 
a course of action for developing quality initiatives are identified by this symbol. 
  

 

                                                      
1 CAHPS® is a registered trademark of the Agency for Healthcare Research and Quality (AHRQ). 
2 HEDIS® is a registered trademark of the National Committee for Quality Assurance (NCQA). 
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1. Executive Summary 
The Myers Group (TMG), a National Committee for Quality Assurance (NCQA) certified HEDIS 
Survey Vendor, was selected by Managed Health Services of Indiana, Inc. to conduct its 2009 
CAHPS® 4.0H Medicaid Adult Member Satisfaction Survey.  NCQA requires health plans to 
submit CAHPS survey results in compliance with HEDIS accreditation requirements. 
 
The overall objective of the CAHPS® study is to capture accurate and complete information 
about consumer-reported experiences with health care.  Specifically, the objectives are to 
measure how well plans are meeting their members’ expectations and goals; to determine 
which areas of service have the greatest effect on members’ overall satisfaction; and to identify 
areas of opportunity for improvement, which could aid plans in increasing the quality of care 
provided. 
 
Using a mixed (mail and telephone) survey administration methodology, per NCQA protocol, the 
Myers Group collected 515 valid surveys from the eligible member population from January 
through May of 2009, yielding a response rate of 23.1%.3   
 
This report summarizes results derived from the CAHPS® 4.0H Medicaid Adult Survey as 
applied to a random sample of your health plan members and presents the findings by plan 
service area (composite) and by each individual question (attribute).  In general, satisfaction is 
presented by Summary Rates, which represent the percent of respondents who chose the most 
positive question responses as specified by NCQA.   
 
The 2009 and 2008 Summary Rate composite and rating scores for Managed Health Services 
of Indiana, Inc. are presented in the following tables.  The composites and ratings are shown for 
the Health Plan domain, the Health Care domain, and then for the Effectiveness of Care 
measures.  Included in each table is 2008 Quality Compass Medicaid Adult Public Report4 and 
significance testing.   
 
Health Plan Domain 

Composites/Ratings 
2009 

Summary 
Rates 

2008 
Summary   

Rates 
*

2008 
Quality 

Compass 
(Public 
Report) **

Rating of Health Plan (Q35) 70.1%  65.7%  71.5% 

Getting Needed Care 77.7% 78.8%  76.4% 

Customer Service 73.7%  73.5%  79.8% 
 *
**

 

indicates significant difference when compared to 2008.
indicates significant difference when compared to 2008 Quality Compass. 
 

                                                      
3 Please refer to Section 2 - Project Overview for the calculation used to determine the response rate. 
4 The 2008 Quality Compass Medicaid Public Report consists of 115 Medicaid Adult survey results, which were submitted to NCQA 
in 2008. 
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Health Care Domain 

Composites/Measures/ Ratings 
2009 

Summary 
Rates 

2008 
Summary 

Rates 
* 

2008 
Quality 

Compass 
(Public 
Report) ** 

Rating of Health Care (Q12) 69.2% 64.5%  67.4% 
Getting Care Quickly 82.7% 80.2%  80.4% 
How Well Doctors Communicate 87.3% 82.7%  86.8% 
Shared Decision Making 61.4% 58.0%  58.5% 
Health Promotion and Education (Q8) 58.2% 52.9%  56.3% 
Coordination of Care (Q20) 77.8% 71.2%  76.4% 
Rating of Personal Doctor (Q21) 75.9% 71.8%  76.2% 
Rating of Specialist (Q25) 76.0% 74.6%  75.7% 

*
**

 

indicates significant difference when compared to 2008. 
indicates significant difference when compared to 2008 Quality Compass. 
 

 
 
Effectiveness of Care Measures 

Measures 
2009 

Summary 
Rates 

2008 
Summary 

Rates 
* 

2008 
Quality 

Compass 
(Public 
Report) ** 

Advising Smokers to Quit (ASTQ) 69.7% 67.8%  69.5% 
Smoking Cessation - Medication 39.0% 40.1%  39.4% 
Smoking Cessation - Strategies 39.6% 39.8%  39.7% 
 

*
**

 

indicates significant difference when compared to 2008. 
indicates significant difference when compared to 2008 Quality Compass. 
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Noteworthy Findings  
The following analyses provide comparisons of your plan’s 2009 survey results to 2008 Quality 
Compass Medicaid Public Report, as well as to your plan’s Summary Rates from 2008: 
 
 

 
Health Plan Domain 

 
Evaluation 
Area Results 
Rating of 
Health Plan 
(Q35) 

How members rate their health plan is an important indicator of plan quality.  
On a scale of 0 to 10, 70.1% of Managed Health Services of Indiana, Inc. 
members rated their plan an 8, 9, or 10.  This score is not significantly 
different than the Quality Compass Summary Rate and ranks at the 36th 
percentile.   
 

Your plan is not significantly different when compared to your 2008 
Summary Rate of 65.7%. 
 

 
Getting 
Needed 
Care 

This composite measures the experiences members had when attempting to 
get care from doctors and specialists.  Your 2009 Summary Rate for the 
Getting Needed Care composite is 77.7%, which is not significantly different 
than Quality Compass and falls at the 49th percentile.  This composite is 
important because analysis of the 2009 TMG Book of Business shows it to 
be a Key Driver of Rating of Health Plan.  
 
Your 2009 Summary Rate shows no significant difference when compared 
to your 2008 Summary Rate of 78.8%. 
  
 

Customer 
Service 

This composite is another Key Driver of Rating of Health Plan. It measures 
the member’s experiences with getting information and treatment by 
customer service staff.  Your 2009 Customer Service composite Summary 
Rate is 73.7%.  When compared to Quality Compass, Managed Health 
Services of Indiana, Inc.’s Customer Service Summary Rate is not 
significantly different and ranks at the 16th percentile.   
 

When compared to your 2008 score of 73.5%, your plan’s Summary Rate 
has not changed significantly. 
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Health Care Domain 
 

Evaluation 
Area Results 
Rating of 
Health Care 
(Q12)  

This survey item gives members an opportunity to rate all the health care 
they have received in the last six months.  The percentage of respondents 
that rate their health care an 8, 9, or 10 is 69.2%.  This score is not 
significantly different when compared to other plans in Quality Compass.  
Additional comparison to Quality Compass shows this score is at the 65th 
percentile. 
 

A comparison of your current Summary Rate of 69.2% to your 2008 score 
of 64.5% shows no significant difference. 
 
 

Getting Care 
Quickly 

This composite measures members’ experiences with receiving care and 
getting appointments in a reasonable time.  Your 2009 Getting Care 
Quickly composite Summary Rate is 82.7%.  When compared to the 
Quality Compass mean, your plan’s Summary Rate is not significantly 
different and falls at the 65th percentile.   
 

A comparison to your 2008 score of 80.2% shows no significant 
differences. 
 

How Well 
Doctors 
Communicate 

TMG analysis of our current Book of Business shows this composite has 
the greatest impact on members’ ratings of their health care, as well as 
their ratings of doctors.  It measures how well providers listen, explain, 
spend enough time with members, and show respect for what members 
have to say.  The Summary Rate indicates that 87.3% of members are 
always or usually satisfied, indicating a high level of effective 
communication between members and their doctors.  This score is not 
significantly different than Quality Compass and ranks at the 47th 
percentile. 
 

Your plan Summary Rate shows no significant difference when compared 
to your 2008 Summary Rate of 82.7%. 
 
 

Shared 
Decision 
Making 

Managed Health Services of Indiana, Inc.’s survey results show that 61.4% 
of members feel that their doctors or health care providers definitely 
discussed options and asked their opinions regarding those options.  
These results are not significantly different than the 2008 Quality Compass 
average Summary Rate.  A comparison to all plans in Quality Compass 
reveals your Summary Rate is at the 74th percentile. 
 

Compared to your revised 2008 composite Summary Rate of 58.0%, your 
score has not changed significantly. 
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Health Care Domain 

 
Evaluation 
Area Results 
Health 
Promotion 
and 
Education 
(Q8) 

This measure gauges the member’s opinion of how often their doctors or 
health care providers discussed specific ways to prevent illnesses.  
Managed Health Services of Indiana, Inc.’s Summary Rate of 58.2% is not 
significantly different when compared to Quality Compass, placing it at the 
68th percentile. 
 

A comparison to your 2008 Summary Rate of 52.9% indicates no 
significant difference in score.  
 
 

Coordination 
of Care (Q20) 

Your Summary Rate indicates 77.8% of respondents feel their doctor was 
always or usually informed and up-to-date about their care, which is not 
significantly different than the Quality Compass benchmark.  Compared to 
all other Medicaid adult plans in Quality Compass, this score is at the 57th 
percentile. 
 

When compared to last year’s results of 71.2%, your current score shows 
no significant change in Summary Rate. 
 
 

Rating of 
Personal 
Doctor (Q21) 

Analysis of our current Book of Business reveals this survey item is highly 
correlated to overall rating of health care (Q12).  Therefore, high Summary 
Rates in this measure should reflect highly in health care satisfaction.  
Your current Summary Rate of 75.9% is not significantly different from the 
Quality Compass mean and ranks at the 39th percentile. 
 

Your 2009 score is not significantly different when compared to last year’s 
Summary Rate of 71.8%. 
 

 
Rating of 
Specialist 
(Q25) 

Managed Health Services of Indiana, Inc.’s rating of specialist (76.0%) is 
not significantly different when compared to Quality Compass, and ranks at 
the 48th percentile. 
 

When compared to last year’s results (74.6%), your Summary Rate for this 
survey item has shown no significant change in score. 
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Effectiveness of Care Measures 

 
 Note: The Summary Rate for these measures is the rolling average of your current data and 

your 2008 data. 
 

Evaluation 
Area Results 

Advising 
Smokers to 
Quit (ASTQ) 

According to survey results, 41.8% of your members indicated they are 
current smokers (Q37).  Among those smokers, 69.7% stated that their 
doctor had advised them to quit smoking on at least one occasion in the 
past six months.  This score is not significantly different than the 2008 
Quality Compass mean, with your score ranking at the 45th percentile. 
 

A side-by-side comparison of last year’s Summary Rate of 67.8% to this 
year’s score of 69.7% indicates no significant difference. 
 

 
Smoking 
Cessation - 
Medication 

Among your current smoking members, 39.0% reported their doctor had 
discussed medications as a method to quit smoking. This Summary Rate is 
not significantly different than Quality Compass mean, appearing at the 
46th percentile. 
 

A comparison to last year’s Summary Rate of 40.1% reveals no significant 
difference in score. 
 
 

Smoking 
Cessation - 
Strategies 

Among Managed Health Services of Indiana, Inc.’s current smoking 
members, 39.6% indicated their doctor recommended or discussed 
methods and strategies (other than medication) to assist in smoking 
cessation, which is not significantly different than the Quality Compass 
Summary Rate and falls at the 50th percentile. 
 

Investigating your 2008 Summary Rate of 39.8% reveals this year there 
have been no significant changes in this survey measure. 
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Accreditation for 2009 Scoring 
NCQA requires health plans to submit specified HEDIS measures and HEDIS/CAHPS® 4.0H 
survey results. NCQA determines the HEDIS/CAHPS® 4.0H results portion of the score by 
comparing the plan’s Three-Point Scores to national benchmarks (the 90th percentile of national 
results) and to national thresholds (the 75th, 50th, and 25th percentiles).  NCQA does not take 
into account regional thresholds for CAHPS® measures due to the fact that variations in the data 
are not significant by region. The Rating of Health Plan measure receives double the points of 
other CAHPS® measures.   
 
To receive points toward accreditation scoring, measures submitted by the MCO must receive a 
reportable rate from an NCQA-Certified HEDIS Compliance auditor; otherwise, the points for 
that measure are redistributed among the remaining required measures.  Plans must undergo 
the Accreditation process every three years.  While plans are required to submit CAHPS data 
every year, they are measured according to the Standards and Guidelines that were in place at 
the time of their last full Accreditation.     
 
The table below shows the results for your plan.  The second column represents the 
approximate threshold your plan achieved when compared to the benchmark.  The third and 
fourth columns show the point distribution broken out by year of plan accreditation. 
 

(Out of possible 13.00 in ’09/’08 and 12.70 in ‘07) 
 
Note:  If a plan receives an NA (indicating the denominator was less than 100), or NB (indicating 
the organization did not offer the health benefit required by the measure), the points for that 
measure are redistributed among the remaining required measures. An organization that has 
more than four CAHPS NAs or exceeds the total of six NA results between HEDIS/Clinical and 
CAHPS for each product line is scored based on the Standards score only, and the 
accreditation status is capped at Commendable. 
 

NCQA assigns points based upon a plan’s ability to meet or exceed thresholds calculated to the thousandths.  The 
thresholds shown on Page 5D (and made available to the public) are shown only to the hundredths and do not represent 
the final threshold used to determine the distribution of points for accreditation.  Therefore, plan percentile thresholds, as 
well as points earned, are approximations only. 

 

Composite/Rating Item 
Approximate 

Plan Percentile 
Threshold 

Points Awarded per 
Accreditation Year 

2009 or 2008 2007 

Getting Needed Care 50th 0.982 0.960 

Getting Care Quickly 75th 1.271 1.242 

How Well Doctors Communicate 75th 1.271 1.242 

Customer Service 25th 0.578 0.564 

Rating of Health Care (Q12) 90th 1.444 1.411 

Rating of Personal Doctor (Q21) 75th 1.271 1.242 

Rating of Specialist (Q25) 75th 1.271 1.242 

Rating of Health Plan (Q35) 50th 1.964 1.920 

Approximate Points Earned  10.052 9.823 
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Key Drivers of Health Plan Rating  
Some composites will impact the Rating of Health Plan (Q35) satisfaction among your health 
plan members more than others and are considered Key Drivers.  Key Drivers are those health 
plan service areas that are positively tied to the overall rating of the health plan.  A regression 
analysis was performed using the 2009 TMG Medicaid Adult Book of Business.  This analysis 
measures the relationship between each composite area and the overall health plan rating.  It is 
used to determine which areas of service have the greatest effect on members’ overall 
satisfaction, which helps plans to develop a strategy to focus attention on those key areas.  
 
Two composites have been identified as Key Drivers of Rating of Health Plan based on the 
regression analysis: Customer Service and Getting Needed Care.  Depending on your health 
plan’s composite percentile ranking when compared to 2008 Quality Compass Medicaid Public 
Report, the following Opportunity Analysis is provided for use in developing your quality 
initiatives. 
 
Opportunity Analysis for Managed Health Services of Indiana, Inc. 
Strengths - Key Drivers of health plan satisfaction with Summary Rates at or above the 75th 
percentile when compared to 2008 Quality Compass Medicaid Public Report should be 
marketed and maintained. 
 
Opportunities - Key Drivers of health plan satisfaction with Summary Rates that fall below the 
50th percentile when compared to 2008 Quality Compass Medicaid Public Report should be 
investigated and improved upon. 
 
Areas to Monitor - Key Drivers of health plan satisfaction with Summary Rates between the 50th 
and 75th percentile when compared to 2008 Quality Compass Medicaid Public Report should be 
monitored, as they do have a significant impact on members’ overall ratings of their health plan. 
  
Key Drivers of  
Health Plan Rating   Percentile Ranking Opportunity Analysis 

Customer Service 16th Opportunity 

Getting Needed Care 49th Opportunity 
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Key Drivers of Health Care Rating  
How members rate their health care (Q12) is an important measure of quality, as it gives 
members an opportunity to rate all of the health care they have received in the last six months. 
The health care rating provides feedback to health plans to help improve their members’ quality 
of care.  TMG performed a regression analysis on the results from plans represented in the 
2009 TMG Medicaid Adult Book of Business to determine the Key Drivers for the Rating of 
Health Care.  
 
Three composites have been identified as Key Drivers for the Rating of Health Care based on 
the regression analysis: How Well Doctors Communicate, Shared Decision Making and Getting 
Needed Care.  The Rating of Health Care is also highly correlated with the Rating of Personal 
Doctor (Q21). 
 
Opportunity Analysis for Managed Health Services of Indiana, Inc. 
Strengths - Key Drivers of health care satisfaction with Summary Rates at or above the 75th 
percentile when compared to 2008 Quality Compass Medicaid Public Report should be 
marketed and maintained. 
 
Opportunities - Key Drivers of health care satisfaction with Summary Rates that fall below the 
50th percentile when compared to 2008 Quality Compass Medicaid Public Report should be 
investigated and improved upon. 
 
Areas to Monitor - Key Drivers of health care satisfaction with Summary Rates between the 50th 
and 75th percentile when compared to 2008 Quality Compass Medicaid Public Report should be 
monitored, as they do have a significant impact on members’ overall ratings of their health care. 
  
Key Drivers of  
Health Care Rating   Percentile Ranking Opportunity Analysis 

How Well Doctors Communicate 47th Opportunity 

Shared Decision Making 74th Monitor 

Getting Needed Care 49th Opportunity 
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Key Drivers of Personal Doctor Rating 
A positive relationship between doctor and patient is an important part of health care.  Question 
21 gives members an opportunity to rate their personal doctor. Ratings can be influenced by a 
number of factors.  TMG performed a regression analysis on the results from plans represented 
in the 2009 TMG Medicaid Adult Book of Business to determine the Key Drivers for the Rating 
of Personal Doctor.  
 
Two composites have been identified as Key Drivers for the Rating of Personal Doctor based on 
the regression analysis: How Well Doctors Communicate and Coordination of Care.   
 
Opportunity Analysis for Managed Health Services of Indiana, Inc. 
Strengths - Key Drivers of doctor satisfaction with Summary Rates at or above the 75th 
percentile when compared to 2008 Quality Compass Medicaid Public Report should be 
marketed and maintained. 
 
Opportunities - Key Drivers of doctor satisfaction with Summary Rates that fall below the 50th 
percentile when compared to 2008 Quality Compass Medicaid Public Report should be 
investigated and improved upon. 
 
Areas to Monitor - Key Drivers of doctor satisfaction with Summary Rates between the 50th and 
75th percentile when compared to 2008 Quality Compass Medicaid Public Report should be 
monitored, as they do have a significant impact on members’ ratings of their personal doctor. 
 
 
Key Drivers of  
Personal Doctor Rating   Percentile Ranking Opportunity Analysis 

How Well Doctors Communicate 47th Opportunity 

Coordination of Care 57th Monitor 
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2. Methodology 
The CAHPS® 4.0H protocol allows plans to select one of two options for survey administration: 
1) a 5-wave mail-only methodology or 2) a mixed methodology (mail and telephone), which 
includes four waves of mail (two questionnaire mailings and two reminder post cards) with a 
telephone follow-up of at least three attempts.  Managed Health Services of Indiana, Inc. 
chose a mixed (mail and telephone) survey administration methodology.  

 
Response Rate 
The required sample size is 1,350 in accordance with NCQA protocol for adult Medicaid plans, 
although plans may choose to over-sample or augment5 their population if desired.  Your 
plan’s sample size is 2,430.  The Myers Group collected 515 valid surveys from the eligible 
member population from January through May of 2009.  After adjusting for ineligible members, 
your survey response rate is 23.1%.   
 
The Myers Group collected your health plan’s 515 valid surveys via the mixed collection 
method (272 Mail and 243 Telephone).  The overall NCQA target number of valid surveys is 
411. 
 
A response rate is only calculated for those members who were eligible and able to respond.  
According to NCQA protocol, ineligible members include those who are deceased, do not 
meet the eligible population criteria, have a language barrier, or are either mentally or 
physically incapacitated.  Non-respondents include those members who have refused to 
participate in the survey, could not be reached due to a bad address or telephone number, or 
members that reached a maximum attempt threshold and were unable to be contacted during 
the survey time period.   
 
The table below shows the total number of members in the sample that fell into each of the 
various disposition categories.  Depending upon the survey protocol, some of the groupings 
below may not apply. 
 

Disposition Group Disposition Category N 

Ineligible 

Deceased  (M20/T20) 2 

Does not meet eligibility criteria  (M21/T21) 173 

Language barrier  (M22/T22) 18 

Mentally/physically incapacitated  (M24/T24) 7 

Total Ineligible 200 

Non-response 

Bad address/phone (M23/T23) 175 

Refusal  (M32/T32) 185 

Maximum attempts made  (M33/T33) 1355 

Total Non-response 1715 

 
 
 

                                                      
5 Although plans may choose to augment their population, augments are not included in the Response Rate calculation or survey 
disposition groupings. 
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Ineligible members are subtracted from the sample size when computing a response rate as 
shown below. 
 

Completed surveys 
=  Response Rate 

Sample size – Ineligible members 
 
Using the final figures from Managed Health Services of Indiana, Inc.’s Medicaid Adult survey, 
the numerator and denominator used to compute your response rate are presented below. 
 

272 (Mail) + 243 (Phone)  
=

515 
= 23.1% 

2,430 (Sample) – 200 (Ineligible) 2,230 
 
Refer to the Technical Notes for the protocol used to calculate the response rate and 
administer the survey. 
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Profile of Survey Respondents  
The demographic characteristics of respondents surveyed should be representative of your 
member population.  The Myers Group follows NCQA protocol to help achieve a 
representative sample of your plan’s member population.  Page 2A shows the percentage of 
respondents by demographic category (gender, age, education, health status, and 
race/ethnicity) within your respondent group.  
 
Page 2B provides the percentage of respondents by demographic category compared to the 
2009 TMG Medicaid Adult Book of Business and 2008 Quality Compass - Medicaid (Public 
Report) measures. The demographic makeup of your plan’s member base may not mirror the 
“average” plan; therefore, caution is recommended when making comparisons to benchmark 
data. Page 2C provides the percentage of respondents by demographic category compared to 
your plan’s 2008 and 2007 demographics. To help you identify how your plan’s population 
compares to other plans and to previous data, significant differences are determined by a z-
test for statistical significance and then highlighted.  (Refer to the Technical Notes for more 
information on this topic.) 
 
 Demographic comparisons (TMG Book of Business): Page 2B shows there are 

significant differences between your plan and the 2009 TMG Book of Business in the 
following demographic categories: Gender, Age, Race/Ethnicity, Education.  

 
 Demographic comparisons (Quality Compass-Medicaid): Page 2B shows there are 

significant differences between your plan and Quality Compass 2008 in the following 
demographic categories: Gender, Age, Race/Ethnicity, Education and Health Status.  

 
 Demographic comparisons (Trending): Page 2C shows there have been significant 

changes between your 2009 population and that of 2008 in the following demographic 
category: Health Status.  

 
Through years of experience and analysis of our books of business, The Myers Group has 
observed that the demographics of a response group may have an effect on the overall 
satisfaction results.  For example, higher satisfaction ratings are usually given by members 
who are older and report better health status. In contrast, members who are more educated 
tend to give lower ratings of overall satisfaction.   A larger proportion of these types of 
respondents (i.e., older, better health status, more educated) could affect your plan’s 
satisfaction scores.  A comprehensive detail of demographic results for your plan is presented 
in Segmentation Analysis – Section 7. 
 
 
 
Charts 2A – 2C 
 

 



Profile of Survey Respondents Managed Health Services of Indiana, Inc.

Survey Demographic Comparisons Medicaid Adult CAHPS® 

515  Total Respondents

18 - 34
69.5%

35 - 44
19.4%

45 - 54
8.8%

55 or older
2.2%

AGE

Male
14.7%

Female
85.3%

GENDER

Some 
College

College 
Graduate or 

more
1.6%

EDUCATION

Fair/Poor
27.6%

HEALTH STATUS*

* Health status is defined by member.

** Race and Ethnicity are separate questions and respondents may chose more than one 
race option, therefore figures will not equal 100%.  "Other" includes respondents who 
answered "Other."

HS 
Graduate or 

less
70.3%

College
28.1%

Excellent/ 
Very good

36.4%

Good
36.0%

27.6%

0% 25% 50% 75% 100%

White

Black/African-American

Hispanic/Latino

Asian

Hawaiian/Pacific Is.

Am. Indian /Alaskan 

Other

74.0%

24.0%

4.1%

1.0%

0.0%

2.2%

3.6%

RACE/ETHNICITY**
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Profile of Survey Respondents Managed Health Services of Indiana, Inc.

Benchmark Comparisons Medicaid Adult CAHPS® 

 

515  Total Respondents

Managed 
Health 

Services of 
Indiana, Inc.

TMG Book of 
Business*

QC 2008 
(Public 

Report)*

2009 2009 2008 Plan to TMG Plan to QC

Gender Male 14.7% 27.1% 26.3% ↓ ↓
Female 85.3% 72.9% 73.7% ↑ ↑

Age 18 - 34 69.5% 41.3% 40.8% ↑ ↑
35 - 44 19.4% 19.2% 20.6% ↔ ↔
45 - 54 8.8% 20.3% 19.8% ↓ ↓
55 or older 2.2% 19.2% 18.8% ↓ ↓

Race/Ethnicity*** White 74.0% 59.7% 53.6% ↑ ↑
Black/African-American 24.0% 28.1% 24.5% ↓ ↔
Hispanic/Latino 4.1% 19.8% 16.1% ─ ─
Asian 1.0% 3.8% 3.6% ↓ ↓
Hawaiian/Pacific Is. 0.0% 0.8% 1.2% ─ ↓
Am. Indian/Alaskan 2.2% 3.0% 2.9% ↔ ↔
Other 3.6% 11.0% 9.7% ↓ ↓

Education High School Graduate or less 70.3% 66.4% 68.9% ↔ ↔
Some College 28.1% 26.0% 25.4% ↔ ↔
College Graduate or more 1.6% 7.6% 5.7% ↓ ↓

Health Status Excellent/Very good 36.4% 37.3% 33.7% ↔ ↔
Good 36.0% 32.0% 31.5% ↔ ↑
Fair/Poor 27.6% 30.6% 34.8% ↔ ↓

Demographic Category
Significance Testing**

* The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted data to NCQA. NCQA 2008 Quality 
Compass® (Public-Report) is the mean of 115 plan-specific samples that submitted to NCQA in 2008 and publicly reported.  Refer to the Technical Notes for more information.

***Race and Ethnicity are separate questions and respondents may chose more than one race option, therefore figures will not equal 100%.  "Other" includes respondents who answered 
"Other."

**  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to 

benchmarks;  ↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All 
significance testing is performed at the 95% significance level.
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Profile of Survey Respondents Managed Health Services of Indiana, Inc.

Demographic Trending Medicaid Adult CAHPS® 

515  Total Respondents Current

since 
2008

since 
2007 

Gender Male 14.7% 14.7% 9.0% ↔ ↑
Female 85.3% 85.3% 91.0% ↔ ↓

Age 18 - 34 69.5% 65.3% 64.3% ↔ ↔
35 - 44 19.4% 24.2% 23.4% ↔ ↔
45 - 54 8.8% 8.8% 10.1% ↔ ↔
55 or older 2.2% 1.6% 2.3% ↔ ↔

Race/Ethnicity** White 74.0% 79.2% 76.4% ↔ ↔
Black/African-American 24.0% 20.0% 20.0% ↔ ↔
Hispanic/Latino 4.1% 4.8% 4.4% ↔ ↔
Asian 1.0% 0.4% 0.5% ─ ─
Other 5.8% 6.9% 4.9% ↔ ↔

Education High School Graduate or less 70.3% 71.1% 69.5% ↔ ↔
Some College 28.1% 26.8% 26.3% ↔ ↔
College Graduate or more 1.6% 2.1% 4.3% ↔ ↓

Health Status Excellent/Very good 36.4% 34.9% 37.2% ↔ ↔
Good 36.0% 31.0% 32.5% ↔ ↔
Fair/Poor 27.6% 34.1% 30.3% ↓ ↔

20072008Category

*  Significance Testing - "↓" denotes significant decrease when compared to previous years.  "↑" denotes significant increase when compared to previous years.  
"↔" denotes that there was no significant difference between the  percentages.  "─" denotes that there was insufficient sample size to conduct the statistical test.  
All significance testing is performed at the 95% significance level.

** Race and Ethnicity are separate questions and respondents may chose more than one race option, therefore figures will not equal 100%.  "Other" includes 
respondents who answered "Other."

Significance 
Testing*

Demographic 2009
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3. Trend Comparisons 
The CAHPS® 4.0H survey is designed to use composite scores to facilitate the aggregation of 
information and the communication of results.  Questions are combined into composite 
categories comprising a particular service area managed by your plan.  These composites, 
the questions that make up composites (attributes), additional measures, and rating questions 
are shown on the following trend pages.   Trending to 2008, 2007, and 2006 data is also 
shown when available. 
 
Page 3A Trend Comparisons 

Shows how your health plan’s 2009 composite and key question Summary 
Rates compare to your scores from 2008, 2007, and 2006.  Significant 
differences are highlighted. 

 
Pages 3B-3D Drill-Down of Trend Comparisons  

Show a graphical presentations of a year-to-year comparisons of response 
options for composites and key questions. Pages 3B-3C show composites and 
single question measures. Page 3D shows rating questions. 

 
 

 
 
 
Charts 3A – 3D 
 
 
 

Due to significant differences between the CAHPS® 4.0H and CAHPS® 3.0H surveys (used in 2006), many 
questions and composites are not trendable to data from 2006.  The following composites and measures are 
affected: Getting Needed Care, Customer Service, Shared Decision Making, Health Promotion and Education, 
and Coordination of Care.    



Trend Comparisons Managed Health Services of Indiana, Inc.

Composites and Key Questions of Member Satisfaction Medicaid Adult CAHPS® 

515  Total Respondents

Valid 
n

Summary 
Rate* 

Valid 
n 

Summary 
Rate* 

Valid 
n 

Summary 
Rate* 

Valid 
n 

Summary 
Rate* 

since 
2008

since 
2007

since 
2006

Getting Needed Care 246 77.7% 260 78.8% 210 80.8% ↔ ↔

Q23. Ease of getting appointment with a specialist 166 80.1% 189 79.9% 139 82.0% ↔ ↔
Q27. Getting care, tests, or treatments necessary 246 75.2% 260 77.7% 210 79.5% ↔ ↔

Getting Care Quickly
370

82.7%
389

80.2%
311

81.2%
168

79.4% ↔ ↔ ↔

Q4. Obtaining needed care right away 217 83.4% 248 77.8% 197 82.7% 108 79.6% ↔ ↔ ↔

Q6.
Obtaining care when needed, not when 
needed right away

370 81.9% 389 82.5% 311 79.7% 168 79.2% ↔ ↔ ↔

How Well Doctors Communicate
317

87.3%
370

82.7%
271

84.2%
191

83.4% ↔ ↔ ↔

Q15.
Doctors explaining things in an understandable 
way

317 88.3% 370 84.9% 271 86.3% 191 86.4% ↔ ↔ ↔

Q16. Doctors listening carefully to you 315 87.9% 368 82.3% 270 83.0% 190 83.2% ↑ ↔ ↔

Q17.
Doctors showing respect for what you had to 
say

315 90.2% 366 83.6% 267 85.8% 188 85.6% ↑ ↔ ↔

Q18. Doctors spending enough time with you 315 82.9% 368 79.9% 270 81.9% 190 78.4% ↔ ↔ ↔

Customer Service 105 73.7% 107 73.5% 85 66.8% ↔ ↔

Q31. Getting information/help from customer service 105 63.8% 105 63.8% 84 57.1% ↔ ↔

Q32. 
Treated with courtesy and respect by customer 
service staff 

104 83.7% 107 83.2% 85 76.5% ↔ ↔

Shared Decision Making 194 61.4% 201 58.0% 144 58.6% ↔ ↔

Q10.
Health provider talked about pros and cons of 
choice of treatment

192 62.5% 199 60.8% 144 59.7% ↔ ↔

Q11.
Doctor/provider asked which choice you 
thought was best for you

194 60.3% 201 55.2% 139 57.6% ↔ ↔

373 58.2% 401 52.9% 329 52.0% ↔ ↔

167 77.8% 198 71.2% 151 78.1% ↔ ↔

Rating of Health Care  (Q12) 370 69.2% 403 64.5% 322 64.3% 189 68.3% ↔ ↔ ↔

Rating of Personal Doctor  (Q21) 407 75.9% 432 71.8% 334 72.2% 203 72.9% ↔ ↔ ↔

Rating of Specialist  (Q25) 154 76.0% 173 74.6% 139 78.4% 82 74.4% ↔ ↔ ↔

Rating of Health Plan  (Q35) 498 70.1% 470 65.7% 392 65.6% 243 65.0% ↔ ↔ ↔

Effectiveness of Care Measures                                                                                                     

412 69.7% 388 67.8% 269 65.1% 179 69.8% ↔ ↔ ↔

405 39.0% 384 40.1% 267 30.7% 178 21.3% ↔ ↑ ↑

407 39.6% 379 39.8% 264 31.8% 179 29.1% ↔ ↑ ↑

2008 2006 (3.0H)2007

Advising Smokers to Quit (ASTQ) 

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages.  The Summary Rates for 
Effectiveness of Care Measures are calculated on a two-year rolling average due to anticipated small denominators.  Refer to the Technical Notes for more information.  

**  Significance Testing - ↓ denotes significant decrease when compared to previous years;  ↑ denotes significant increase when compared to previous years;  ↔ denotes that there was 
no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is performed at the 95% 
significance level.

Smoking Cessation - Medication

Not Trendable

Not Trendable

Significance Testing **

Q20-Coordination of Care  

Smoking Cessation - Strategies

Q8-Health Promotion and Education 

Composites and Key Questions

2009

Current
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Drill-Down of Trend Comparisons Managed Health Services of Indiana, Inc.
Composites of Member Satisfaction Medicaid Adult CAHPS® 

515  Total Respondents

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% Always 56.8% 50.2% 49.0% ↔ ↔
% Usually 24.0% 28.6% 28.7% ↔ ↔
% Never/Sometimes 19.2% 21.2% 22.3% ↔ ↔

Getting Needed Care

Significance Test*

Not Trendable

19.2% 21.2% 22.3%

24.0% 28.6% 28.7%

56.8% 50.2% 49.0%

0%

20%

40%

60%

80%

100%

2007 2008 2009

Getting Needed Care 

Always

Usually

Never/ Sometimes

50.5% 55.1% 55.7% 55.1%

40%

60%

80%

100%

Getting Care Quickly 

Always

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% Always 50.5% 55.1% 55.7% 55.1% ↔ ↔ ↔
% Usually 28.9% 26.1% 24.5% 27.6% ↔ ↔ ↔
% Never/Sometimes 20.6% 18.8% 19.8% 17.3% ↔ ↔ ↔

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% Always 61.7% 67.5% 61.8% 70.0% ↔ ↔ ↑
% Usually 21.7% 16.7% 20.9% 17.3% ↔ ↔ ↔
% Never/Sometimes 16.6% 15.8% 17.3% 12.7% ↔ ↔ ↔

How Well Doctors Communicate

Significance Test*

*  Significance Testing - ↓ denotes significant decrease when compared to previous years;  ↑ denotes significant increase when compared to previous years;  ↔ denotes that 
there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is 
performed at the 95% significance level.

Getting Care Quickly

Significance Test*

20.6% 18.8% 19.8% 17.3%

28.9% 26.1% 24.5% 27.6%

0%

20%

40%

2006 2007 2008 2009

Usually

Never/ Sometimes

16.6% 15.8% 17.3% 12.7%

21.7% 16.7% 20.9% 17.3%

61.7% 67.5% 61.8% 70.0%

0%

20%

40%

60%

80%

100%

2006 2007 2008 2009

How Well Doctors Communicate 

Always

Usually

Never/ Sometimes
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Drill-Down of Trend Comparisons Managed Health Services of Indiana, Inc.
Composites of Member Satisfaction Medicaid Adult CAHPS® 

515  Total Respondents

2006 (3.0H) 2007 2008 2009 since 
2006

since 
2007

since 
2008

% Always 46.7% 47.1% 52.7% ↔ ↔
% Usually 20.1% 26.4% 21.1% ↔ ↔
% Never/Sometimes 33.2% 26.5% 26.3% ↔ ↔

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% Definitely yes 58 6% 58 0% 61 4% ↔ ↔
Shared Decision Making

Significance Test*

Not Trendable

Customer Service

Significance Test*

33.2% 26.5% 26.3%

20.1% 26.4% 21.1%

46.7% 47.1% 52.7%

0%

20%

40%

60%

80%

100%

2007 2008 2009

Customer Service 

Always

Usually

Never/ Sometimes

9.5% 7.7% 7.2%

31.8% 34.2% 31.4%

58.6% 58.0% 61.4%

0%

20%

40%

60%

80%

100%

2007 2008 2009

Shared Decision Making 

Definitely yes

Somewhat yes

Somewhat no/ Definitely no

% Definitely yes 58.6% 58.0% 61.4% ↔ ↔
% Somewhat yes 31.8% 34.2% 31.4% ↔ ↔
% Somewhat no/ Definitely no 9.5% 7.7% 7.2% ↔ ↔

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% Always 30.7% 34.9% 33.5% ↔ ↔
% Usually 21.3% 18.0% 24.7% ↔ ↑
% Never/Sometimes 48.0% 47.1% 41.8% ↔ ↔

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% Always 53.0% 48.0% 61.7% ↔ ↑
% Usually 25.2% 23.2% 16.2% ↓ ↔
% Never/Sometimes 21.9% 28.8% 22.2% ↔ ↔
*  Significance Testing - ↓ denotes significant decrease when compared to previous years;  ↑ denotes significant increase when compared to previous years;  ↔ denotes 
that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is 
performed at the 95% significance level.

Not Trendable

Not Trendable

Health Promotion and Education (Q8)

Significance Test*

Not Trendable

Coordination of Care (Q20)

Significance Test*

21.9% 28.8% 22.2%

25.2% 23.2%
16.2%

53.0% 48.0% 61.7%

0%

20%

40%

60%

80%

100%

2007 2008 2009

Coordination of Care  ‐ Q20 

Always

Usually

Never/ Sometimes

48.0% 47.1% 41.8%

21.3% 18.0% 24.7%

30.7% 34.9% 33.5%

0%

20%

40%

60%

80%

100%

2007 2008 2009

Health Promotion and Education  ‐ Q8 

Always

Usually

Never/ Sometimes
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Drill-Down of Trend Comparisons Managed Health Services of Indiana, Inc.
Global Ratings of Member Satisfaction Medicaid Adult CAHPS® 

515  Total Respondents

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% 9-10 48.1% 44.4% 43.9% 48.9% ↔ ↔ ↔
% 7-8 30.2% 30.4% 32.8% 33.8% ↔ ↔ ↔
% 0-6 21.7% 25.2% 23.3% 17.3% ↔ ↓ ↓

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% 9-10 51.7% 59.3% 56.5% 59.0% ↔ ↔ ↔
% 7-8 29.1% 19.8% 22.0% 26.0% ↔ ↑ ↔

Rating of Personal Doctor (Q21)

Significance Test*

Rating of Health Care (Q12)

Significance Test*

21.7% 25.2% 23.3% 17.3%

30.2% 30.4% 32.8% 33.8%

48.1% 44.4% 43.9% 48.9%

0%

20%

40%

60%

80%

100%

2006 2007 2008 2009

Rating of Health Care ‐ Q12 

9‐10

7‐8

0‐6

19.2% 21.0% 21.5% 15.0%

29.1% 19.8% 22.0% 26.0%

51.7% 59.3% 56.5% 59.0%

0%
20%

40%

60%

80%

100%

2006 2007 2008 2009

Rating of Personal Doctor ‐ Q21 

9‐10

7‐8

0‐6

% 0-6 19.2% 21.0% 21.5% 15.0% ↔ ↓ ↓

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% 9-10 57.3% 57.6% 59.5% 60.4% ↔ ↔ ↔
% 7-8 23.2% 28.8% 22.0% 24.7% ↔ ↔ ↔
% 0-6 19.5% 13.7% 18.5% 14.9% ↔ ↔ ↔

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% 9-10 44.9% 48.0% 49.6% 51.2% ↔ ↔ ↔
% 7-8 33.7% 26.8% 27.4% 30.3% ↔ ↔ ↔
% 0-6 21.4% 25.3% 23.0% 18.5% ↔ ↓ ↔
*  Significance Testing - ↓ denotes significant decrease when compared to previous years;  ↑ denotes significant increase when compared to previous years;  ↔ denotes 
that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is 
performed at the 95% significance level.

Rating of Health Plan (Q35)

Significance Test*

Rating of Specialist (Q25)

Significance Test*

19.5% 13.7% 18.5% 14.9%

23.2% 28.8% 22.0% 24.7%
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4. Benchmark Comparisons 
Quality Compass data is used as a benchmark for comparison to see how well your plan 
performs in comparison to those plans that submitted their data to NCQA in 2008.  
Additionally, a comparison to TMG’s 2009 Medicaid Adult Book of Business is provided. 
 
Your plan’s 2009 member satisfaction summary data, as well as several benchmarks for 
comparison, are all organized into the following charts. 
 
Page 4A 2008 Quality Compass (Medicaid Adult Public Report) Percentiles 

Shows how your health plan’s composite and key question Summary Rates 
compare to the mean and percentile (25th, 50th, 75th, and 90th) scores 
generated from the 115 plan-specific Medicaid adult samples nationwide who 
chose to report their plan-level scores publicly.  Your plan’s percentile ranking 
is shown beside each score.  

 
Page 4B 2009 TMG Medicaid Adult Book of Business Percentiles 

Shows how your health plan’s composite and key question Summary Rates 
compare to the mean and percentile (25th, 50th, 75th, and 90th) scores 
generated from the 36 plan-specific Medicaid adult samples contracted with 
TMG to administer the CAHPS 4.0H survey and to submit data to NCQA in 
2009.  Your plan’s percentile ranking is shown beside each score.  
Historically the average difference between TMG Book of Business mean 
Summary Rates and Quality Compass Public Report has been less than one 
percent. 
 

Page 4C 2009 TMG Book of Business and 2008 Quality Compass (Public Report and 
All Plans) Summary Rate Comparison 
Page 4C shows how your health plan’s composite and key question 
Summary Rates compare to the mean scores of the 2009 TMG Book of 
Business and 2008 Quality Compass (Public Report and All Plans).  The 
Public Report benchmark includes the 115 Medicaid adult plans that 
submitted to NCQA and chose to report their plan-level scores publicly.  The 
All Plans benchmark includes approximately 177 samples of Medicaid adult 
plans that submitted to NCQA. Significant differences are highlighted. 

 
Page 4D 2008 National CAHPS® Benchmarking Database (NCBD) 

Shows how your health plan’s composite and key question Summary Rates 
compare to the NCBD Benchmark. Note: NCBD Summary Rate definitions 
are not the same as NCQA Summary Rate definitions.  Your plan’s Summary 
Rate has been recalculated on this page to match NCBD Summary Rate 
definitions. The NCBD Summary Rate definitions are shown in the second 
column of this table. The NCBD data presented includes the summary-level 
distributions of 120 Medicaid Adult CAHPS® 4.0 Health Plan Survey results 
from 2008. 
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A brief description of each benchmark, as well as its pros and cons are shown in the table 
below: 

 
 

Benchmark Definition 
# of 

Plans Pros Cons 
2008 Quality 

Compass 
Public Report 

Includes the Medicaid 
adult samples that 
submitted data to NCQA 
in 2008 and allowed their 
data to be publicly 
reported 

115 * Provides a benchmark 
for each question from 
the survey 
* Permits precise 
percentile ranking of 
plan compared to 
benchmark 

*Contains fewer 
plans than All Plans 
benchmark  
 

2008 Quality 
Compass All 
Plans Report 

Includes all Medicaid 
adult samples that 
submitted data to NCQA 
in 2008 

177 * Contains more plans 
than Public Report 
* Is shown in NCQA’s 
The State of Health 
Care Quality and on 
NCQA’s website 

* Only contains 
benchmarks for 
certain key questions, 
composites and 
rating questions  

2008 National 
CAHPS® 

Benchmarking 
Database 
(NCBD) 

Includes all Medicaid 
adult samples that 
submitted data to NCBD 
in 2008. Summary Rate 
definitions are not the 
same as standard 
CAHPS definitions. 

120 * Typically contains 
more plans than Quality 
Compass 
*Breaks out the 
Summary Rate to 
include only the most 
positive response 
option 

* Only contains 
benchmarks for 
certain key questions, 
composites and 
rating questions 
*May include data 
that does not follow 
standard CAHPS® 
data collection 
protocol 

2009 TMG 
Book of 

Business 

Includes all the Medicaid 
adult samples that 
contracted with TMG to 
administer the 2009 
CAHPS 4.0H survey, and 
submitted that data to 
NCQA   

36 * Provides a benchmark 
for each question from 
the survey 
* Permits precise 
percentile ranking of 
plan compared to 
benchmark 
*Provide the most up-
to-date benchmark 
available reflecting the 
2009 survey results. 

* Contains fewer 
plans than Quality 
Compass Public 
Report and All Plans 
benchmarks 

 
Charts 4A – 4D 
 



Benchmark Comparisons Managed Health Services of Indiana, Inc.
2008 Quality Compass® (Public Report) Percentiles Medicaid Adult CAHPS® 

515  Total Respondents

Mean 25th 50th 75th 90th

Getting Needed Care 77.7% 49th 76.4% 73.2% 77.8% 79.8% 83.9%

Q23. Ease of getting appointment with a specialist 80.1% 84th 74.1% 71.1% 75.3% 78.4% 81.9%

Q27. Getting care, tests, or treatments necessary 75.2% 19th 78.8% 76.1% 80.0% 81.9% 86.2%

Getting Care Quickly 82.7% 65th 80.4% 79.4% 81.0% 83.2% 85.8%

Q4. Obtaining needed care right away 83.4% 63rd 81.2% 78.3% 82.2% 84.2% 85.8%

Q6. Obtaining care when needed, not when needed right away 81.9% 61st 80.0% 78.2% 80.5% 83.4% 85.3%

How Well Doctors Communicate 87.3% 47th 86.8% 84.6% 87.6% 89.1% 90.7%

Q15. Doctors explaining things in an understandable way 88.3% 58th 86.9% 84.6% 87.3% 89.5% 91.5%

Q16. Doctors listening carefully to you 87.9% 43rd 87.8% 85.4% 88.3% 89.8% 91.7%

Q17. Doctors showing respect for what you had to say 90.2% 56th 89.3% 87.0% 89.8% 91.7% 93.0%

Q18. Doctors spending enough time with you 82.9% 33rd 83.8% 81.3% 84.4% 86.9% 88.4%

Customer Service 73.7% 16th 79.8% 75.8% 80.7% 84.6% 86.9%

Q31. Getting information/help from customer service 63.8% <10th 72.5% 68.8% 73.4% 77.4% 80.4%

Q32. 
Treated with courtesy and respect by customer service 
staff 

83.7% 29th 87.1% 82.8% 88.2% 91.9% 93.3%

Shared Decision Making 61.4% 74th 58.5% 55.9% 59.1% 61.5% 64.0%

Q10.
Health provider talked about pros and cons of choice of 
treatment

62.5% 64th 59.8% 57.3% 60.8% 63.2% 65.7%

Q11.
Doctor/provider asked which choice you thought was best 
for you

60.3% 74th 57.1% 53.7% 57.7% 60.4% 62.9%

58.2% 68th 56.3% 53.5% 56.0% 59.5% 62.1%

77.8% 57th 76.4% 72.5% 76.9% 80.3% 82.7%

Rating of Health Care  (Q12) 69.2% 65th 67.4% 63.7% 66.9% 72.1% 74.4%

Rating of Personal Doctor  (Q21) 75.9% 39th 76.2% 72.4% 77.3% 79.1% 80.6%

Rating of Specialist  (Q25) 76.0% 48th 75.7% 72.6% 76.3% 78.9% 81.2%

Rating of Health Plan  (Q35) 70.1% 36th 71.5% 67.9% 72.4% 75.4% 79.4%

Advising Smokers to Quit (ASTQ) 69.7% 45th 69.5% 66.6% 70.4% 74.4% 76.4%

Smoking Cessation - Medication 39.0% 46th 39.4% 34.2% 39.3% 44.7% 48.7%

Smoking Cessation - Strategies 39.6% 50th 39.7% 35.3% 39.3% 43.2% 48.3%

*  Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages.  The Summary Rates for 
the Effectiveness of Care Measures are calculated on a two-year rolling average due to anticipated small denominators.  Refer to the Technical Notes for more information.  

** Ranking indicates where your plan's Summary Rate ranks when compared to all other Medicaid Adult plans that publicly reported their results. Summary Rates that are below the 
10th percentile are shown as "<10th."

*** NCQA 2008 Quality Compass® (Public-Report), is 115 Medicaid samples that chose to publicly report their Summary Rates to NCQA.  See Technical Notes for more 
information. 

Health Promotion and Education (Q8) - Doctor 
discussed specific things to do to prevent illnesses. 

Coordination of Care (Q20) - Doctor seemed informed/up-
to-date about the care received from other doctors/providers. 

Composites and Key Questions

Your Plan 
Summary 

Rate*

2008 Quality Compass®                           
(Public Report) Mean & Percentiles***Your Plan's 

Ranking**

Effectiveness of Care Measures  (Rolling Averages)
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Benchmark Comparisons Managed Health Services of Indiana, Inc.
2009 TMG Percentiles Medicaid Adult CAHPS® 

515  Total Respondents

Mean 25th 50th 75th 90th

Getting Needed Care 77.7% 39th 77.8% 75.1% 78.7% 81.5% 83.8%

Q23. Ease of getting appointment with a specialist 80.1% 77th 75.7% 74.0% 76.4% 79.9% 81.8%

Q27. Getting care, tests, or treatments necessary 75.2% 17th 80.0% 76.3% 80.7% 84.8% 86.8%

Getting Care Quickly 82.7% 62nd 81.7% 80.1% 81.8% 83.2% 85.7%

Q4. Obtaining needed care right away 83.4% 57th 82.9% 81.1% 83.1% 84.5% 86.9%

Q6. Obtaining care when needed, not when needed right away 81.9% 60th 80.6% 77.8% 81.3% 82.8% 85.3%

How Well Doctors Communicate 87.3% 42nd 88.1% 86.3% 88.4% 90.0% 91.4%

Q15. Doctors explaining things in an understandable way 88.3% 48th 88.0% 85.9% 88.4% 90.6% 91.8%

Q16. Doctors listening carefully to you 87.9% 40th 88.6% 86.7% 88.7% 90.9% 91.5%

Q17. Doctors showing respect for what you had to say 90.2% 42nd 90.7% 88.9% 90.9% 92.9% 93.9%

Q18. Doctors spending enough time with you 82.9% 22nd 85.2% 83.4% 85.0% 86.9% 89.1%

Customer Service 73.7% 14th 80.4% 76.6% 82.0% 84.4% 86.9%

Q31. Getting information/help from customer service 63.8% 11th 73.0% 69.1% 75.0% 78.6% 81.6%

Q32. Treated with courtesy and respect by customer service 
staff 

83.7% 19th 87.8% 84.6% 89.0% 91.9% 93.3%

Shared Decision Making 61.4% 51st 61.1% 59.5% 61.4% 63.1% 65.4%

Q10.
Health provider talked about pros and cons of choice of 
treatment

62.5% 25th 63.4% 62.5% 63.6% 65.6% 67.6%

Q11.
Doctor/provider asked which choice you thought was best 
for you

60.3% 68th 58.7% 56.3% 58.6% 60.7% 64.1%

Health Promotion and Education (Q8) 58.2% 37th 57.7% 56.3% 58.5% 60.1% 61.8%

Coordination of Care (Q20) 77.8% 57th 77.4% 75.1% 77.1% 81.0% 82.6%

Rating of Health Care  (Q12) 69.2% 48th 70.2% 67.4% 69.2% 73.7% 76.1%

Rating of Personal Doctor  (Q21) 75.9% 40th 77.2% 75.5% 76.1% 80.1% 81.2%

Rating of Specialist  (Q25) 76.0% 28th 77.3% 75.0% 77.3% 79.9% 81.5%

Rating of Health Plan  (Q35) 70.1% 14th 75.4% 72.2% 74.9% 78.6% 82.1%

Advising Smokers to Quit (ASTQ) 69.7% 48th 69.4% 67.7% 70.0% 73.9% 76.1%

Smoking Cessation - Medication 39.0% 30th 43.4% 38.0% 41.1% 48.7% 55.4%

Smoking Cessation - Strategies 39.6% 38th 42.2% 36.7% 41.5% 47.0% 52.8%

*** The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted to NCQA.  

** Ranking indicates where your plan's Summary Rate ranks when compared to all other commercial adult plans that submitted data to NCQA through TMG in 2009.  Summary 
Rates that are below the 10th percentile are shown as "<10th."

Composites and Key Questions

Your Plan 
Summary 

Rate*

2009 TMG Mean & Percentiles***Your Plan's 
Ranking**

*  Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages.  The Summary Rates for 
the Effectiveness of Care Measures are calculated on a two-year rolling average due to anticipated small denominators.  Refer to the Technical Notes for more information.  

Effectiveness of Care Measures  
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Benchmark Comparisons Managed Health Services of Indiana, Inc.

2009 TMG Book of Business & 2008 Quality Compass® Medicaid Adult CAHPS® 

515  Total Respondents

Getting Needed Care 246 77.7% 77.8% 76.4% 75.3% ↔ ↔ ↔

Q23. Ease of getting appointment with a specialist 166 80.1% 75.7% 74.1% 73.2% ↔ ↔ ↑

Q27. Getting care, tests, or treatments necessary 246 75.2% 80.0% 78.8% 77.5% ↔ ↔ ↔

Getting Care Quickly 370 82.7% 81.7% 80.4% 80.2% ↔ ↔ ↔

Q4. Obtaining needed care right away 217 83.4% 82.9% 81.2% 81.1% ↔ ↔ ↔

Q6. Obtaining care when needed, not when needed right away 370 81.9% 80.6% 80.0% 79.4% ↔ ↔ ↔

How Well Doctors Communicate 317 87.3% 88.1% 86.8% 86.7% ↔ ↔ ↔

Q15. Doctors explaining things in an understandable way 317 88.3% 88.0% 86.9% 86.6% ↔ ↔ ↔

Q16. Doctors listening carefully to you 315 87.9% 88.6% 87.8% 87.6% ↔ ↔ ↔

Q17. Doctors showing respect for what you had to say 315 90.2% 90.7% 89.3% 89.2% ↔ ↔ ↔

Q18. Doctors spending enough time with you 315 82.9% 85.2% 83.8% 83.5% ↔ ↔ ↔

Customer Service 105 73.7% 80.4% 79.8% 79.1% ↔ ↔ ↔

Q31. Getting information/help from customer service 105 63.8% 73.0% 72.5% 71.5% ↓ ↓ ↔

Q32. Treated with courtesy and respect by customer service 
staff 

104 83.7% 87.8% 87.1% 86.8% ↔ ↔ ↔

Shared Decision Making 194 61.4% 61.1% 58.5% 58.5% ↔ ↔ ↔

Q10.
Health provider talked about pros and cons of choice of 
treatment

192 62.5% 63.4% 59.8% 59.8% ↔ ↔ ↔

Q11.
Doctor/provider asked which choice you thought was best 
for you

194 60.3% 58.7% 57.1% 57.1% ↔ ↔ ↔

373 58.2% 57.7% 56.3% 56.1% ↔ ↔ ↔

167 77.8% 77.4% 76.4% 76.2% ↔ ↔ ↔

Rating of Health Care  (Q12) 370 69.2% 70.2% 67.4% 67.1% ↔ ↔ ↔

Rating of Personal Doctor  (Q21) 407 75.9% 77.2% 76.2% 75.7% ↔ ↔ ↔

Rating of Specialist  (Q25) 154 76.0% 77.3% 75.7% 75.7% ↔ ↔ ↔

Rating of Health Plan  (Q35) 498 70.1% 75.4% 71.5% 70.6% ↓ ↔ ↔

Advising Smokers to Quit (ASTQ) 412 69.7% 69.4% 69.5% 69.4% ↔ ↔ ↔

Smoking Cessation - Medication 405 39.0% 43.4% 39.4% 38.7% ↔ ↔ ↔

Smoking Cessation - Strategies 407 39.6% 42.2% 39.7% 39.3% ↔ ↔ ↔

Summary 
Rate*

Health Promotion and Education (Q8) - Doctor 
discussed specific things to do to prevent illnesses. 

Coordination of Care (Q20) - Doctor seemed informed/up-
to-date about the care received from other doctors/providers. 

Valid 
n

Public 
Report

Composites and Key Questions

All Plans

Quality Compass® 

Benchmarks**TMG Book 
of 

Business**

Significance Testing***

To TMG 
BoB

To Public 
Report

To All 
Plans

**  The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted to NCQA.  2008 Quality Compass® All Plans is 
the mean summary rate from the Medicaid adult plans who submitted to NCQA in 2008 (approximately 177 plan specific samples).  Public Report is the collection of those Medicaid adult 

plans (115 plan specific samples) who chose to report their score publicly, in addition to submitting their scores in Quality Compass® All Plans. 

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to benchmarks
↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is 
performed at the 95% significance level.

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages. The Summary Rate for 
Effectiveness of Care Measures is calculated on a two-year rolling average due to anticipated small denominators.

Effectiveness of Care Measures  (Rolling Averages)
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Benchmark Comparisons Managed Health Services of Indiana, Inc.
2008 NCBD Benchmark Medicaid Adult CAHPS® 

515  Total Respondents

Significance Testing***

Your Plan to NCBD

Getting Needed Care Always 49% 48% ↔

Q23. Ease of getting appointment with a specialist 52% 46% ↔

Q27. Getting care, tests, or treatments necessary 46% 50% ↔

Getting Care Quickly Always 55% 55% ↔

Q4. Obtaining needed care right away 54% 57% ↔

Q6. Obtaining care when needed, not when needed right away 56% 53% ↔

How Well Doctors Communicate Always 70% 69% ↔

Q15. Doctors explaining things in an understandable way 71% 68% ↔

Q16. Doctors listening carefully to you 73% 70% ↔

Q17. Doctors showing respect for what you had to say 75% 74% ↔

Q18. Doctors spending enough time with you 61% 62% ↔

Customer Service Always 53% 57% ↔

Q31. Getting information/help from customer service 45% 48% ↔

Q32. 
Treated with courtesy and respect by customer service 
staff 

61% 66% ↔

Rating of Health Care  (Q12) 9-10 49% 47% ↔

Rating of Personal Doctor  (Q21) 9-10 59% 61% ↔

Rating of Specialist  (Q25) 9-10 60% 60% ↔

Rating of Health Plan  (Q35) 9-10 51% 50% ↔

NCBD 
Summary 

Rate 
Definition

Always

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared 
to benchmarks;  ↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical 
test.  All significance testing is performed at the 95% significance level.

Always

*  Summary Rates calculations are defined by National CAHPS Benchmarking Database (NCBD). Your Summary Rates are recalulated to match the NCBD benchmark 
Summary Rate definition, and are shown in the column labeled "Your Plan's Summary Rate." 

**  Source for the benchmark data is NCBD 2008 Chartbook, which presents 120 Medicaid summary-level results for the CAHPS 4.0 Health Plan Survey.  NCBD benchmark 
also includes results from CAHPS surveys that have not been administered according to CAHPS 4.0H specification.  

Always

Always

Composites and Key Questions

Your Plan 
Summary Rate*

NCBD 
Benchmark 

Summary Rate**
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5. Global Proportions and Accreditation 
Pages 5A-C show a graphical presentation of the percentage of members who answered 
each response choice, organized by composite category, attributes contained within each 
composite, and each of the four global rating questions.  Beside each chart is the equivalent 
Three-Point Score calculation.  Global proportions are a useful tool for understanding how 
dissatisfied, or even neutral, respondents are when they rate a particular question or 
composite area.  Summary Rates alone are not as complete of an indication of performance 
since they only address the most favorable responses. 
 
Example: 
 
Summary Rate – 75% (Always and Usually) 
 
By focusing on all the response categories of a question, a high Summary Rate becomes 
less telling as: (1) a relatively large percentage of members are found to be very satisfied 
(“Always”) or (2) a large proportion of the Summary Rate responses are “Usually” 
responses, rather than the more favorable response of “Always.”  As an example, the first 
case would show a higher average rating than the second, even though the Summary Rates 
are equal. 
 

 Summary Rate  
 Always Usually Sometimes/Never 
Case 1. 65% 10% 25% 
Case 2.    15% 60% 25% 

 

 
Global Proportions are the basis of Three-Point Scores. In Three-Point scoring a value of 1, 
2, or 3 is assigned to each question response category and then a numerical average is 
computed based upon the valid responses for each question.  The Three-Point values are 
assigned to response option categories as follows: 
 

Scale 1 Score 
Value 

 Scale 2 Score 
Value 

 Scale 3 Score 
Value 

Never 1  Definitely no 1  0-6 1 

Sometimes 1  Somewhat no 1  7 & 8 2 

Usually 2 
 Somewhat 

yes 
2 

 
9 & 10 3 

Always 3  Definitely yes 3    

 
Pages 5A and 5B display measures used in CAHPS accreditation.  The graphical 
presentation, Three-Point Score calculation, the adjusted Three-Point Score for composites 
and rating questions are shown on these pages. In addition, the measure’s percentile 
threshold when compared to the accreditation benchmark, and the 90th percentile 
benchmark are shown. The 90th percentile is the standard for achieving the maximum points 
possible for a particular CAHPS accreditation measure. 
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How to interpret the following charts: 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
Page 5C displays Global Proportions and Three-Point Score calculations for CAHPS 
measures that are not included in accreditation calculations.  Three-Point score 
benchmarks are not available for these measures. 

 
 
Charts 5A – 5C  
 
 

Graphical 
presentation of 
response 
distribution 

Three-Point 
Score 
calculation at a 
composite and 
question level 

Three-Point 
Score after 
NQCA 
adjustment, 
applied at 
composite level – 
if less than 100 
completes this 
will show ‘NA’ 

Plan Threshold 
relative to 
accreditation 
benchmark – if 
less than 100 
completes this 
will show ‘NA’ 

Minimum Score 
necessary to receive 
full accreditation 
points for that 
CAHPS measure 



Global Proportions/Three-Point Scores Managed Health Services of Indiana, Inc.
Composite/Attribute Response Distributions of Accreditation Measures Medicaid Adult CAHPS® 

515  Total Respondents

 3 PT Score*
Adjusted 3PT 
Score (+ 0.05)

Percentile 
Threshold

Benchmark 90th 
Percentile**

 3 PT Score*
Adjusted 3PT 
Score (+ 0.05)

Percentile 
Threshold

Benchmark 90th 
Percentile**

4 Obtaining needed care right away

166

246Getting care, tests, or treatments 
necessary

Ease of getting appointment with a 
specialist 23

27

217

Valid n

Valid nQ#

Q# Getting Needed Care

Getting Care Quickly

2.266 2.316 50th 2.40

2.325
Adjustments and benchmarks apply to the composite score 

only.                                            
2.207

2.377 2.427 75th 2.46

2.373

22%

20%

25%

29%

28%

30%

49%

52%

46%

Never/ Sometimes Usually Always

17%

17%

28%

29%

55%

54%

Never/ Sometimes Usually Always

 3 PT Score*
Adjusted 3PT 
Score (+ 0.05)

Percentile 
Threshold

Benchmark 90th 
Percentile**

**90th percentile represents the minimum score needed to obtain full accreditation points for this measure.
Note: If a plan receives an NA (indicating the denominator was less than 100) the points for that measure are redistributed among the remaining required measures. An organization that has more than 
four CAHPS NAs or exceeds the total of six NA results between HEDIS and CAHPS for each product line is scored based on the Standards score only, and the accreditation status is capped at 
Commendable.

315Doctors showing respect for what you 
had to say

Doctors spending enough time with you

Doctors listening carefully to you

315

17

18

*Three-Point Score is the sum of three scores: percent in red has a score of 1, percent in light blue has a score of 2, and percent in dark blue has a score of 3.   The composite Three-Point Score is the 
average of its attributes' Three-Point Score.   

Q#

315

317Doctors explaining things in an 
understandable way

How Well Doctors Communicate

16

Valid n

15

370Obtaining care when needed, not when 
needed right away

4

6

Obtaining needed care right away  217 2.373
Adjustments and benchmarks apply to the composite score 

only.                                            
2.381

2.574 2.624 75th 2.64

2.593

Adjustments and benchmarks apply to the composite score 
only.                                            

2.610

2.651

2.441

18% 26% 56%

13%

12%

12%

10%

17%

17%

17%

15%

15%

22%

70%

71%

73%

75%

61%

Never/ Sometimes Usually Always
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Global Proportions/Three-Point Scores Managed Health Services of Indiana, Inc.
Composite/Attribute/Rating Response Distributions of Accreditation Measures Medicaid Adult CAHPS® 

515  Total Respondents

 3 PT Score*
Adjusted 3PT 
Score (+ 0.07)

Percentile 
Threshold

Benchmark 90th 
Percentile**

2.52

2.086
Adjustments and benchmarks apply to the composite score 

only.                                            
2.442

3 PT Score*
Adjusted 3PT 
Score (+ 0.07)

Percentile 
Threshold

Benchmark 90th 
Percentile**

31 Getting information/help from customer 
service 105

2.264 2.334 25th

Q# Rating Questions Valid n

Q# Customer Service Valid n

32 Treated with courtesy and respect by 
customer service staff 104

26%

36%

16%

21%

19%

23%

53%

45%

61%

Never/ Sometimes Usually Always

0-6 7-8 9-10

**90th percentile represents the minimum score needed to obtain full accreditation points for this measure.

35 Rating of Health Plan 498

2.455 2.525 75th 2.53

Note: If a plan receives an NA (indicating the denominator was less than 100) the points for that measure are redistributed among the remaining required measures. An organization that has more than 
four CAHPS NAs or exceeds the total of six NA results between HEDIS and CAHPS for each product line is scored based on the Standards score only, and the accreditation status is capped at 
Commendable.

2.327 2.397 50th 2.49

*Three-Point Score is the sum of three scores: percent in red has a score of 1, percent in light blue has a score of 2, and percent in dark blue has a score of 3.   The composite Three-Point Score is the 
average of its attributes' Three-Point Score.   

25 Rating of Specialist 154

2.316 2.386 90th 2.36

2.440 2.510 75th 2.54

3 Sco e Sco e ( 0 0 ) es o d e ce t e

Rating of Personal Doctor 40721

12 Rating of Health Care 370 17%

15%

15%

18%

34%

26%

25%

30%

49%

59%

60%

51%
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Global Proportions/Three-Point Scores Managed Health Services of Indiana, Inc.
Composite/Attribute/Additional Measure Response Distributions of Non-Accreditation Measures Medicaid Adult CAHPS® 

515  Total Respondents

 3 PT Score*

2.51011 Doctor/provider asked which choice you thought was 
best for you 194

Q# Additional Measures Valid n

2.542

2.573

Q# Shared Decision Making Valid n

10 Health provider talked about pros and cons of choice 
of treatment 192

7%

5%

9%

31%

32%

30%

61%

63%

60%

Def/Somewhat No Somewhat yes Def. yes

Never/ Sometimes Usually Always

 3 PT Score*

1.917

2.395

*Three-Point Score is the sum of three scores: percent in red has a score of 1, percent in light blue has a score of 2, and percent in dark blue has a score of 3.   The composite Three-
Point Score is the average of its attributes' Three-Point Score.   

8 Health Promotion and Education - Doctor discussed 
specific things to do to prevent illnesses. 373

20 Coordination of Care - Doctor seemed informed/up-to-
date about the care received from other doctors/providers. 167

42%

22%

25%

16%

34%

62%
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Accreditation Assessment 
CAHPS Measures   
In addition to conducting an on-site survey to determine the plan’s compliance with the 
Accreditation Standards, NCQA determines how well the plan performs on selected audited 
measures from the HEDIS/CAHPS® Percentiles.  To do this, NCQA will: 1) evaluate the 
plan’s results by product line for each required HEDIS clinical measure; and 2) will compare 
CAHPS 4.0H survey results to national thresholds.  The table below shows the points 
possible for the current three-year Accreditation cycle. 
 

Category Points Possible 
2009 2008 2007 

Standards (On-site survey) 57.0 61.3 64.3 
HEDIS Clinical Measures 30.0 25.7 23.0 
CAHPS Measures (4.0H Survey) 13.0 13.0 12.7 

Total Points 100.0 100.0 100.0 
 

 
NCQA converts certain CAHPS 4.0H results into Three-Point Scores as described in the 
previous section.  The four rating questions and the following composites are evaluated: 
Getting Needed Care, Getting Care Quickly, How Well Doctors Communicate, and 
Customer Service. Results are then compared against NCQA Three-Point percentile 
thresholds.  Thresholds are based on HEDIS/CAHPS® benchmark data from other Medicaid 
adult survey results.   
 
NCQA will compare the plan’s CAHPS® 4.0H survey results by product line to national 
percentiles, which are published each year.  These will be the 25th, 50th, 75th, and 90th 
percentiles.  Points will be distributed if the plan meets or exceeds the percentile scores.  
The Rating of Health Plan receives twice as many points as the other measures.  The table 
below lists the CAHPS points possible for the current three-year Accreditation cycle.  Notice 
there were no changes to the maximum number of points possible from 2008 to 2009. 
 

Category Total Points Possible 
2009 2008 2007 

Rating of Health Plan 2.888 2.888 2.822 
Each Other CAHPS Measure (7) 1.444 1.444 1.411 

Total Points 13.00 13.00 12.70 
Percentile Thresholds Points Distribution by Threshold Achieved* 
90th 1.444 1.444 1.411 
75th 1.271 1.271 1.242 
50th 0.982 0.982 0.960 
25th 0.578 0.578 0.564 
Below 25th 0.289 0.289 0.282 
*Points are multiplied by 2 for Rating of Health Plan  

Plans must undergo the Accreditation process every three years.  While plans are required to submit CAHPS 
data every year, they are measured according to the Standards and Guidelines that were in place at the time 
of their last full Accreditation.      
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Your plan’s accreditation assessment analysis is displayed on Page 5D. “Plan Three-Point 
Scores” are results before any variation adjustments are made, while “Adjusted Three-Point 
Scores” take into account inherent sampling variations that NCQA adds.  Each of the four 
rating questions (Q12, Q21, Q25, and Q35), and Customer Service receive an additional 
0.07 points.  Getting Needed Care, Getting Care Quickly, and How Well Doctors 
Communicate composite means each receive 0.05 additional points.  The section labeled 
2009 HEDIS/CAHPS Percentiles6 represents the approximate threshold your plan achieved 
when compared to the benchmark.  The last two columns show the point distribution for 
each year in the past three-year Accreditation cycle.  Plans should look under the year that 
is appropriate for their last full Accreditation to determine their approximate points earned. 
 

 
To receive points toward accreditation scoring, measures submitted by the MCO must 
receive a reportable rate from an NCQA-Certified HEDIS Compliance auditor.  If the audited 
rate for a measure is NA (indicating the denominator was less than 100) or NB (indicating 
the MCO did not offer the benefit required by the measure), the points for that measure are 
redistributed among the remaining required measures.  If the measure receives an NR 
(indicating the measure was materially biased or the MCO chose not to report the measure), 
no points are received.   
 
An organization cannot have more than four NA/NBs on CAHPS® results or four NA/NBs on 
HEDIS results, and may not exceed six NA/NBs on all HEDIS clinical measures and 
CAHPS® results combined.  Organizations with either more than four HEDIS measure 
NA/NBs, four CAHPS® NA/NBs or more than a total of six NA/NBs are scored based on the 
Standards score only, and the accreditation status is capped at Commendable. 
 
Chart 5D   
 
 
 

                                                      
6 Each year NCQA publishes the Accreditation Benchmarks and Thresholds.  Benchmarks and thresholds displayed in this 
report are found in the 2009 Accreditation Benchmarks and Thresholds, which includes all Medicaid adult plan data to calculate 
a single set of benchmarks and thresholds. 

Because benchmark data are provided to the public only to the hundredth of a percentage point and NCQA 
assigns points calculated to the thousandths, results are approximate.  When calculating accreditation points, the 
point system used must be the same point system that was in place at the time of the organization’s last full 
accreditation survey.  For example, if a plan underwent full accreditation in 2007, then the point system that would 
be used to rescore their HEDIS/CAHPS® 4.0H results would be the point system for 2007 Accreditation  scoring.   



Accreditation Assessment Managed Health Services of Indiana, Inc.
HEDIS/CAHPS Three-Point Score Thresholds Medicaid Adult CAHPS® 

515  Total Respondents

25th 50th 75th 90th 2009 or 2008 2007

2.266 2.316 50th 2.10 2.24 2.32 2.40 0.982 0.960

2.377 2.427 75th 2.26 2.35 2.41 2.46 1.271 1.242

2.574 2.624 75th 2.48 2.54 2.58 2.64 1.271 1.242

2.264 2.334 25th 2.28 2.37 2.44 2.52 0.578 0.564

2.316 2.386 90th 2.17 2.23 2.30 2.36 1.444 1.411

2.440 2.510 75th 2.38 2.42 2.48 2.54 1.271 1.242

2.455 2.525 75th 2.39 2.44 2.49 2.53 1.271 1.242

2.327 2.397 50th 2.24 2.32 2.41 2.49 1.964 1.920

Approximate Points Earned (13.00 available in 2009 and 2008; 12.70 available in 2007) 10.052 9.823

Plan Three-
Point Score

How Well Doctors Communicate

Getting Care Quickly

Approximate Points 
Awarded Based on 
Accreditation Year

Adjusted 
Three-Point 

Score

Rating of Personal Doctor  (Q21)

Rating of Specialist  (Q25)

2009 HEDIS/CAHPS Percentiles*
Composite/Rating Item

*Benchmark thresholds are accurate as of the date of this report production.  The source for the HEDIS/CAHPS® Percentile benchmarks and thresholds is: 
NCQA>Programs>Accreditation>Policy Updates & Supporting Documents>Trending and Benchmarks>Benchmarks and Thresholds: 2009 Accreditation.

Rating of Health Plan  (Q35)

Rating of Health Care  (Q12)

Approximate 
Plan Percentile 

Threshold

Customer Service

Getting Needed Care
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HEDIS/Clinical Measures  
In addition to the points possible for CAHPS® results, plans may also meet the ASTQ 
HEDIS/Clinical measure requirement through administration of the CAHPS 4.0H survey.  
The table below displays the maximum points possible for Medicaid (HMO/POS) ASTQ, 
broken out by year of plan accreditation. 
 

Category Points Possible 
2009 2008 2007 

Advising Smokers to Quit 
(ASTQ) 

1.579 1.427 1.437 

Total HEDIS/Clinical  30.000 25.700 23.000 
 
NCQA determines the HEDIS measures portion of the score by comparing the plans’ results 
to a national benchmark (the 90th percentile of national results) and to regional and national 
thresholds (the 75th, 50th, and 25th percentiles). To take into account sampling variation, 
NCQA adds five percentage points to each HEDIS measure result prior to scoring.  Adjusted 
HEDIS measures are then compared to national benchmarks (the 90th percentile of national 
results), and thresholds (the 75th, 50th, and 25th percentiles).  
 
 

ASTQ Scoring 

 
 

National Benchmark and Threshold 
Percentiles 

 90th 75th 50th 25th  
National 76.0% 72.0% 68.0% 65.0% 
Your Plan’s 2009 ASTQ Score 69.7% 
Your Plan’s Adjusted* 2009 ASTQ Score (+5%) 74.7% 

 
 
*In addition to the five points added for sampling variations, prior to scoring NCQA will 
also add two percentage points to the ASTQ rate of Medicaid plans that operate in the 
following HHS regions: Atlanta, Dallas, Kansas City, and Denver. 
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ASTQ Points Awarded 
If a plan receives a reportable score for a HEDIS Clinical measure (i.e. they did not receive 
an NA) NCQA awards points by considering the following factors:  1) The year the plan went 
through Accreditation, 2) the number of reportable scores the plan received for all HEDIS 
Clinical measures, and 3) the HHS region in that the plan services.     
 
If the plan did not receive reportable scores for all HEDIS measures, the points for that 
measure are redistributed among the remaining required measures.  If the measure 
receives an NR (indicating the measure was materially biased or the MCO chose not to 
report the measure), no points are received.  An organization cannot have more than four 
NA/ NBs on CAHPS® results or four NA/ NBs on HEDIS results, and may not exceed six 
NA/NBs on all HEDIS clinical measures and CAHPS® results combined.  Organizations with 
either more than four HEDIS measure NA/NBs, four CAHPS® NA/NBs or more than a total 
of six NA/NBs are scored based on the Standards score only, and the accreditation status is 
capped at Commendable. 
 

 

Note: Please refer to the 2009 Standards and Guidelines for the Accreditation of Health Plans for 
further details about required HEDIS results and scoring. 
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6. Question Summaries  
The proportion of respondents that fall into each response category for all questions is shown 
beginning on Page 6A.  Benchmark data and trend information are also presented where 
available.  
 
Not all questions are included in composite calculations.  Therefore, the code found in the 
following table is used to indicate which attributes are included in the corresponding 
composite calculations.  Their code can be found under the question number in the following 
charts beginning on Page 6A. 
  

Code Composites/Measures 
GNC Getting Needed Care 
GCQ Getting Care Quickly 

HWDC How Well Doctors Communicate 
CS Customer Service 

SDM Shared Decision Making 
HPE Health Promotion and Education 
CC Coordination of Care 

 
 
Custom Questions  
Your plan’s custom questions are shown beginning on Page 6M.  All custom questions are 
shown in this section, regardless of their placement in the survey tool.  Your plan’s Summary 
Rate for the current year is shown alongside the Summary Rate for the identical question from 
the previous year (if asked the previous year).  The Summary Rates shown represent the 
percentage of respondents who answered in a positive way.  Not all questions are designed 
for the assignment of Summary Rates, such as “Mark all that apply” questions.  In that case, 
an “NA” is shown under the Summary Rate column. 
 
To the right of the Summary Rate column is a column for The Myers Group Book of Business 
Custom Question Benchmark (2008) and a column for the corresponding correlation 
coefficient.7  A correlation analysis was run using The Myers Group Custom Question Book of 
Business (2008) against Q35 (Rating of Health Plan).   
 
Please note that the benchmark for custom questions and Loyalty is the 2008 TMG Medicaid 
Adult Book of Business.  The 2009 TMG Medicaid Adult Book of Business is used throughout 
the remaining sections of this report. 
 
Please note that not every custom question has a benchmark for comparison. 
 
 

Charts 6A – 6O 
 
 

                                                      
7 Refer to the Correlation Coefficient in the Glossary of Terms at the conclusion of this report. 



Question Summaries Managed Health Services of Indiana, Inc.
Urgent and Routine Care Medicaid Adult CAHPS® 

515  Total Respondents
TMG Book 

of 
Business*

Quality 
Compass 

(PR)*

2009 2008 2009 2008 2009 to 
2008

2009 to 
TMG

2009 to
QC

Yes No

42.9% 57.1%

4
Never Sometimes Usually Always

Q# Survey Item Valid 
n

Plan's
Summary RateCategory Responses 

(Summary Rate responses in gray)

3
In the last 6 months, did you have an illness, injury, or 
condition that needed care right away in a clinic, 
emergency room or doctor's office?

508

In the last 6 months, when you needed care right away, 
how often did you get care as soon as you thought you 
needed? 217 81.2%

Significance Testing**

Not sig.

47.9% Sig. 
decrease Below

83.4% 82.9%

49.8%42.9%

Not sig.77.8%

Not Sig.

Not Sig.

45.7%

GCQ 2.3% 14.3% 29.5% 53.9%

Yes No

73.2% 26.8%

6
Never Sometimes Usually Always

GCQ 3.2% 14.9% 25.7% 56.2%

None 1 2 3 4 5 to 9 10 or more

24.0% 15.8% 16.6% 14.3% 8.1% 14.3% 6.9%

7

5

needed?                                                                                
(If "Yes" in Q3)

In the last 6 months, not counting the times you needed 
health care right away, how often did you get an 
appointment for your health care at a doctor's office or 
clinic as soon as you thought you needed?                       
(If "Yes" in Q5)

370

In the last 6 months, not counting the times you needed 
health care right away, did you make any appointments 
for your health care at a doctor's office or clinic?

511

In the last 6 months, not counting times you went to an 
emergency room, how many times did you go to a 
doctor's office or clinic to get health care for yourself?

79.3%495

81.9%

Not sig.

Not sig.

Not Sig.

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were selected by TMG to facilitate
comparisons.  Refer to the Technical Notes for more information.

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results that were
found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance testing is performed at
the 95% significance level.  

* The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted data to NCQA. NCQA 2008 Quality Compass® (Public-Report) is the mean of 115
plan-specific samples that submitted to NCQA in 2008 and publicly reported.  Refer to the Technical Notes for more information.

76.0% 82.6% Not sig.Sig. 
decrease

78.6%73.2%

Not sig. Not Sig.

Not Sig.

82.5%

Sig. 
decrease75.1%

80.6%

78.6%

80.0%

75.3%
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Question Summaries Managed Health Services of Indiana, Inc.
Discussion of Options Medicaid Adult CAHPS® 

515  Total Respondents
TMG Book 

of 
Business*

Quality 
Compass 

(PR)*

2009 2008 2009 2008 2009 to 
2008

2009 to 
TMG

2009 to
QC

8
Never Sometimes Usually Always

HPE 16.6% 25.2% 24.7% 33.5%

Yes No

Not Sig.

Not Sig.49.8%368

Not sig.57.7%

51.0%

Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

In the last 6 months, did a doctor or other health 
provider tell you there was more than one choice for 
your treatment or health care?                                           

In the last 6 months, how often did you and a doctor or 
other health provider talk about specific things you 
could do to prevent illness?                                               
(If "1 or more" in Q7)

373

Q#

50.5%9

Plan's
Summary Rate Significance Testing**

53.5%

56.3%52.9%

Not sig.

Not sig.58.2%

Not sig.
53.5% 46.5%

10
Definitely yes Somewhat yes Somewhat no Definitely no

SDM 62.5% 32.3% 2.6% 2.6%

11
Definitely yes Somewhat yes Somewhat no Definitely no

SDM 60.3% 30.4% 3.6% 5.7%

0 - 3 4 - 7 8 - 10

3.5% 27.3% 69.2%

58.7%

70.2%

Not Sig.

Not Sig.

Not Sig.

59.8%63.4%

(If "1 or more" in Q7)

62.5%

69.2%12

Using any number from 0 to 10, where 0 is the worst 
health care possible and 10 is the best health care 
possible, what number would you use to rate all your 
health care in the last 6 months?                                       
(If "1 or more" in Q7)

In the last 6 months, when there was more than one 
choice for your treatment or health care, did a doctor 
or other health provider ask which choice you thought 
was best for you?                                                                
(If "1 or more" in Q7 and "Yes" in Q9)

In the last 6 months, did a doctor or other health 
provider talk with you about the pros and cons of each 
choice for your treatment or health care?                         
(If "1 or more" in Q7 and "Yes" in Q9)

67.4%370

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were selected by TMG to
facilitate comparisons.  Refer to the Technical Notes for more information.

* The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted data to NCQA. NCQA 2008 Quality Compass® (Public-Report) is the mean
of 115 plan-specific samples that submitted to NCQA in 2008 and publicly reported.  Refer to the Technical Notes for more information.

Not sig.60.3% 55.2% 57.1% Not sig.

64.5% Not sig. Not sig.

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results that
were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance testing is
performed at the 95% significance level.  

60.8% Not sig. Not sig.192

194
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Question Summaries Managed Health Services of Indiana, Inc.
Your Personal Doctor Medicaid Adult CAHPS® 

515  Total Respondents
TMG Book 

of 
Business*

Quality 
Compass 

(PR)*

2009 2008 2009 2008 2009 to 
2008

2009 to 
TMG

2009 to
QC

Yes No

83.3% 16.7%

None 1 2 3 4 5 to 9 10 or more

21.8% 20.1% 20.3% 12.3% 7.6% 14.2% 3.7%

Not Sig.

Q# Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

13

Sig. 
decrease

A personal doctor is the one you would see if you need 
a check-up, want advice about a health problem, or get 
sick or hurt.  Do you have a personal doctor?

83.3% 90.7%503

14

86.4%

81.3%
In the last 6 months, how many times did you visit your 
personal doctor to get care for yourself?                          
(If "Yes" in Q13)

Below408 78.2% 84.0% 83.1%

Plan's
Summary Rate

83.8%

Significance Testing**

Not sig.Sig. 
decrease Below

15
Never Sometimes Usually Always

HWDC 2.8% 8.8% 17.4% 71.0%

16
Never Sometimes Usually Always

HWDC 2.9% 9.2% 14.9% 73.0%

17
Never Sometimes Usually Always

HWDC 2.5% 7.3% 15.2% 74.9%

18
Never Sometimes Usually Always

HWDC 2.9% 14.3% 21.6% 61.3%

86.9%

87.8%

Not Sig.88.0%

Not Sig. Not sig.

Not sig.Not sig.88.3% 84.9%

82.3%87.9% 88.6%

90.7%
In the last 6 months, how often did your personal 
doctor show respect for what you had to say?                 
(If "Yes" in Q13 and If "1" or higher in Q14)

315

317

In the last 6 months, how often did your personal 
doctor explain things in a way that was easy to 
understand?                                                                         
(If "Yes" in Q13 and If "1" or higher in Q14)

In the last 6 months, how often did your personal 
doctor listen carefully to you?                                            
(If "Yes" in Q13 and If "1" or higher in Q14)

315

Not sig.90.2% 83.6% 89.3% Sig. 
increase Not Sig.

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were selected by TMG to
facilitate comparisons.  Refer to the Technical Notes for more information.

* The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted data to NCQA. NCQA 2008 Quality Compass® (Public-Report) is the mean of
115 plan-specific samples that submitted to NCQA in 2008 and publicly reported.  Refer to the Technical Notes for more information.
** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results that were
found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance testing is performed
at the 95% significance level.  

Sig. 
increase

Not sig.Not sig.
In the last 6 months, how often did your personal 
doctor spend enough time with you?                                 
(If "Yes" in Q13 and If "1" or higher in Q14)

83.8% Not Sig.79.9%82.9%315 85.2%
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Question Summaries Managed Health Services of Indiana, Inc.
Care Coordination Medicaid Adult CAHPS® 

515  Total Respondents
TMG Book 

of 
Business*

Quality 
Compass 

(PR)*

2009 2008 2009 2008 2009 to 
2008

2009 to 
TMG

2009 to
QC

Yes No

54.7% 45.3%

20

Not Sig.316

Significance Testing**
Valid n Category Responses 

(Summary Rate responses in gray)

Not sig.Not sig.57.6% 57.7%

Q#

19

Plan's
Summary Rate

In the last 6 months, how often did your personal 
doctor seem informed and up-to-date about the care

In the last 6 months, did you get care from a doctor or 
other health provider besides your personal doctor?
(If "Yes" in Q13 and If "1" or higher in Q14)

Survey Item

54.7% 55.2%

Never Sometimes Usually Always

CC 6.0% 16.2% 16.2% 61.7%

0 - 3 4 - 7 8 - 10

2.9% 21.1% 75.9%

Not Sig.

Not Sig.407 Not sig.

Not sig.

76.2% Not sig.77.2%

76.4% Not sig.

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were selected by TMG to facilitate
comparisons.  Refer to the Technical Notes for more information.

* The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted data to NCQA. NCQA 2008 Quality Compass® (Public-Report) is the mean of 115
plan-specific samples that submitted to NCQA in 2008 and publicly reported.  Refer to the Technical Notes for more information.

77.8% 71.2%

Using any number from 0 to 10, where 0 is the worst 
personal doctor possible and 10 is the best personal 
doctor possible, what number would you use to rate 
your personal doctor? 
(If "Yes" in Q13)

75.9%

167 77.4%

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results that were
found when hypothesis tests were conducted to determine if the percentage is higher.  "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is performed at the 
95% significance level.  

21 71.8%

doctor seem informed and up-to-date about the care 
you got from these doctors or other health providers?
(If "Yes" in Q13, "1" or higher in Q14, and "Yes" in Q19)
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Question Summaries Managed Health Services of Indiana, Inc.
Access to Specialist Medicaid Adult CAHPS® 

515  Total Respondents
TMG Book 

of 
Business*

Quality 
Compass 

(PR)*

2009 2008 2009 2008 2009 to 
2008

2009 to 
TMG

2009 to
QC

Yes No

33.7% 66.3%

23
Never Sometimes Usually Always

41.1%

75 7%

Significance Testing**

Not sig.40.9%

Not sig

Below

Not Sig Not sig79 9%

22

Q# Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

Plan's
Summary Rate

Below38.8%

80 1%

505

166

33.7%

Specialists are doctors like surgeons, heart doctors, 
allergy doctors, skin doctors, and other doctors who 
specialize in one area of health care.  In the last 6 
months, did you try to make any appointments to see 
a specialist?

In the last 6 months, how often was it easy to get 
appointments with specialists? 74 1%

GNC 8.4% 11.4% 27.7% 52.4%

None 1 specialist 2 3 4
5 or more 
specialists

6.5% 63.5% 19.4% 7.6% 1.8% 1.2%

0 - 3 4 - 7 8 - 10

6.5% 17.5% 76.0%

75.7%

91.2%

Not sig.

25

24

Not Sig. Not sig.

Not sig.170

154

79.9%

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were selected by TMG to
facilitate comparisons.  Refer to the Technical Notes for more information.

* The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted data to NCQA. NCQA 2008 Quality Compass® (Public-Report) is the
mean of 115 plan-specific samples that submitted to NCQA in 2008 and publicly reported.  Refer to the Technical Notes for more information.
** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results that
were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance testing is
performed at the 95% significance level.  

75.7% Not sig.

Not sig.93.5%

80.1%

93.1%

166

Using any number from 0 to 10, where 0 is the worst 
specialist possible and 10 is the best specialist 
possible, what number would you use to rate that 
specialist?                                                                         
(If "Yes" in Q22 and "1 or more" in Q24)

How many specialists have you seen in the last 6 
months?                                                                            
(If "Yes"  in Q22)

77.3%

appointments with specialists?                                       
(If "Yes" in Q22)

Not sig.

74.1%

76.0% 74.6%

90.8% Not Sig.

Not Sig.
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Question Summaries Managed Health Services of Indiana, Inc.
Care and Treatment/Written Materials Medicaid Adult CAHPS® 

515  Total Respondents

TMG Book 
of Business*

Quality 
Compass 

(PR)*

2009 2008 2009 2008 2009 to 
2008

2009 to 
TMG

2009 to
QC

Yes No

49.9% 50.1%

27
Never Sometimes Usually Always

Not Sig.

Not Sig.

Not sig.

Significance Testing**

Not sig. Not sig.

53.4%

80.0%

49.9% 54.5%

75.2%

Plan's
Summary Rate

In the last 6 months, how often was it easy to get the 
care, test or treatment you thought you needed through 

h l h l ? 246

26

Q# Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

53.8% Not sig.In the last 6 months, did you get any kind of care, tests 
or treatment through your health plan? 497

77.7% 78.8%

GNC 6.1% 18.7% 29.7% 45.5%

Yes No

18.6% 81.4%

Never Sometimes Usually Always

8.6% 30.1% 30.1% 31.2%

Not Sig.

Not Sig.

Not sig. Not sig.80.0%

17.5%

75.2%your health plan?                                                                 
(If "Yes" in Q26)

246

In the last 6 months, did you look for any information in 
written materials or on the Internet about how your 
health plan works?

500 18.6% 14.5% 16.0% Not sig. Not sig.

77.7% 78.8%

* The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted data to NCQA. NCQA 2008 Quality Compass® (Public-Report) is the
mean of 115 plan-specific samples that submitted to NCQA in 2008 and publicly reported.  Refer to the Technical Notes for more information.

66.1% Not Sig.

28

29

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results
that were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance
testing is performed at the 95% significance level.  
Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were selected by
TMG to facilitate comparisons.  Refer to the Technical Notes for more information.

In the last 6 months, how often did the written 
materials or the Internet provide the information you 
needed about how your health plan works?                      
(If "Yes" in Q28)

93 61.3% 62.3% 64.6% Not sig. Not sig.
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Question Summaries Managed Health Services of Indiana, Inc.
Customer Service Medicaid Adult CAHPS® 

515  Total Respondents

TMG Book 
of Business*

Quality 
Compass 

(PR)*

2009 2008 2009 2008 2009 to 
2008

2009 to 
TMG

2009 to
QC

Yes No

21.0% 79.0%

31
Never Sometimes Usually Always

CS 3 8% 32 4% 19 0% 44 8%

63.8% 72.5%

Not sig.26.5%

Significance Testing**

BelowBelow

Below73.0%

21.0%

Not sig.

26.8%

Q# Survey Item Valid n

30 501In the last 6 months, did you try to get information or 
help from your health plan's customer service?

Plan's
Summary RateCategory Responses 

(Summary Rate responses in gray)

In the last 6 months, how often did your health plan's 
customer service give you the information or help you 
needed?                                                                               
(If "Y " i Q30)

105 63.8%

22.1%

Below
CS 3.8% 32.4% 19.0% 44.8%

32
Never Sometimes Usually Always

CS 1.9% 14.4% 23.1% 60.6%

Yes No

25.0% 75.0%

Never Sometimes Usually Always***

0.4% 2.2% 7.1% 90.3%

94.7% Not sig.34 96.7%In the last 6 months, how often were the forms from 
your health plan easy to fill out? 493 94.7%

496

97.4%

Not sig.27.6%

Not sig.

Not Sig.

(If "Yes" in Q30)

104 83.2%

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results
that were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance
testing is performed at the 95% significance level.  

In the last 6 months, did your health plan give you any 
forms to fill out?

83.7% 87.8%

33

In the last 6 months, how often did your health plan's 
customer service staff treat you with courtesy and 
respect?                                                                               
(If "Yes" in Q30)

Above

87.1%

Above

Not sig.

Not sig.Not Sig.

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were selected by
TMG to facilitate comparisons.  Refer to the Technical Notes for more information.

* The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted data to NCQA. NCQA 2008 Quality Compass® (Public-Report) is the
mean of 115 plan-specific samples that submitted to NCQA in 2008 and publicly reported.  Refer to the Technical Notes for more information.

25.0% 20.3% 25.5%

*** Members who respond "No" to Q33 are included in "Always" of Q34, per NCQA in Volume 3, HEDIS 2009 guidelines.
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Question Summaries Managed Health Services of Indiana, Inc.
Health Status Medicaid Adult CAHPS® 

515  Total Respondents

TMG Book 
of Business*

Quality 
Compass 

(PR)*

2009 2008 2009 2008 2009 to 2008 2009 to TMG 2009 to
QC

0 - 3 4 - 7 8 - 10

3.4% 26.5% 70.1%

Below Not sig.

Significance Testing**

71.5% Not sig.75.4%35 498

Using any number from 0 to 10, where 0 is the worst 
health plan possible and 10 is the best health plan 
possible, what number would you use to rate your 
health plan?

Q# Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

70.1% 65.7%

Plan's
Summary Rate

Excellent Very good Good Fair Poor

10.2% 26.2% 36.0% 20.9% 6.7%

Not Sig. Not sig.37.3%36 33.7%

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response percentages.  Other Summary Rates were selected by TMG to facilitate 
comparisons.  Refer to the Technical Notes for more information.

* The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted data to NCQA. NCQA 2008 Quality Compass® (Public-Report) is the mean of 115
plan-specific samples that submitted to NCQA in 2008 and publicly reported.  Refer to the Technical Notes for more information.
** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results that were
found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance testing is performed at
the 95% significance level.  

Not sig.In general, how would you rate your overall health? 508 34.9%36.4%
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Effectiveness of Care Measures Managed Health Services of Indiana, Inc.
Medical Assistance with Smoking Cessation Medicaid Adult CAHPS® 

515  Total Respondents

TMG Book 
of 

Business*

2009 2008 2009 2008 2009 to 
2008

2009 to 
TMG

2009 to
QC

Every day Some days Not at all Don't know

29.6% 12.2% 57.3% 1.0%

NOT  Rolling Averages

33.8%

Plan's
Summary Rate

Significance Testing**

AboveAbove

Category Responses 
(Summary Rate responses in gray)

510
Do you now smoke cigarettes every day, some 
days, or not at all?                                                         
(% of Current Smokers)

Q#

36.9% Not sig.41.8% 46.5%

Quality 
Compass 

(PR)*Survey Item Valid n

37

None 1 visit 2-4 visits 5-9 visits
10 or more 

visits

29.7% 24.6% 28.7% 7.7% 9.2%

None 1 visit 2-4 visits 5-9 visits
10 or more 

visits

63.7% 15.3% 14.7% 3.2% 3.2%

None 1 visit 2-4 visits 5-9 visits
10 or more 

visits

62.2% 16.6% 15.0% 3.6% 2.6%

Not Sig.

69.4%

43.4%

70.3% 69.5%

37.8% 41.1%

* The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted data to NCQA. NCQA 2008 Quality Compass® (Public-Report) is the mean of
115 plan-specific samples that submitted to NCQA in 2008 and publicly reported.  Refer to the Technical Notes for more information.
** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results that were
found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance testing is performed at
the 95% significance level.  
Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were selected by TMG to
facilitate comparisons.  Refer to the Technical Notes for more information.

On how many visits did your doctor or health 
provider recommend or discuss methods and 
strategies (other than medication) to assist you with 
quitting smoking?  (If "Every day" or "Some days" in 
Q37)

39.7% Not sig.40 42.2%193 Not sig.

Not Sig.

Below

Not sig.

Not sig.

Not sig.

Not sig.

In the last 6 months, on how many visits were you 
advised to quit smoking by a doctor or other health 
provider in your plan?                                                   
(If "Every day" or "Some days" in Q37)

195

39.4%39

On how many visits was medication recommended 
or discussed to assist you with quitting smoking 
(for example: nicotine gum, patch, nasal spray, 
inhaler, prescription medication)?                                
(If "Every day" or "Some days" in Q37)

69.1%

41.4%36.3%190

38
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Effectiveness of Care Measures Managed Health Services of Indiana, Inc.
Rolling Average Methodology* Medicaid Adult CAHPS® 

515  Total Respondents

2009 2008 2009 2008 2009 to 
2008

2009 to 
TMG

2009 to
QC

2009 Valid n
2009 - 1 or 
more visits 2008 Valid n

2008 - 1 or 
more visits

195 70.3% 217 69.1%

Quality 
Compass 

(PR)**

TMG Book 
of 

Business**

412Advising Smokers to Quit (ASTQ)                                         
(2 year rolling average of Q38)

HEDIS Measure Valid n Category Responses 
(Summary Rate responses in gray)

Plan's
Summary Rate

All Summary Rates Are 
Rolling Averages

Not sig.69.5%69.7% Not sig.67.8% Not Sig.69.4%

Significance Testing***

2009 Valid n
2009 - 1 or 
more visits 2008 Valid n

2008 - 1 or 
more visits

190 36.3% 215 41.4%

2009 Valid n
2009 - 1 or 
more visits 2008 Valid n

2008 - 1 or 
more visits

193 37.8% 214 41.1%

43.4%

42.2%407

** The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted data to NCQA. NCQA 2008 Quality Compass® (Public-Report) is the mean of 115
plan-specific samples that submitted to NCQA in 2008 and publicly reported.  Refer to the Technical Notes for more information.

*** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results that were
found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance testing is performed at
the 95% significance level.  

Discussing Smoking Cessation Strategies                           
(2 year rolling average of Q40)

* For rolling average methodology, a score can be obtained one of two ways: (1) If at least 100 responses were achieved by combining 2008 scores and 2009 scores the rolling average score is the average of the 2008
and 2009 scores. (2) If there were no scores for 2008, but there were at least 100 responses for 2009, the rolling average is the 2009 score. If the combined responses for 2009 and 2008 do not achieve at least 100
responses then the measure will receive an "NA" by NCQA.

39.7% Not sig. Not sig.39.6% Not Sig.

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were selected by TMG to facilitate
comparisons.  Refer to the Technical Notes for more information.

Not sig.39.4%39.0%Discussing Smoking Cessation Medications                        
(2 year rolling average of Q39) 40.1% Not sig. Not Sig.405

39.8%
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Question Summaries Managed Health Services of Indiana, Inc.
Chronic Conditions Medicaid Adult CAHPS® 

515  Total Respondents

TMG Book 
of Business*

Quality 
Compass 

(PR)*

2009 2008 2009 2008 2009 to 
2008

2009 to 
TMG

2009 to
QC

Yes No

37.5% 62.5%

Yes No 82 7%

Not Sig.

Not Sig

38.1% Not sig.40.5% Sig. 
decrease

Q# Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

Not sig82 4% Not sig

Significance Testing**

Is this a condition or problem that has lasted for 
at least 3 months?  Do not include pregnancy or 187

Plan's
Summary Rate

77 1%79 7%

37.5% 48.4%41 506
In the last 6 months, have you seen a doctor or 
other health provider 3 or more times for the 
same condition or problem?

42

79.7% 20.3%

Yes No

53.7% 46.3%

Yes No

87.6% 12.4%

82.7%

61.7%

89.9%

Not Sig.

Below

Not Sig.Not sig.

Below64.1%

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results that were
found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance testing is performed at
the 95% significance level.  
Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were selected by TMG to
facilitate comparisons.  Refer to the Technical Notes for more information.

* The 2009 Myers Group Book of Business consists of 36 Medicaid adult samples that conducted surveys with TMG in 2009 and submitted data to NCQA. NCQA 2008 Quality Compass® (Public-Report) is the mean of
115 plan-specific samples that submitted to NCQA in 2008 and publicly reported.  Refer to the Technical Notes for more information.

505Do you now need or take medicine prescribed by 
a doctor?  Do not include birth control.

Sig. 
decrease

Not sig.

Not sig.82.4% Not sig.

43

menopause.                                                               
(If "Yes" to Q41)

187 77.1%

63.7%

79.7%

53.7%

87.6% 90.8% 90.2%44

Is this to treat a condition that has lasted for at 
least 3 months?  Do not include pregnancy or 
menopause.                                                               
(If "Yes" to Q43)

267

42
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Question Summaries Managed Health Services of Indiana, Inc.
Demographics/ Completing this Survey Medicaid Adult CAHPS® 

515  Total Respondents

Q# Survey Item Valid n

18-24 25-34 35-44 45-54 55-64 65-74 75 or older

38.5% 31.0% 19.4% 8.8% 1.8% 0.4% 0.0%

Male Female

14.7% 85.3%

8th grade or less Some high school
High school 

graduate/GED
Some college or 2-

year degree 4-year college
More than 4-year 
college degree

509

46 Are you male or female? 509

505

Category Responses

45 What is your age?

47 What is the highest grade or level of school that you 8th grade or less Some high school graduate/GED year degree 4 year college college degree

3.6% 20.4% 46.3% 28.1% 1.2% 0.4%

Yes No

4.1% 95.9%

White
Black/African-

American Asian

Native Hawaiian or 
other Pacific 

Islander
American Indian or 

Alaska Native Other

74.0% 24.0% 1.0% 0.0% 2.2% 3.6%

Yes No

8.9% 91.1%

Read questions to 
me

Wrote down my 
answers Answered for me

Translated 
questions

Helped in some 
other way

52.0% 24.0% 16.0% 8.0% 12.0%

* The base for the Race question is the total number of respondents. Members were allowed to choose more than one option, therefore figures may equal more than 100%.

51 How did that person help you? (Check all that apply.)       
(If "Yes" in Q50) 25

Did someone help you complete this survey?50 269

49 What is your race?                                                                
(Please mark one or more) 500 *

48 Are you of Hispanic or Latino origin or descent? 482

50547 have completed?
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Question Summaries Managed Health Services of Indiana, Inc.
Custom Questions Medicaid Adult CAHPS® 

515  Total Respondents

2009 2008 Summary 
Rate

Correlation 
with Q35

2009 to 
2008

2009 to 
TMG BoB

Once a week
2-3 times a  

month
Once a 
month Rarely Never

0.8% 0.8% 2.6% 17.8% 78.1%

Friend's 
Do not use 
computer or 

TMG Book of Business -
2008*

NA

Significance Testing**

Q# Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

52

Plan's 
Summary Rate

NAHow often do you visit MHS' webiste 
(www.managedhealthservices.com)? 1.6%388 NA

Where do you go to use a computer or get on the

NA NA

Library My home
Friend s 
house

computer or 
Internet Other

18.8% 60.8% 12.1% n=68 8..3%

RosieRoo Billboards
Ads on 
buses

Posters in 
doctor's office Other

0.6% 1.1% 1.7% 38.6% 58.0%

Yes No

28.4% 71.6%

MHS
Hoosier 

Healthwise Medicaid Other

34.1% 29.8% 21.7% 14.4%

NA NA

NANA

NA

NANA

NA

NA53

54 355

314Where do you go to use a computer or get on the 
internet?

NA

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results that
were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance testing is
performed at the 95% significance level.  

NA

384

NAWho are you most likely to call when you have 
questions about your benefits?

NA

NA

55 Do you know the difference between MHS, Hoosier 
Healthwise, and Medicaid? NA

*  The 2008 Myers Group Book of Business consists of the results of 38 Medicaid adult samples surveyed by The Myers Group in 2008 that submitted data to NCQA.

NA

NA

56 369

What has most often made you think of MHS? NA

NA

NANA

28.4% NA

NA
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Question Summaries Managed Health Services of Indiana, Inc.
Custom Questions Medicaid Adult CAHPS® 

515  Total Respondents

2009 2008 Summar
y Rate

Correlation 
with Q35

2009 to 
2008

2009 to 
TMG 
BoB

Definitely yes Probably yes Probably not Definitely not

49.7% 38.5% 8.4% 3.4%

My preferred 
doctor or 

hospital is not Getting billed by 
My prescription 
medicines are 

My family or 
friends are with 
doctors not on 

the MHS 

My doctor or his 
staff did not treat 
me with courtesy 

Q# Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

TMG Book of 
Business - 2008*

0.642

NA

57 322Would you recommend your health plan to 
your family or friends?

If you intend to switch your health plan when 
you next have an opportunity why would you58

Plan's 
Summary Rate

86.2% 91.5%

NA

88.2% Below

NANA NA288

Significance 
Testing**

Not sig.

NA
with MHS MHS doctors not covered network and respect Other

18.4% 1.0% 9.7% 3.5% 5.9% 61.5%

I didn't have a 
problem getting 

help from 
customer 
service

I had to stay on 
the line too long 

waiting for 
customer 
service

Customer 
Service was 

closed when I 
called

The information 
customer 

service gave me 
was not correct

Customer service 
did not have the 

information I 
needed

I had to wait too 
long for someone 

to call me back
No one called 

me back

Some 
other 

reason

n=239 28.6% 3.1% 4.1% 4.1% 6.1% 12.2% 41.8%

The selection of 
doctors

If free benefits 
are offered

Friendly 
customer 
service 

representatives

Disease 
management 

programs Other

43.0% 24.1% 12.3% 3.6% 17.0%

I did not have 
difficulty and 
was able to 
locate the 

information I 
needed

I could not find 
the printed 
materials

I could not 
understand the 
information the 

way it was 
written

The information 
was not well 

organized or too 
complex

I did not look for 
information in the 

materials 
provided

I always prefer to 
talk with customer 

service

n=232 15.0% 15.0% 10.8% 23.3% 51.7%

NA

NA

NA

NA

*  The 2008 Myers Group Book of Business consists of the results of 38 Medicaid adult samples surveyed by The Myers Group in 2008 that submitted data to NCQA.

If you had a problem getting help from your 
health plan's customer service, what was the 
main reason?

In the past 6 months, if you had difficulty 
finding or understanding information about 
your benefits in printed member materials, 
what was the reason? (Mark all that apply)

NA NA NA

NA

NA

60 When choosing your health plan, what is the 
most important to you?

you next have an opportunity, why would you 
do so?

58

59

NA

NA NA

NA

NA

NA

NANA

61 120

365

NANA

NA

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results that were
found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance testing is performed at the
95% significance level.  

NANA

NA

98

288 NA

The Myers Group Medicaid Adult Survey—2009  6N



Question Summaries Managed Health Services of Indiana, Inc.
Custom Questions Medicaid Adult CAHPS® 

515  Total Respondents

2009 2008 Summary 
Rate

Correlation 
with Q35

2009 to 
2008

2009 to 
TMG BoB

Yes No

77.6% 22.4%

Q# Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

TMG Book of Business -
2008*

NA

Plan's 
Summary Rate

NA77.6% 69.9% NA62 362Do you feel that the medical care you received in 
the last 6 months has improved your health?

Significance Testing**

Sig. 
increase

Mail Phone Internet

82.8% 12.5% 4.8%

Excellent Very good Good Fair Poor

31.5% 25.9% 30.9% 9.9% 1.7%

1 time 2 times 3 times
4 times or 

more

62.6% 20.0% 9.1% 8.3%

NA

0.589

NA

55.8%

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the
results that were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All
significance testing is performed at the 95% significance level.  

53.6%

NA

Not sig.343

377

*  The 2008 Myers Group Book of Business consists of the results of 38 Medicaid adult samples surveyed by The Myers Group in 2008 that submitted data to NCQA.

62.6% 62.7%

57.4%

NANA

65 How many times did you have to call your health 
plan to get your issue resolved?

What is the best way to get information to you about 
your health plan?63

64
How would you rate Managed Health Services' 
Member Services' timeliness in responding to your 
request for information or help?

NANANA265

NA

Not sig.

Not sig.
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2009 Final Report for Managed Health Services of Indiana, Inc. 
Consumer Assessment of Healthcare Providers and Systems (CAHPS®) Survey 
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7. Segmentation Analysis 
The CAHPS® 4.0H survey asks demographic questions about the respondent.  This 
information allows for a market segmentation of your members.  Reviewing the set of 
measures across the assortment of demographic categories may indicate a health plan’s 
overall ability to meet the needs of a varied population. 
 
Page 7A shows a segmentation of the Rating of Health Plan (Q35) results by demographic 
categories.  Across the top of the table are scores “0-3,” “4-7,” and “8-10.”  Down the far left 
column are the different demographic categories.  The numbers in the table represent the 
percentage of respondents from each demographic category that rated the health plan either 
0 to 3, 4 to 7, or 8 to 10. 
 
For example, in the table below, the percentages represent the respondents with a high 
school education or less. The interpretation would be “Of the respondents with a high school 
education or less, 10% rated their plan 0 to 3; 30% rated their plan 4 to 7; and 60% rated their 
plan 8 to 10.” 
 

Segment Rated Plan “0-3” Rated Plan “4-7” Rated Plan “8-10”
High School or less 10% 30% 60% 

 
Pages 7B-I present Summary Rates8 for attributes, ratings, and composite scores organized 
across the following: 

 Age (Q45) 

 Education (Q47) 

 Ethnicity (Q48) 

 Race (Q49) 

 Health Status (Q36) 

 Number of Doctor or Clinic Visits (Q7) 

 Data collection mode (Mail or Telephone) 

 Region (Database) 

The percentages represent the Summary Rate for each segment of a particular category.  For 
example, in the table below, the Summary Rate for the Rating of Health Plan is the 
percentage of respondents who rated their health plan an 8, 9, or 10. The interpretation of this 
example would be, “Of the respondents with a high school education or less, 63% gave their 
health plan a rating of 8, 9, or 10.  And, of the respondents with some college education or 
more, 58% gave their health plan a rating of 8, 9, or 10.” 

 High School or 
Less Some College or More 

Q35. Rating of Health Plan 63% 58% 
 
Charts 7A – 7I 
 

                                                      
8 Refer to Summary Rate in the Technical Notes for the Summary Rate definition for each composite.  

 



Segmentation Analysis Managed Health Services of Indiana, Inc.
Medicaid Adult CAHPS® 

515  Total Respondents

Valid n* % Valid n* % Valid n* %

18 to 34 12 3.5% 90 26.2% 242 70.3%

35 to 44 2 2.1% 25 25.8% 70 72.2%

45 to 54 3 6.8% 15 34.1% 26 59.1%

55 plus 0 0.0% 2 18.2% 9 81.8%

High School or less 11 3.2% 89 25.9% 244 70.9%

Some College or more 6 4.1% 40 27.0% 102 68.9%

Hispanic/Latino 1 5.3% 6 31.6% 12 63.2%

Non Hispanic/ Latino 16 3.5% 120 26.6% 315 69.8%

White 11 3.0% 93 25.7% 258 71.3%

Black/African American 5 4.3% 30 25.6% 82 70.1%

Other 3 9.7% 9 29.0% 19 61.3%

Excellent/Very good 2 1.1% 33 18.0% 148 80.9%

ETHNICITY (Q48)

RACE (Q49)

Rating of Health Plan (Q35) by Demographics

Survey Item
0-3 4-7 8-10

AGE (Q45)

EDUCATION (Q47)

Good 5 2.8% 59 33.0% 115 64.2%

Fair/Poor 10 7.5% 40 29.9% 84 62.7%

Less than 3 11 4.1% 77 28.6% 181 67.3%

Three or more 5 2.4% 53 25.0% 154 72.6%

Mail 12 4.5% 78 29.3% 176 66.2%

Phone 5 2.2% 54 23.3% 173 74.6%
DATA COLLECTION MODE

NUMBER OF DOCTOR/CLINIC 
VISITS (Q7)

*  Valid n refers to total number of respondents answering the response item within the subgroup under the column heading.

HEALTH STATUS (Q36)
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Segmentation Analysis Managed Health Services of Indiana, Inc.
Plan Summary Rates by Respondent Age (Q45) Medicaid Adult CAHPS® 

515  Total Respondents

Valid n** % Valid n** % Valid n** % Valid n** %

4 Obtaining needed care right away 130 82.3% 56 85.7% 23 78.3% 6 100.0% 7.5%

6 Obtaining care when needed, not when 
needed right away 239 81.2% 78 84.6% 41 80.5% 9 77.8% 4.1%

10 Health provider talked about pros and cons of 
choice of treatment 124 62.9% 44 56.8% 19 73.7% 5 60.0% 16.9%

11 Doctor/provider asked which choice you 
thought was best for you 126 65.9% 45 48.9% 18 61.1% 5 20.0% 17.0%

15 Doctors explaining things in an 
understandable way 203 90.1% 68 86.8% 37 83.8% 8 87.5% 6.4%

16 Doctors listening carefully to you 201 91.0% 68 80.9% 37 83.8% 8 87.5% 10.2%

17 Doctors showing respect for what you had to 
say 201 93.5% 68 82.4% 37 86.5% 8 87.5% 11.2%

18 Doctors spending enough time with you 201 84.6% 68 76.5% 37 83.8% 8 87.5% 8.1%

23 Ease of getting appointment with a specialist 100 83.0% 37 73.0% 24 79.2% 5 80.0% 10.0%

27 Getting care, tests, or treatments necessary 150 80.7% 57 68.4% 32 59.4% 7 85.7% 21.3%

31 Getting help/information when calling 
customer service 72 66.7% 20 65.0% 12 50.0% 1 0.0% 16.7%

32 Treated with courtesy and respect by 
customer service staff 71 81.7% 20 85.0% 12 91.7% 1 100.0% 10.0%

Q# Composites, Measures, & Ratings

Getting Needed Care 81 8% 70 7% 69 3% 82 9% 12 6%

55 or older18 - 34 35 - 44
Q# Attributes

45 - 54
Range*
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Getting Needed Care 81.8% 70.7% 69.3% 82.9% 12.6%

Getting Care Quickly 81.7% 85.2% 79.4% 88.9% 5.8%

How Well Doctors Communicate 89.8% 81.6% 84.5% 87.5% 8.2%

Customer Service 74.2% 75.0% 70.8% 50.0% 4.2%

Shared Decision Making 64.4% 52.9% 67.4% 40.0% 14.5%

8 Health Promotion and Education 245 56.3% 79 63.3% 38 60.5% 9 44.4% 7.0%

20 Coordination of Care 97 77.3% 42 76.2% 24 83.3% 4 75.0% 7.1%

12 Rating of Health Care 245 71.4% 79 68.4% 37 54.1% 9 77.8% 17.4%

21 Rating of Personal Doctor 268 76.9% 84 76.2% 43 69.8% 11 81.8% 7.1%

25 Rating of Specialist 91 72.5% 34 76.5% 24 83.3% 5 100.0% 10.8%

35 Rating of Health Plan 344 70.3% 97 72.2% 44 59.1% 11 81.8% 13.1%

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response 
percentages.   See Technical Notes for more information.

*Range is the difference between Summary Rates shown. Due to the small sample size of respondents ages 55 and older, this segment is not included 
in range calculations.
**  Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
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Segmentation Analysis Managed Health Services of Indiana, Inc.
Plan Summary Rates by Respondent Education (Q47) Medicaid Adult CAHPS® 

515  Total Respondents

Valid n** % Valid n** %

4 Obtaining needed care right away 138 84.8% 74 81.1% 3.7%

6 Obtaining care when needed, not when needed right away 248 83.1% 115 80.0% 3.1%

10 Health provider talked about pros and cons of choice of treatment 136 62.5% 54 64.8% 2.3%

11 Doctor/provider asked which choice you thought was best for you 138 61.6% 54 59.3% 2.3%

15 Doctors explaining things in an understandable way 222 88.7% 93 88.2% 0.6%

16 Doctors listening carefully to you 220 87.3% 93 90.3% 3.0%

17 Doctors showing respect for what you had to say 221 91.4% 91 87.9% 3.5%

18 Doctors spending enough time with you 219 84.0% 93 81.7% 2.3%

23 Ease of getting appointment with a specialist 107 74.8% 57 91.2% 16.5%

27 Getting care, tests, or treatments necessary 160 75.0% 82 76.8% 1.8%

31 Getting help/information when calling customer service 67 70.1% 36 55.6% 14.6%

32 Treated with courtesy and respect by customer service staff 67 88.1% 35 77.1% 10.9%

Q# Composites, Measures, & Ratings

Getting Needed Care 74.9% 84.0% 9.1%

Q# Attributes
High School Graduate or 

less Some College or more
Range*
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Getting Care Quickly 83.9% 80.5% 3.4%

How Well Doctors Communicate 87.9% 87.0% 0.8%

Customer Service 79.1% 66.3% 12.8%

Shared Decision Making 62.0% 62.0% 0.0%

8 Health Promotion and Education 256 58.6% 110 58.2% 0.4%

20 Coordination of Care 117 78.6% 47 80.9% 2.2%

12 Rating of Health Care 255 72.2% 110 64.5% 7.6%

21 Rating of Personal Doctor 287 77.0% 116 74.1% 2.9%

25 Rating of Specialist 99 74.7% 55 78.2% 3.4%

35 Rating of Health Plan 344 70.9% 148 68.9% 2.0%

**  Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response 
percentages.  See Technical Notes for more information.

* Range is the difference between the Summary Rates shown.  The larger the number, the greater the difference in Summary Rates between segment 
groups for any given question/composite.
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Segmentation Analysis Managed Health Services of Indiana, Inc.
Medicaid Adult CAHPS® 

515  Total Respondents

Valid n** % Valid n** %

4 Obtaining needed care right away 7 71.4% 199 83.9% NA

6 Obtaining care when needed, not when needed right away 11 72.7% 341 82.4% NA

10 Health provider talked about pros and cons of choice of 
treatment 4 75.0% 179 62.6% NA

11 Doctor/provider asked which choice you thought was best for 
you 4 75.0% 181 59.1% NA

15 Doctors explaining things in an understandable way 11 72.7% 292 89.0% NA

16 Doctors listening carefully to you 11 81.8% 290 87.9% NA

17 Doctors showing respect for what you had to say 10 100.0% 290 90.0% NA

18 Doctors spending enough time with you 11 72.7% 290 83.4% NA

23 Ease of getting appointment with a specialist 4 50.0% 156 80.8% NA

27 Getting care, tests, or treatments necessary 7 71.4% 229 75.1% NA

31 Getting help/information when calling customer service 3 0.0% 96 65.6% NA

32 Treated with courtesy and respect by customer service staff 3 66.7% 95 85.3% NA

Q# Composites, Measures, & Ratings

Getting Needed Care 60.7% 77.9% NA

Plan Summary Rates by Respondent Ethnicity (Q48)

Hispanic/Latino Non-Hispanic/Latino
Q# Attributes Range*
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Getting Care Quickly 72.1% 83.2% NA

How Well Doctors Communicate 81.8% 87.6% NA

Customer Service 33.3% 75.4% NA

Shared Decision Making 75.0% 60.8% NA

8 Health Promotion and Education 13 61.5% 340 57.4% NA

20 Coordination of Care 6 50.0% 154 79.2% NA

12 Rating of Health Care 13 53.8% 338 69.5% NA

21 Rating of Personal Doctor 16 75.0% 371 75.7% NA

25 Rating of Specialist 3 66.7% 146 76.0% NA

35 Rating of Health Plan 19 63.2% 451 69.8% NA

**  Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response 
percentages. See Technical Notes for more information.

*Range is the difference between Summary Rates shown. Due to the small sample size of Hispanic respondents, range calculations are not included.
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Segmentation Analysis Managed Health Services of Indiana, Inc.
Plan Summary Rates by Respondent Race (Q49) Medicaid Adult CAHPS® 

515  Total Respondents

Valid n*** % Valid n*** % Valid n*** %

4 Obtaining needed care right away 160 84.4% 50 80.0% 16 75.0% 4.4%

6 Obtaining care when needed, not when needed right away 275 82.2% 84 78.6% 21 90.5% 3.6%

10 Health provider talked about pros and cons of choice of 
treatment 146 66.4% 40 47.5% 9 44.4% 18.9%

11 Doctor/provider asked which choice you thought was best for 
you 148 62.2% 40 52.5% 9 77.8% 9.7%

15 Doctors explaining things in an understandable way 225 88.9% 79 88.6% 19 78.9% 0.3%

16 Doctors listening carefully to you 223 87.0% 79 88.6% 19 84.2% 1.6%

17 Doctors showing respect for what you had to say 224 88.4% 79 92.4% 18 94.4% 4.0%

18 Doctors spending enough time with you 223 82.5% 80 83.8% 19 73.7% 1.2%

23 Ease of getting appointment with a specialist 124 80.6% 39 82.1% 9 55.6% 1.4%

27 Getting care, tests, or treatments necessary 180 75.0% 60 76.7% 16 75.0% 1.7%

31 Getting help/information when calling customer service 79 63.3% 25 76.0% 4 75.0% 12.7%

32 Treated with courtesy and respect by customer service staff 79 83.5% 24 87.5% 4 100.0% 4.0%

Q# Composites, Measures, & Ratings

Getting Needed Care 77.8% 79.4% 65.3% 1.5%

Getting Care Quickly 83.3% 79.3% 82.7% 4.0%

Q# Attributes Range**
Other*White Black or African-

American
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How Well Doctors Communicate 86.7% 88.3% 82.8% 1.6%

Customer Service 73.4% 81.8% 87.5% 8.3%

Shared Decision Making 64.3% 50.0% 61.1% 14.3%

8 Health Promotion and Education 267 56.9% 90 61.1% 22 59.1% 4.2%

20 Coordination of Care 111 79.3% 51 74.5% 11 81.8% 4.8%

12 Rating of Health Care 266 69.5% 89 69.7% 22 72.7% 0.1%

21 Rating of Personal Doctor 295 76.3% 96 75.0% 26 69.2% 1.3%

25 Rating of Specialist 115 74.8% 36 86.1% 9 66.7% 11.3%

35 Rating of Health Plan 362 71.3% 117 70.1% 31 61.3% 1.2%

* "Other" includes Asian,  Native Hawaiian or Other Pacific Islander, American Indian or Alaska Native, and respondents who answered "Other."

** Range is the difference between Summary Rates shown. Due to small segmentation sample size, "Other" is not included in range calculations.

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response 
percentages.  See Technical Notes for more information.

*** Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
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Segmentation Analysis Managed Health Services of Indiana, Inc.
Plan Summary Rates by Health Status (Q36) Medicaid Adult CAHPS® 

515  Total Respondents

Valid n** % Valid n** % Valid n** %

4 Obtaining needed care right away 64 81.3% 69 85.5% 81 82.7% 4.3%

6 Obtaining care when needed, not when needed right away 124 82.3% 128 78.1% 113 85.0% 6.8%

10 Health provider talked about pros and cons of choice of 
treatment 58 72.4% 69 59.4% 64 56.3% 16.2%

11 Doctor/provider asked which choice you thought was best for 
you 56 69.6% 73 61.6% 64 51.6% 18.1%

15 Doctors explaining things in an understandable way 101 92.1% 107 86.0% 107 86.9% 6.1%

16 Doctors listening carefully to you 100 94.0% 107 89.7% 106 80.2% 13.8%

17 Doctors showing respect for what you had to say 99 96.0% 108 89.8% 106 84.9% 11.1%

18 Doctors spending enough time with you 100 90.0% 106 83.0% 107 75.7% 14.3%

23 Ease of getting appointment with a specialist 46 89.1% 53 83.0% 65 72.3% 16.8%

27 Getting care, tests, or treatments necessary 72 88.9% 82 73.2% 89 65.2% 23.7%

31 Getting help/information when calling customer service 39 76.9% 34 61.8% 31 48.4% 28.5%

32 Treated with courtesy and respect by customer service staff 39 87.2% 33 84.8% 31 77.4% 9.8%

Q# Composites, Measures, & Ratings

Excellent/ Very 
good Good Fair/Poor

Range*Q# Attributes
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Getting Needed Care 89.0% 78.1% 68.7% 20.3%

Getting Care Quickly 81.8% 81.8% 83.8% 2.1%

How Well Doctors Communicate 93.0% 87.1% 81.9% 11.1%

Customer Service 82.1% 73.3% 62.9% 19.1%

Shared Decision Making 71.0% 60.5% 53.9% 17.1%

8 Health Promotion and Education 124 62.1% 132 49.2% 113 62.8% 13.6%

20 Coordination of Care 45 84.4% 58 75.9% 64 75.0% 9.4%

12 Rating of Health Care 123 82.9% 132 62.9% 113 61.1% 21.9%

21 Rating of Personal Doctor 141 85.1% 142 76.1% 121 64.5% 20.6%

25 Rating of Specialist 40 87.5% 48 70.8% 64 71.9% 16.7%

35 Rating of Health Plan 183 80.9% 179 64.2% 134 62.7% 18.2%

*  Range is the difference between Summary Rates shown.  The larger the number, the greater the difference in Summary Rates between segment groups for 
any given question/composite.
**  Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response 
percentages.   See Technical Notes for more information.
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Segmentation Analysis Managed Health Services of Indiana, Inc.
Plan Summary Rates by Number of Doctor/Clinic Visits (Q7) Medicaid Adult CAHPS® 

515  Total Respondents

Valid n** % Valid n** %

4 Obtaining needed care right away 83 80.7% 124 86.3% 5.6%

6 Obtaining care when needed, not when needed right away 154 77.9% 199 84.9% 7.0%

10 Health provider talked about pros and cons of choice of treatment 68 67.6% 124 59.7% 8.0%

11 Doctor/provider asked which choice you thought was best for you 69 66.7% 125 56.8% 9.9%

15 Doctors explaining things in an understandable way 147 86.4% 166 90.4% 4.0%

16 Doctors listening carefully to you 147 89.1% 164 86.6% 2.5%

17 Doctors showing respect for what you had to say 146 91.1% 165 89.1% 2.0%

18 Doctors spending enough time with you 145 84.1% 166 81.3% 2.8%

23 Ease of getting appointment with a specialist 60 76.7% 101 82.2% 5.5%

27 Getting care, tests, or treatments necessary 92 72.8% 147 76.9% 4.0%

31 Getting help/information when calling customer service 39 59.0% 61 67.2% 8.2%

32 Treated with courtesy and respect by customer service staff 38 78.9% 61 85.2% 6.3%

Q# Composites, Measures, & Ratings
Getting Needed Care 74.7% 79.5% 4.8%

Getting Care Quickly 79 3% 85 6% 6 3%

Q# Attributes
Less than 3 visits Three or more visits

Range*
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Getting Care Quickly 79.3% 85.6% 6.3%

How Well Doctors Communicate 87.7% 86.8% 0.8%

Customer Service 69.0% 76.2% 7.3%

Shared Decision Making 67.2% 58.2% 8.9%

8 Health Promotion and Education 158 49.4% 215 64.7% 15.3%

20 Coordination of Care 55 76.4% 110 78.2% 1.8%

12 Rating of Health Care 157 65.0% 213 72.3% 7.3%

21 Rating of Personal Doctor 210 75.7% 182 77.5% 1.8%

25 Rating of Specialist 50 82.0% 99 72.7% 9.3%

35 Rating of Health Plan 269 67.3% 212 72.6% 5.4%

* Range is the difference between Summary Rates shown.  The larger the number, the greater the difference in Summary Rates between segment groups 
for any given question/composite.
** Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response 
percentages.  See Technical Notes for more information.
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Segmentation Analysis Managed Health Services of Indiana, Inc.
Plan Summary Rates by Data Collection Mode Medicaid Adult CAHPS® 

515  Total Respondents

Valid n** % Valid n** %

4 Obtaining needed care right away 129 85.3% 88 80.7% 4.6%

6 Obtaining care when needed, not when needed right away 209 82.8% 161 80.7% 2.0%

10 Health provider talked about pros and cons of choice of treatment 101 61.4% 91 63.7% 2.4%

11 Doctor/provider asked which choice you thought was best for you 103 52.4% 91 69.2% 16.8%

15 Doctors explaining things in an understandable way 188 92.0% 129 82.9% 9.1%

16 Doctors listening carefully to you 186 90.3% 129 84.5% 5.8%

17 Doctors showing respect for what you had to say 186 91.9% 129 87.6% 4.3%

18 Doctors spending enough time with you 188 85.1% 127 79.5% 5.6%

23 Ease of getting appointment with a specialist 100 78.0% 66 83.3% 5.3%

27 Getting care, tests, or treatments necessary 163 78.5% 83 68.7% 9.9%

31 Getting help/information when calling customer service 59 62.7% 46 65.2% 2.5%

32 Treated with courtesy and respect by customer service staff 59 78.0% 45 91.1% 13.1%

Q# Composites, Measures, & Ratings
Getting Needed Care 78.3% 76.0% 2.3%

Getting Care Quickly 84 0% 80 7% 3 3%

Mail Phone
Range*AttributesQ#
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Getting Care Quickly 84.0% 80.7% 3.3%

How Well Doctors Communicate 89.8% 83.6% 6.2%

Customer Service 70.3% 78.2% 7.8%

Shared Decision Making 56.9% 66.5% 9.6%

8 Health Promotion and Education 210 56.7% 163 60.1% 3.5%

20 Coordination of Care 109 79.8% 58 74.1% 5.7%

12 Rating of Health Care 209 67.9% 161 70.8% 2.9%

21 Rating of Personal Doctor 230 74.8% 177 77.4% 2.6%

25 Rating of Specialist 92 71.7% 62 82.3% 10.5%

35 Rating of Health Plan 266 66.2% 232 74.6% 8.4%

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response 
percentages.  See Technical Notes for more information.

* Range is the difference between Summary Rates shown.  The larger the number, the greater the difference in Summary Rates between segment groups 
for any given question/composite.
** Valid n refers to total number of respondents answering the item within the subgroup under the column heading.

The Myers Group Medicaid Adult Survey—2009  7H



Segmentation Analysis Managed Health Services of Indiana, Inc.
Plan Summary Rates by Region (Database) Medicaid Adult CAHPS® 

515  Total Respondents

Valid n** % Valid n** % Valid n** % Valid n** % Valid n** % Valid n** % Valid n** % Valid n** %

4 Obtaining needed care right away 35 80.0% 34 64.7% 38 94.7% 19 94.7% 34 73.5% 15 93.3% 23 87.0% 19 94.7% 30.0%

6 Obtaining care when needed, not when 
needed right away 61 80.3% 51 82.4% 72 83.3% 38 86.8% 54 75.9% 30 86.7% 34 76.5% 30 86.7% 10.9%

10 Health provider talked about pros and cons of 
choice of treatment 33 63.6% 25 60.0% 39 66.7% 13 53.8% 27 48.1% 20 65.0% 14 71.4% 21 71.4% 23.3%

11 Doctor/provider asked which choice you 
thought was best for you 34 70.6% 25 64.0% 40 65.0% 13 38.5% 27 55.6% 19 52.6% 15 40.0% 21 71.4% 33.0%

15 Doctors explaining things in an 
understandable way 46 84.8% 45 88.9% 64 87.5% 35 91.4% 47 85.1% 25 100.0% 32 84.4% 23 91.3% 15.6%

16 Doctors listening carefully to you 46 82.6% 45 88.9% 63 90.5% 34 88.2% 47 83.0% 25 96.0% 32 84.4% 23 95.7% 13.4%

17 Doctors showing respect for what you had to 
say 46 84.8% 45 91.1% 63 93.7% 34 88.2% 48 89.6% 25 96.0% 32 84.4% 22 95.5% 11.6%

18 Doctors spending enough time with you 46 76.1% 45 82.2% 61 82.0% 35 82.9% 48 79.2% 25 96.0% 32 84.4% 23 91.3% 19.9%

23 Ease of getting appointment with a specialist 25 72.0% 23 69.6% 29 75.9% 17 88.2% 22 81.8% 13 92.3% 18 88.9% 19 84.2% 22.7%

27 Getting care, tests, or treatments necessary 40 82.5% 33 66.7% 46 73.9% 24 79.2% 34 70.6% 17 76.5% 29 75.9% 23 78.3% 15.8%

31 Getting help/information when calling 13 46 2% 11 45 5% 16 81 3% 14 64 3% 17 52 9% 10 70 0% 12 83 3% 12 66 7% 37 9%

NW SE SW WC
Range*Q# Attributes

CN EC NC NE
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customer service 13 46.2% 11 45.5% 16 81.3% 14 64.3% 17 52.9% 10 70.0% 12 83.3% 12 66.7% 37.9%

32 Treated with courtesy and respect by 
customer service staff 12 91.7% 11 72.7% 16 81.3% 14 78.6% 17 76.5% 10 90.0% 12 91.7% 12 91.7% 18.9%

Q# Composites, Measures, & Ratings

Getting Needed Care 77.3% 68.1% 74.9% 83.7% 76.2% 84.4% 82.4% 81.2% 16.3%

Getting Care Quickly 80.2% 73.5% 89.0% 90.8% 74.7% 90.0% 81.7% 90.7% 17.3%

How Well Doctors Communicate 82.1% 87.8% 88.4% 87.7% 84.2% 97.0% 84.4% 93.4% 14.9%

Customer Service 68.9% 59.1% 81.3% 71.4% 64.7% 80.0% 87.5% 79.2% 28.4%

Shared Decision Making 67.1% 62.0% 65.8% 46.2% 51.9% 58.8% 55.7% 71.4% 25.3%

8 Health Promotion and Education 54 55.6% 53 69.8% 74 58.1% 36 63.9% 58 50.0% 30 53.3% 36 52.8% 32 62.5% 19.8%

20 Coordination of Care 20 65.0% 29 86.2% 29 69.0% 18 66.7% 27 77.8% 11 81.8% 20 90.0% 13 92.3% 27.3%

12 Rating of Health Care 54 74.1% 53 54.7% 71 77.5% 37 78.4% 58 62.1% 29 79.3% 36 47.2% 32 84.4% 37.2%

21 Rating of Personal Doctor 61 78.7% 53 66.0% 82 76.8% 43 74.4% 59 74.6% 33 87.9% 43 72.1% 33 81.8% 21.8%

25 Rating of Specialist 22 72.7% 21 76.2% 28 78.6% 18 83.3% 19 78.9% 12 66.7% 16 68.8% 18 77.8% 16.7%

35 Rating of Health Plan 78 69.2% 64 60.9% 94 76.6% 53 75.5% 73 65.8% 41 70.7% 45 73.3% 50 68.0% 15.7%

*Range is the difference between Summary Rates shown. Due to the small sample size of respondents ages 55 and older, this segment is not included in range calculations.
**  Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS®  4.0H guidelines and generally represent the most favorable response percentages.   See Technical Notes for more information.

The Myers Group Medicaid Adult Survey—2009  7I



 
2009 Final Report for Managed Health Services of Indiana, Inc. 
Consumer Assessment of Healthcare Providers and Systems (CAHPS®) Survey 
 

 
 

The Myers Group Medicaid Adult Survey – 2009 8-1 

8. Key Driver and Opportunity Analyses  
Members set standards for performance whether consciously or subconsciously.  Standards are 
usually set higher for those plan services that are deemed important to each member.  These 
important services are the Key Drivers of Satisfaction.   
 
Multiple linear regression analyses were run on the 2009 TMG Medicaid Adult Book of 
Business, to discover which composites were Key Drivers of Rating of Health Plan (Q35), 
Rating of Health Care (Q12), and Rating of Personal Doctor (Q21).   
 
The Summary Rates of these Key Drivers are compared to the Summary Rates of all other 
plans in 2008 Quality Compass Medicaid Public Report.  Depending on how these composite 
scores rank they are placed into one of the three following action categories: 
 
Plan Strength (Market & Maintain): A Key Driver of Satisfaction and Summary Rates are 

at or above the 75th percentile when compared to 
2008 Quality Compass Medicaid Public Report. 

 
Plan Opportunity (Investigate & Improve):  A Key Driver of Satisfaction but Summary Rates are 

below the 50th percentile when compared to 2008 
Quality Compass Medicaid Public Report. 

 
Area to Monitor: A Key Driver of Satisfaction, but Summary Rates are 

between the 50th and 75th percentile when compared 
to 2008 Quality Compass Medicaid Public Report. 
These Key Drivers could become a strength or an 
opportunity depending on the plan’s success in that 
area. 

 
 

Rating of Health Plan Opportunity Analysis  
Respondents were asked to provide an overall rating of health plan satisfaction (Q35), with “0” 
representing worst and “10” representing best.  The NCQA defined Summary Rate for this 
measure is the percentage of respondents who rated their health plan an 8, 9, or 10.  Members’ 
ratings of their health plans are an important gauge of plan quality and is also the most heavily 
weighted CAHPS® measure in the accreditation process. 
 
Two composites have been identified as Key Drivers of health plan rating based on the 
regression analysis: Customer Service (β=0.9139) and Getting Needed Care (β=0.614). 
 
Key Drivers of  
Health Plan Rating   Percentile Ranking Opportunity Analysis 

Customer Service 16th Opportunity 

Getting Needed Care 49th Opportunity 
 
Chart 8A 
 

                                                      
9 Numbers shown are beta coefficients. See Regression Analysis in Technical Notes.   

 



Opportunity Analysis Managed Health Services of Indiana, Inc.

Medicaid Adult CAHPS® Key Drivers of the Rating of Health Plan (Q35)
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Key Drivers are those composite areas found to have the most positive impact on the Rating of Health Plan as determined by the regression analysis. (See Technical 
Notes for more details on the Regression Analysis.)  The chart above shows each Key Driver  and the Rating of Health Plan (Q35).  Your plan's Summary Rate (in 
bold) is compared to the 2008 Quality Compass percentiles. The Quality Compass 25th and 90th percentile are indicated, and your plan's percentile ranking is also 
shown. The number shown below each Key Driver  name is the beta coefficient (found with respondent-level composites scaled 0-3).  Within the context of the 
statistical model, the larger the coefficient, the stronger its influence on the Rating of Health Plan (Q35), with all other composites held constant.
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Rating of Health Care Opportunity Analysis  
Rating of Health Care (Q12) gives members an opportunity to rate all of the health care they 
have received in the last six months.  This rating provides feedback to health plans to help 
improve their members’ quality of care.   
 
Three composites have been identified as the Key Drivers of health care satisfaction based on 
regression analysis: How Well Doctors Communicate (β=0.791), Shared Decision Making 
(β=0.592) and Getting Needed Care (β=0.447).  Additionally, Rating of Health Care is highly 
correlated with the Rating of Personal Doctor. 
 
Key Drivers of  
Health Care Rating   Percentile Ranking Opportunity Analysis 

How Well Doctors Communicate 47th Opportunity 

Shared Decision Making 74th Monitor 

Getting Needed Care 49th Opportunity 
 
 
 
 
Chart 8B 
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Rating of Personal Doctor Opportunity Analysis  
Question 21 gives members an opportunity to rate their personal doctor.  A high rating indicates 
members rate their personal doctors positively.  A positive relationship between doctor and 
patient is an important part of health care.   
 
Two composites have been identified as the Key Drivers of satisfaction with personal doctor, 
based on regression analysis: How Well Doctors Communicate (β=2.027) and Coordination of 
Care (β=0.328).  Additionally, Rating of Personal Doctor is highly correlated with the Rating of 
Health Care. 
 
  
Key Drivers of  
Personal Doctor Rating   Percentile Ranking Opportunity Analysis 

How Well Doctors Communicate 47th Opportunity 

Coordination of Care 57th Monitor 
 
 
Rankings below the 50th percentile indicate that this is an area that should be investigated by 
the health plan.  The Myers Group offers Patient Satisfaction with Physician studies to help 
further drill down areas that may need attention to provide better care to plan members. 
 
Chart 8C 
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Correlation Analysis for Managed Health Services of Indiana, Inc. 
Page 8D provides attribute correlations with Rating of Health Plan (Q35), Rating of Health Care 
(Q12), and Rating of Personal Doctor (Q21).  The correlations show the strength of the linear 
relationship between the individual attribute and the rating question.  The correlation value can 
range from –1 to +1 with values close to +1 indicating a strong positive correlation.  A question 
that is highly correlated with, for example, Rating of Health Plan, indicates that a low Summary 
Rate of that question is tied to a low Summary Rate of Rating of Health Plan, and a high 
Summary Rate for that question is tied to a high Summary Rate for Rating of Health Plan.  
Comparisons to 2008 Quality Compass Medicaid Public Report are also shown with significance 
testing. 
 
 Chart 8D 
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Q23. Ease of getting appointment with a specialist 0.332 0.463 0.178 80.1% 74.1% ↔

Q27. Getting care, tests, or treatments necessary 0.554 0.433 0.274 75.2% 78.8% ↔

Q4. Obtaining needed care right away 0.428 0.499 0.284 83.4% 81.2% ↔

Q6. Obtaining care when needed, not when needed right 
away 0.305 0.355 0.219 81.9% 80.0% ↔

Q15. Doctors explaining things in an understandable way 0.216 0.374 0.579 88.3% 86.9% ↔

Q16. Doctors listening carefully to you 0.243 0.370 0.667 87.9% 87.8% ↔

Q17. Doctors showing respect for what you had to say 0.245 0.375 0.658 90.2% 89.3% ↔

Q18. Doctors spending enough time with you 0.257 0.370 0.653 82.9% 83.8% ↔

Q31. Getting information/help from customer service 0.448 0.303 0.225 63.8% 72.5% ↓

Q32. Treated with courtesy and respect by customer service 
staff 0.438 0.363 0.208 83.7% 87.1% ↔C
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staff 

Q10. Health provider talked about pros and cons of choice 
of treatment 0.185 0.229 0.359 62.5% 59.8% ↔

Q11. Doctor/provider asked which choice was best for you 0.154 0.197 0.244 60.3% 57.1% ↔

Q8. Health Promotion and Education 0.157 0.233 0.239 58.2% 56.3% ↔

Q20. Coordination of Care 0.125 0.329 0.393 77.8% 76.4% ↔

Q12.  Rating of Health Care 0.532 1.000 0.567 69.2% 67.4% ↔

Q21.  Rating of Personal Doctor 0.386 0.567 1.000 75.9% 76.2% ↔

Q25.  Rating of Specialist 0.150 0.342 0.131 76.0% 75.7% ↔

Q35.  Rating of Health Plan 1.000 0.532 0.386 70.1% 71.5% ↔

*  The NCQA 2008 Quality Compass® (Public Report) consists of the mean score of 115 Medicaid samples.  Refer to the Technical Notes for more 
information.   
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** Significance Testing - " " denotes plan percentage is significantly lower when compared to benchmarks. " " denotes plan percentage is significantly
higher when compared to benchmarks. "  " denotes that there was no significant difference between the percentages. "  " denotes that there was
insufficient sample size to conduct the statistical test.  All significance testing is performed at the 95% significance level.

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response
percentages.  Refer to the Technical Notes for more information.
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9. CAHPS Improvement Strategies10  – Medicaid Plans 
In this section, The Myers Group offers some drill down improvement strategies by each 
composite in the CAHPS survey.   Each health plan operates in a unique environment with 
different opportunities and challenges.   Accordingly, each health plan’s CAHPS results point 
to different strengths and areas for improvement in consideration of trend and benchmark 
data.  CAHPS is strongly directional, but additional investigation and drill down is needed in 
order to identify and further refine Quality Improvement initiatives.   
 
Many of our clients add CAHPS supplemental questions to probe for more details regarding 
the member experience.  Many also enhance the sampling protocol through oversampling and 
augments to provide more drill-down of key market segments. 
 
Over the course of the last 11 years as an NCQA CAHPS-certified vendor, The Myers Group 
has responded to and supported many of these drill down strategies being used among top 
performers on CAHPS measures.  Additional drill-down strategies summarized below are 
noted in AHRQ’s CAHPS Improvement Guide, an online resource located on the Agency for 
Healthcare Research and Quality website at 
https://www.cahps.ahrq.gov/QIguide/contents/interventions/default.aspx. 
 

HEALTH PLAN DOMAIN 
Composites/ 
Rating Measures Improvement Strategies 
Getting Needed Care 
 Ease of getting appointment 

with specialist 

 

 Getting care, tests, or 
treatments as necessary 

 Review member directories and health plan website 
to evaluate ease of finding a specialist. 

 Analyze open access possibilities. 
 Examine and simplify referral processes for member 

and provider. 
 Evaluate availability of key specialty areas.  
 Monitor appointment availability by provider type. 
 
QI Drill Down Action:  Conduct phone surveys and 
“mystery shopper” calls to monitor routine and urgent 
care availability.  Include assessment of after-hours 
access and availability of providers. 

                                                      
10 "For more information, case studies, and sample intervention strategies, see AHRQ's "CAHPS Improvement 
Guide, Practical Strategies for Improving the Patient Care Experience,"  https://www.cahps.ahrq.gov/qiguide.  



 
2009 Final Report for Managed Health Services of Indiana, Inc. 
Consumer Assessment of Healthcare Providers and Systems (CAHPS®) Survey 
 

 
The Myers Group Medicaid Adult Survey – 2009 9-2 

 

HEALTH PLAN DOMAIN 

Composites/ 
Rating Measures Improvement Strategies 

Customer Service 
 Getting information/help from 

customer service 

 

 Treated with courtesy/respect 
by customer service 

 Based on trend and benchmark data, set short and 
long term performance goals for Customer Service, 
including  CSR performance,  speed to answer, and 
abandonment rates. 

 Track and monitor all internal metrics, such as call 
volume, length of hold time (if any), call 
abondonment rates, call type, percent of first call 
resolution, etc. 

 Review member collateral, such as Explanation of 
Benefits and ID card, to determine clarity and 
effectiveness. 

 Implement protocols and procedures for responding 
to and tracking of complaints or “red flag alerts.” 

 Review orientation and training of staff. 
 Consider value of cross training of staff. 
 
QI Drill Down Action:  Assess member call experience 
with ongoing phone or mail surveys for purposes of 
tracking, monitoring/training, and implementing quality 
improvement changes. 

Rating of Health Plan 
 Members’ rating of health 

plan 
 Investigate, probe, and follow up on QI action 

planning for key composite areas found to be highly 
correlated with overall health plan satisfaction, 
especially where the plan scores have decreased or 
are significantly below external benchmarks.   

 Determine member satisfaction and loyalty rating of 
members based on length of membership. 
Investigate strength of new members rating of plan 
and loyalty. 

 
QI Drill Down Action:  Evaluate overall rating of health 
plan quarterly or every six months where warranted.   
Probe into key composite areas and develop stratified 
quotas to represent key segments of the member 
population.  Set S.M.A.R.T. goals  Specific, 
Measurable, Attainable, Realistic, and Timely. 
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HEALTH CARE DOMAIN 

Composites/ 
Rating Measures Improvement Strategies 
Getting Care Quickly 
 Obtaining needed care right 

away 

 

 Obtaining care when needed, 
not when needed right away 

 Provide guidance to providers on streamlining 
patient flow and open access scheduling. 

 Offer access to email for clinical advice and 
administrative assistance. 

 Offer Internet access for health information and 
advice. 

 
QI Drill Down Action:  Research top performing 
providers and share their scheduling and patient flow 
practices.  Also, review the best practices of office 
managers and communicate successes.   As with 
Getting Needed Care, perform continuous monitoring 
with mystery shopping of both urgent and routine care 
options.  Gauge after-hours access to providers. 

How Well Doctors Communicate 
 Providers explained things in 

an understandable way 

 

 Providers listening carefully 
 
 Providers showing respect 
 
 Providers spending enough 

time with you 

 Investigate opportunities to educate providers and 
members for effectively communicating.   

 Suggest to members that they list their questions or 
health care concerns before visit to doctor. 

 Provide tips and guidelines to providers for effective 
communication with diverse member populations. 

 
QI Drill Down Action:  In order to probe provider 
behavior and performance on critical variables like 
communicaiton, thoroughness, access and availability of 
appointments, consider administering a Clinician and 
Group CAHPS Survey (C&G CAHPS).   

Shared Decision Making 
 Provider discussed pros and 

cons of treatment choices 
 
 Provider asked patient which 

choice was best 
 

 Stress self-education so that patient is better 
prepared to voice opinions and evaluate treatment 
options. 

 Ensure that new member materials are updated. 
 Incorporate the critical aspects of Shared Decision 

Making into Disease Management (chronic 
conditions). 

QI Drill Down Action:  Add custom questions to 
CAHPS survey in order to gain more insights.  Educate 
members via New Member materials at outset of 
relationship. 
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HEALTH CARE DOMAIN 

Composites/ 
Rating Measures Improvement Strategies 
Health Promotion and Education 
 Provider discussed specific 

things to prevent illness 
 Ensure member brochures are easy to read and 

understand. 
 Advertise and encourage use of nurse hotline. 
 Initiate member advisory council. 
 
QI Drill Down Action:  Sponsor in-depth interviews with 
subgroups of members to learn specific needs – families 
with infants, non-metro dwelling members, etc.  Measure 
awareness and usage of resources, especially among 
those with health risks. 

Coordination of Care 
 Provider seemed 

informed/up-to-date about 
care received from other 
providers 

 Support electronic patient records. 
 Offer quick referral programs. 
 
QI Drill Down Action:  Adopt state-of-the-art technology 
to allow records to be coordinated throughout a network 
rapidly.  Also, facilitate the communication of patients’ 
needs with question lists. 

Rating of Health Care 
 Members’ overall rating of 

health care 
 Examine the summary rates for the composites that 

relate to this rating. 
 Foster the relationship with providers by regular 

walk-throughs/conferences. 
 Establish an action plan related to key drivers with 

accountability.  
 
QI Drill Down Action:  Focus Quality Initiatives on Key 
Drivers of the health care rating (as indicated in annual 
CAHPS reports).  Set S.M.A.R.T. goals  Specific, 
Measurable, Attainable, Realistic, and Timely. 
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10. Technical Notes 
Presented alphabetically by subject area 
 
Composite Categories 
The NCQA core survey includes seven composite categories.  Each composite category represents 
an overall aspect of plan quality and is comprised of similar questions.  For each composite, an 
overall score is computed.  NCQA defines the composite score as the average of the Summary Rate 
or Three-Point scores of the questions comprising a composite.  For example, the Getting Needed 
Care composite is the average of the Summary Rates or Three-Point Scores of Q23, and Q27. 
 
Correlation Analysis 
Correlation Analysis is run between attributes and the overall satisfaction variable as 
measured by Question 35 (“What number would you use to rate your health plan?”), as well 
as between attributes and Questions 12 and 21, rating of health care and rating of personal 
doctor.  The Pearson’s product moment correlation coefficient, r, is used to measure the 
strength of the linear association between each attribute and the overall satisfaction variables. 
The correlation value can range from –1 to +1 with values close to +1 indicating a strong 
positive correlation.  This is shown on Page 8D. 
 
Demographic Categories 
The Myers Group collapses the age, race, and education group categories into fewer 
segments than those defined by the CAHPS® 4.0H survey.  The consolidation of the 
demographic categories with small samples allows for more valid between-group statistical 
comparisons. 

Age  Education 
CAHPS® TMG  CAHPS® TMG 

18 – 24 
18 – 34 

 8th grade or less 
High school 

graduate/GED 
or less 

25 – 34  Some high school 

35 – 44 35 – 44  High school graduate/GED 

45 – 54 45 – 54  Some college/2-year degree 
Some college/2-

year degree 

55 – 64 

55 or older 

 4-year college degree 
College 

graduate or 
more 

65 – 74  More than 4-year college 
degree 75 or older  

 
Race/Ethnicity 

CAHPS® TMG 

White White 

Black/African-American 
Black/African-

American 

Asian Asian 

Native Hawaiian/Pacific 
Islander 

Other American Indian/Alaska 
Native 

Other 

Hispanic/Latino Hispanic/Latino 
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Opportunity Analysis (see Regression Analysis) 
 
Quality Compass 2008 (Medicaid – All Plans) data benchmark is a collection of CAHPS® 
4.0H mean summary ratings (177 samples) for those Medicaid adult plans (samples with at 
least 100 valid responses per question item) allowing NCQA to use their data to be compiled 
into an aggregate, or national summary, without releasing their plan-level scores. 
 
Quality Compass 2008 (Medicaid – Public Report) data benchmark is a collection of 
CAHPS® 4.0H mean summary ratings for those Medicaid adult plans (115 plan-specific 
samples with at least 100 valid responses per question item) choosing to report their scores 
publicly, in addition to submitting their scores to be compiled anonymously into a Quality 
Compass aggregate, or national summary.   The scores shown in this report reflect the mean 
Summary Rates from these plan means.   
 
Regression Analysis 
Regression estimates are measures of association between independent variables 
(composites) and a dependent variable (overall satisfaction rating), while controlling for the 
effect of other variables through the use of a statistical model.  A backward elimination, 
respondent-level, multiple linear regression model was fitted to the 2009 TMG Medicaid Adult 
Book of Business.  The Myers Group Book of Business consists of the 2009 Medicaid adult 
data from each of the 36 health plans that submitted to NCQA.  The dependent variable in the 
model is measured by Question 35 (“What number would you use to rate your health plan?”) 
scaled from 0 to 10 (“Worst health plan possible” to “Best health plan possible”), Question 12 
(“What number would you use to rate your health care?”) as well as Question 21 (What 
number would you use to rate your personal doctor?”).   
 
All composite questions are evaluated as potential independent variables in the analysis.  
These questions are scaled from 0 to 3 (0, 1, 2, and 3) for four-point scales in the direction of 
least favorable response to most favorable response.  Those composite variables found to 
have a significant positive influence (as found by testing individual beta coefficients with a 
0.05 level of significance) on Overall Satisfaction are reported as Key Drivers of overall 
satisfaction.  The numbers reported alongside each composite, shown on pages 8A – 8C, are 
beta coefficients.  These coefficients indicate the amount of change that takes place in the 
dependent variable for a one-unit change in the respondent level composite independent 
variable in the rescaled 0-3 units (with all other independent variables unchanged).   
 
Within the context of the model, the higher the beta score, the larger the effect the composite 
has on overall satisfaction, with all other composites held constant. 
 
Using the results of the regression analysis, TMG has developed the following Opportunity 
Analysis.  If the composite Summary Rate is equal to or greater than the 75th percentile of 
2008 Quality Compass Medicaid Public Report Summary Rates, and the composite is 
determined to be a Key Driver by the multiple linear regression analysis, the composite is 
considered a plan Strength.  If the composite is a Key Driver and the Summary Rate is less 
than the 50th percentile when compared to 2008 Quality Compass Medicaid Public Report 
Summary Rates, the composite is considered a plan Opportunity.  If a Key Driver has a 
Summary Rate that falls between the 50th and 75th percentile when compared to 2008 Quality 
Compass Medicaid Public Report Summary Rates it is suggested that the composite be 
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monitored as it could become a Strength or Opportunity in the future, depending on the plan’s 
success in that area.   
 
Question Scoring 
NCQA Summary Rate & Three-Point Categories for Composite Questions 
 

Composites/ 
Response choices 

Summary 
Rate 

Three-
Point Questions/Attributes 

Getting Needed Care 
Never/Sometimes  1 Q23 – In the last 6 months, how often was it easy to get 

appointments with specialists? 
Q27 – In the last 6 months, how often was it easy to get the 
care, tests or treatment you thought you needed through your 
health plan? 

Usually 
Summary 

Rate 
2 

Always 
Summary 

Rate 
3 

Getting Care Quickly 
Never/Sometimes  1 Q4 – In the last 6 months, when you needed care right away, 

how often did you get care as soon as you thought you needed? 
Q6 – In the last 6 months, not counting the times you needed 
care right away, how often did you get an appointment for your 
health care at a doctor’s office or clinic as soon as you thought 
you needed? 

Usually 
Summary 

Rate 
2 

Always 
Summary 

Rate 
3 

How Well Doctors Communicate 
Never/Sometimes  1 Q15 – In the last 6 months, how often did your personal doctor 

explain things in a way that was easy to understand? 
Q16 – In the last 6 months, how often did your personal doctor 
listen carefully to you? 
Q17 – In the last 6 months, how often did your personal doctor 
show respect for what you had to say? 
Q18 - In the last 6 months, how often did your personal doctor 
spend enough time with you? 

Usually 
Summary 

Rate 
2 

Always 
Summary 

Rate 
3 

Customer Service 
Never/Sometimes  1 

Q31 – In the last 6 months, how often did your health plan's 
customer service give you the information or help you needed? 
Q32 – In the last 6 months, how often did your health plan's 
customer service staff treat you with courtesy and respect?  
 

Usually 
Summary 

Rate 
2 

Always 
Summary 

Rate 
3 

Shared Decision Making* 
Definitely/Somewhat no  1 Q10 – In the last 6 months, did a doctor or other health provider 

talk with you about the pros and cons of each choice for your 
treatment or health care? 
Q11 – In the last 6 months, when there was more than one 
choice for your treatment or health care, did a doctor or other 
health provider ask which choice you thought was best for you? 

Somewhat yes  2 

Definitely yes 
Summary 

Rate 
3 

 
 
Rating Questions 
There are four rating questions that ask respondents to rate: (1) all their health care, (2) their 
personal doctor, (3) the specialist seen most often, and (4) the health plan.  For each 
question, respondents were asked to provide ratings using an 11-point scale with “0” 
representing the worst possible and “10” representing the best possible. 
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Response Rate 
The sample size for adult Medicaid health plans is 1,350 in accordance with NCQA protocol, 
although plans may choose to over-sample their population if necessary. Please refer to the 
Glossary of Terms for more information on over-samples.  The overall NCQA target number of 
complete responses is 411. 
 
Ineligible members include those who are deceased, members who do not meet the eligible 
population criteria, members with a language barrier, and members who are mentally or 
physically incapacitated.  Non-responses include those members who have refused to 
participate in the survey, could not be reached due to a bad address or telephone number, or 
members that reached a maximum attempt threshold and were unable to be contacted during 
the survey time period.   
 
The formula for determining the response rate is the following: 
 

Completed mail and telephone surveys 
=  Response rate 

Final sample size – Ineligible surveys 
 
 
Sampling Error 
Sampling error can be thought of as the extent to which survey results may differ from what 
would be obtained if every eligible member in the sample had been surveyed.  The size of 
such error depends largely on the percentage distributions (i.e., the number of respondents 
selecting each answer category) and the number of members surveyed.  The more 
disproportionate the percentage distributions or the larger the sample size is, the smaller the 
error. 
 
The following tables may be used in estimating approximate sampling error.  The first table 
shows the range (plus or minus the figure shown) within which the population percentage 
could be expected to lay 95* out of 100 times a sample of that size and percentage 
distribution would be selected.  The second table shows the range (plus or minus the figure 
shown) within which the population percentage could be expected to lay 90** out of 100 times 
a sample of that size and percentage distribution would be selected. 
 

Valid 
Responses 

Percentage Distribution 
50/50 60/40 70/30 80/20 90/10 

50 13.9 13.6 12.7 11.1 8.3 

100 9.8 9.6 9.0 7.8 5.9 

200 6.9 6.8 6.4 5.5 4.2 

300 5.7 5.5 5.2 4.5 3.4 

400 4.9 4.8 4.5 3.9 2.9 

500 4.4 4.3 4.0 3.5 2.6 

750 3.6 3.5 3.3 2.9 2.1 

850 3.4 3.3 3.1 2.7 2.0 

*95% confidence interval 
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Valid 
Responses 

Percentage Distribution 
50/50 60/40 70/30 80/20 90/10 

50 11.6 11.4 10.7 9.3 7.0 

100 8.2 8.1 7.5 6.6 4.9 

200 5.8 5.7 5.3 4.7 3.5 

300 4.7 4.7 4.4 3.8 2.8 

400 4.1 4.0 3.8 3.3 2.5 

500 3.7 3.6 3.4 2.9 2.2 

750 3.0 2.9 2.8 2.4 1.8 

850 2.8 2.8 2.6 2.3 1.7 

                                                                                                   **90% confidence interval 
 
The sampling error table is used in the following manner.  Assume that “overall rating of health 
plan” received a Summary Rate of seventy percent (70.0%) from a sample of 500 valid 
responses.  For a 95% confidence interval, look at the table where the sample size of 500 
intersects the percentage distribution of 70/30.  The margin of error for this sample size is four 
percentage points (4.0%).  Therefore, on average, in 95 out of 100 similar samples, the 95% 
confidence interval (e.g., 66.0% to 74.0%) will span the true unknown population percentage. 
 
Statistical Significance 
A statistically significant hypothesis testing result means that, based on the sample(s), 
conditions/assumptions, and level of significance, there is sufficient evidence to conclude the 
alternate hypothesis.  For example, when testing for a difference between a population 
Summary Rate and a set constant score (e.g., Quality Compass), statistical significance would 
mean that there is sufficient support for the statement that there is a difference between the 
population Summary Rate and the set constant score.  As another example, when testing to 
see if there is a difference between last year’s population Summary Rate and this year’s 
population Summary Rate, statistical significance would mean that there is sufficient evidence 
for the statement that the population Summary Rates are different.   
 
Summary Rate  
Summary Rates are single statistics generated for a survey question as specified by NCQA.  
In general, Summary Rates represent the percentage of respondents who chose the most 
favorable response option(s) (“Always” and “Usually”; “Definitely Yes”; or “8” to “10”).  Not all 
questions are assigned a Summary Rate by NCQA. 
 
Summary Rate categories for the rating questions represent respondents who answered “8,” 
“9,” or “10.”  In addition to the traditional NCQA defined Summary Rate calculation for rating 
questions (responses “8”, “9”, and “10”), Summary Rates are also calculated using “9” and 
“10.” 
 
Members who respond “No” to Q33 are recoded as “Always” in Q34 and are, therefore, 
included in the Summary Rate of Q34. 
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The Summary Rate for each composite category and additional measure is as follows: 
 
Getting Needed Care; Getting Care Quickly; How Well Doctors Communicate; Customer 
Service; Health Promotion and Education; and Coordination of Care:  Summary Rate 
represents the percentage of members who responded “Always” or “Usually.”  
 
Shared Decision Making: Summary Rate represents the percentage of members who 
responded “Definitely Yes.”  This is a change from 2007, when the Summary Rate also 
included the “Somewhat Yes” response option. 
 
Survey Administration Protocol 
The CAHPS® 4.0H protocol allows plans to select one of two options for survey administration: 
a 5-wave mail-only methodology or a mixed methodology (mail and telephone), which 
includes 4-wave mail (two questionnaire mailings and two reminder post cards) with a 
telephone follow-up of at least 3 attempts.  The sample size for Medicaid adult plans seeking 
accreditation from NCQA is 1,350 members. 
 

Mixed Methodology Tasks Time Frame 
First questionnaire and cover letter sent to the member. 0 days 

A postcard reminder is sent to non-respondents 4 to 10 days after the first 
questionnaire. 

4-10 days 

A second questionnaire with replacement cover letter is sent to non-respondents 
approximately 35 days after the mailing of the first questionnaire. 

35 days 

A second postcard reminder is sent to non-respondents 4 to 10 days after mailing 
the second questionnaire. 

39-45 days 

Telephone calls by CATI (computer-assisted telephone interviews) are conducted 
for non-respondents approximately 21 days after the mailing of the second 
questionnaire. 

56 days 

Telephone contact is made to all non-respondents such that at least 3 calls are 
attempted at different times of day, on different days and in different weeks.  

56-70 days 

Telephone follow-up is completed approximately 14 days after initiation. 70 days 

 
Mail-Only Methodology Tasks Time Frame 

First questionnaire and cover letter sent to the member. 0 days 

A postcard reminder is sent to non-respondents 4 to 10 days after the first 
questionnaire. 

4-10 days 

A second questionnaire with replacement cover letter is sent to non-respondents 
approximately 35 days after the mailing of the first questionnaire. 

35 days 

A second postcard reminder is sent to non-respondents 4 to 10 days after mailing 
the second questionnaire. 

39-45 days 

A third questionnaire and cover letter is sent to non-respondents approximately 25 
days after mailing the second questionnaire. 

60 days 

Allow 21 days for the third questionnaire to be returned by the member. 81 days 
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The Myers Group Book of Business 
The Myers Group Book of Business (calculated on a plan-level) consists of all Medicaid adult 
samples that were conducted by TMG and submitted to NCQA.  In 2009 there were 36 
samples included in the Book of Business.  This benchmark is shown throughout the report 
and is used in the Opportunity Analysis.  The 2008 Book of Business consists of 38 samples 
that were submitted to NCQA in 2008, and is used for Custom Question benchmarks and 
correlation coefficient, and Loyalty benchmarks. 
 
Three-Point Scores 
Three-Point scoring assigns a value of 1, 2, or 3 to each question response category and then 
computes a numerical average based upon the valid responses for each question.  The 
Three-Point values are assigned to response option categories as follows: 
 

Response 
Choice 1 

Score 
Value 

 Response 
Choice 2 

Score 
Value 

 Response 
Choice 3 

Score 
Value 

Definitely no 1  Never 1  0-6 1 

Somewhat no 1  Sometimes 1  7 & 8 2 

Somewhat yes 2  Usually 2  9 & 10 3 

Definitely yes 3  Always 3    

 
The “mean of means” method is used in computing the Three-Point composite score.  Each 
question is weighted equally within a composite regardless of the number of valid responses.  
These composite scores may be in slight variance to the scores shown elsewhere in the 
report (comparisons by member age, gender, etc.) where scores are calculated as weighted 
means based on the actual number of respondents answering each question. 
 
Unanswered Questions 
CAHPS® 4.0H prescribes that if a respondent answered a question by marking more than one 
response (not including Q49 & Q51), that response is considered a “multiple mark.”  A 
missing/multiple mark response is NOT assigned any value or used to calculate satisfaction 
scores. 
 
Z-Test 
To test for true differences in population score(s), statistical inference methods are applied.  In 
particular, hypothesis testing is done to draw conclusions about differences in scores between 
a population and a set constant (e.g., a Summary Rate versus the NCQA Quality Compass) or 
between different populations (e.g., a Summary Rate for this year versus a Summary Rate for 
last year).  The hypothesis of no difference is rejected if the absolute value of the test statistic 
exceeds a critical value corresponding to a level of significance.  The test statistic used 
depends on which of these types of hypothesis tests are performed. 
 
When checking for a statistically significant difference between a Summary Rate for a 
population and a set constant score (e.g., NCQA Quality Compass)—with various 
conditions/assumptions—The Myers Group uses the statistical test that follows: 
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  where  

  p̂  = Summary Rate from the sample 

 0p  = Set constant score for comparison 

 0q  = 1 –  (Set constant score) = )1( 0p  

 n  = Sample size 
 
For hypothesis testing of composites, n equals the maximum denominator of the composite 
questions. With a large sample size ( 5ˆ11 pn , 5)ˆ1( 11  pn , 5ˆ 22 pn , and 5)ˆ1( 22  pn ), 
the z-statistic has a distribution that can be treated as the standard normal distribution.  Thus, 
the hypothesis that the population “Summary Rate” equals the set constant score is rejected 
at a 0.05 level of significance when the absolute value of the z-statistic exceeds 1.96 
(obtained from cumulative standard normal distribution table). 
 
The second hypothesis-testing situation involves testing for statistically significant differences 
between two population percents (or proportions), e.g., two population Summary Rates.  
When comparing the population percentages (or proportions)—with various conditions/ 
assumptions—the appropriate test statistic is the z-statistic as follows: 
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  where  

  1p̂  = Summary Rate from the 1st sample 

 2p̂  = Summary Rate from the 2nd sample 

 1n  = Size of the sample from the 1st population 

 2n  = Size of the sample from the 2nd population 

 p̂  = Pooled Summary Rate,  
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 q̂  = 1 –  (Pooled Summary Rate) 
 
 For hypothesis testing of composites, n equals the maximum denominator of the composite 
questions.  With large sample sizes ( 5ˆ11 pn , 5)ˆ1( 11  pn , 5ˆ 22 pn , and 5)ˆ1( 22  pn ), 
the z-statistic has a distribution that can be treated as the standard normal distribution.  Thus, 
the hypothesis that the populations under comparison have equal population Summary Rates 
is rejected at a 0.05 level of significance when the absolute value of the z-statistic exceeds 
1.96 (obtained from the cumulative standard normal distribution table). 
Sample Survey Tool 
 



1. Our records show that you are now in
Managed Health Services.
Is that right?

1 Yes . . . . . . . . . . . . . . . . . . . .Go to Question 3
2 No . . . . . . . . . . . . . . . . . . . . .Go to Question 2

2. What is the name of your health plan?
(Please print)

Your Health Care In The Last 6 Months
These questions ask about your own health care. Do not
include care you got when you stayed overnight in a hospital.
Do not include the times you went for dental care visits.

3. In the last 6 months, did you have an illness, injury, or
condition that needed care right away in a clinic,
emergency room, or doctor’s office?

1 Yes . . . . . . . . . . . . . . . . . . . .Go to Question 4
2 No . . . . . . . . . . . . . . . . . . . . .Go to Question 5

4. In the last 6 months, when you needed care right
away, how often did you get care as soon as you
thought you needed?

1 Never
2 Sometimes
3 Usually
4 Always

5. In the last 6 months, not counting the times you
needed care right away, did you make any
appointments for your health care at a doctor’s office or
clinic?

1 Yes . . . . . . . . . . . . . . . . . . . .Go to Question 6
2 No . . . . . . . . . . . . . . . . . . . . .Go to Question 7

6. In the last 6 months, not counting the times you
needed care right away, how often did you get an
appointment for your health care at a doctor’s office or
clinic as soon as you thought you needed?

1 Never
2 Sometimes
3 Usually
4 Always

7. In the last 6 months, not counting the times you went to
an emergency room, how many times did you go to a
doctor’s office or clinic to get health care for yourself?

0 None . . . . . . . . . . . . . . . . . . .Go to Question 13
1 1 . . . . . . . . . . . . . . . . . . . . . .Go to Question 8
2 2 . . . . . . . . . . . . . . . . . . . . . .Go to Question 8
3 3 . . . . . . . . . . . . . . . . . . . . . .Go to Question 8
4 4 . . . . . . . . . . . . . . . . . . . . . .Go to Question 8
5 5 to 9 . . . . . . . . . . . . . . . . . . .Go to Question 8
6 10 or more . . . . . . . . . . . . . .Go to Question 8

8. In the last 6 months, how often did you and a doctor or
other health provider talk about specific things you
could do to prevent illness?

1 Never
2 Sometimes
3 Usually
4 Always

9. Choices for your treatment or health care can include
choices about medicine, surgery, or other treatment.
In the last 6 months, did a doctor or other health
provider tell you there was more than one choice for
your treatment or health care?

1 Yes . . . . . . . . . . . . . . . . . . . .Go to Question 10
2 No . . . . . . . . . . . . . . . . . . . . .Go to Question 12

10. In the last 6 months, did a doctor or other health
provider talk with you about the pros and cons of each
choice for your treatment or health care?

1 Definitely yes
2 Somewhat yes
3 Somewhat no
4 Definitely no

11. In the last 6 months, when there was more than one
choice for your treatment or health care, did a doctor or
other health provider ask which choice you thought was
best for you?

1 Definitely yes
2 Somewhat yes
3 Somewhat no
4 Definitely no

12. Using any number from 0 to 10, where 0 is the worst
health care possible and 10 is the best health care
possible, what number would you use to rate all your
health care in the last 6 months?
Worst health care Best health care
possible possible
0 1 2 3 4 5 6 7 8 9 10

Your Personal Doctor
13. A personal doctor is the one you would see if you need

a check-up, want advice about a health problem, or get
sick or hurt.
Do you have a personal doctor?

1 Yes . . . . . . . . . . . . . . . . . . . .Go to Question 14
2 No . . . . . . . . . . . . . . . . . . . . .Go to Question 22

14. In the last 6 months, how many times did you visit your
personal doctor to get care for yourself?

0 None . . . . . . . . . . . . . . . . . . .Go to Question 21
1 1 . . . . . . . . . . . . . . . . . . . . . .Go to Question 15
2 2 . . . . . . . . . . . . . . . . . . . . . .Go to Question 15
3 3 . . . . . . . . . . . . . . . . . . . . . .Go to Question 15
4 4 . . . . . . . . . . . . . . . . . . . . . .Go to Question 15
5 5 to 9 . . . . . . . . . . . . . . . . . . .Go to Question 15
6 10 or more . . . . . . . . . . . . . .Go to Question 15

54. What has most often made you think of MHS?
1 RosieRoo
2 Billboards
3 Ads on buses
4 Posters in doctor’s office
5 Other

55. Do you know the difference between MHS, Hoosier
Healthwise, and Medicaid?

1 Yes
2 No

56. Who are you most likely to call when you have
questions about your benefits?

1 MHS
2 Hoosier Healthwise
3 Medicaid
4 Other

57. Would you recommend your health plan to your family
or friends?

1 Definitely yes
2 Probably yes
3 Probably not
4 Definitely not

58. If you intend to switch your health plan when you next
have an opportunity, why would you do so?

1 My preferred doctor or hospital is not with MHS
2 Getting billed by MHS doctors
3 My prescription medicines are not covered
4 My family or friends are with doctors not on the
MHS Network

5 My doctor or his office staff did not treat me with
courtesy and respect

6 Other

59. If you had a problem getting help from your health
plan's customer service, what was the main reason?

1 I didn't have a problem getting help from
customer service

2 I had to stay on the line too long waiting for
customer service

3 Customer service was closed when I called
4 The information customer service gave me was
not correct

5 Customer service did not have the information
I needed

6 I had to wait too long for someone to call me back
7 No one called me back
8 Some other reason

60. When choosing your health plan, what is the most
important to you?

1 The selection of doctors
2 If free benefits are offered
3 Friendly customer service representatives
4 Disease management programs
5 Other

61. In the past 6 months, if you had difficulty finding or
understanding information about your benefits in printed
member materials, what was the reason?
(Mark all that apply.)

A I did not have difficulty and was able to locate
the information I needed

B I could not find the printed materials
C I could not understand the information the way
it was written

D The information was not well organized or too
complex

E I did not look for information in the materials
provided

F I always prefer to talk with customer service

62. Do you feel that the medical care you received in the
last 6 months has improved your health?

1 Yes
2 No

63. What is the best way to get information to you about
your health plan?

1 Mail
2 Phone
3 Internet

64. How would you rate Managed Health Services' Member
Services' timeliness in responding to your request for
information or help?

1 Excellent
2 Very good
3 Good
4 Fair
5 Poor

65. How many times did you have to call your health plan
to get your issue resolved?

1 1 time
2 2 times
3 3 times
4 4 times or more

Please continue inside1

� Answer all the questions by marking the box with blue or black ink. Like this
� You are sometimes told to skip over some questions in this survey. When this happens you will see a note that tells you
what question to answer next, like this: Yes ........Go to Question 3

All information that would let someone identify you or your family will be kept private. The Myers Group will not share your
personal information with anyone without your OK. You may choose to answer this survey or not. If you choose not to, this
will not affect the benefits you get. You may notice a number on the cover of this survey. This number is ONLY used to let
us know if you have returned your survey so we don’t have to send you reminders. If you want to know more about this
study, please call The Myers Group at 1-800-692-0041.

Thank You
Please return the completed survey in the postage-paid envelope to:

Attn: Survey Processing Department
The Myers Group
2351 Henry Clower Boulevard, Suite C
Snellville, GA 30078-3107
Toll-Free: 1-800-692-0041

For Internal Purposes Only: 46472
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15. In the last 6 months, how often did your personal doctor 
explain things in a way that was easy to understand?

1 Never
2 Sometimes
3 Usually
4 Always

16. In the last 6 months, how often did your personal doctor 
listen carefully to you?

1 Never
2 Sometimes
3 Usually
4 Always

17. In the last 6 months, how often did your personal doctor 
show respect for what you had to say?

1 Never
2 Sometimes
3 Usually
4 Always

18. In the last 6 months, how often did your personal doctor 
spend enough time with you?

1 Never
2 Sometimes
3 Usually
4 Always

19. In the last 6 months, did you get care from a doctor or 
other health provider besides your personal doctor?

1 Yes  . . . . . . . . . . . . . . . . . . . .Go to Question 20
2 No  . . . . . . . . . . . . . . . . . . . . .Go to Question 21

20. In the last 6 months, how often did your personal doctor 
seem informed and up-to-date about the care you got 
from these doctors or other health providers?

1 Never
2 Sometimes
3 Usually
4 Always

21. Using any number from 0 to 10, where 0 is the worst 
personal doctor possible and 10 is the best personal 
doctor possible, what number would you use to rate 
your personal doctor?
Worst personal doctor Best personal doctor
possible possible
0 1 2 3 4 5 6 7 8 9 10

Getting Health Care From Specialists
When you answer the next questions, do not include dental 
visits or care you got when you stayed overnight in a hospital.

22. Specialists are doctors like surgeons, heart doctors, 
allergy doctors, skin doctors, and other doctors who 
specialize in one area of health care.
In the last 6 months, did you try to make any 
appointments to see a specialist?

1 Yes  . . . . . . . . . . . . . . . . . . . .Go to Question 23
2 No  . . . . . . . . . . . . . . . . . . . . .Go to Question 26

23. In the last 6 months, how often was it easy to get 
appointments with specialists?

1 Never
2 Sometimes
3 Usually
4 Always

24. How many specialists have you seen in the last 6 
months?

0 None  . . . . . . . . . . . . . . . . . . .Go to Question 26
1 1 specialist  . . . . . . . . . . . . . .Go to Question 25
2 2  . . . . . . . . . . . . . . . . . . . . . .Go to Question 25
3 3  . . . . . . . . . . . . . . . . . . . . . .Go to Question 25
4 4  . . . . . . . . . . . . . . . . . . . . . .Go to Question 25
5 5 or more specialists  . . . . . .Go to Question 25

25. We want to know your rating of the specialist you saw 
most often in the last 6 months.  Using any number 
from 0 to 10, where 0 is the worst specialist possible 
and 10 is the best specialist possible, what number 
would you use to rate that specialist?
Worst specialist Best specialist
possible possible
0 1 2 3 4 5 6 7 8 9 10

Your Health Plan
The next questions ask about your experience with your
health plan.

26. In the last 6 months, did you try to get any kind of care, 
tests, or treatment through your health plan?

1 Yes  . . . . . . . . . . . . . . . . . . . .Go to Question 27
2 No  . . . . . . . . . . . . . . . . . . . . .Go to Question 28

27. In the last 6 months, how often was it easy to get the 
care, tests, or treatment you thought you needed 
through your health plan?

1 Never
2 Sometimes
3 Usually
4 Always

28. In the last 6 months, did you look for any information in 
written materials or on the Internet about how your 
health plan works?

1 Yes  . . . . . . . . . . . . . . . . . . . .Go to Question 29
2 No  . . . . . . . . . . . . . . . . . . . . .Go to Question 30

29. In the last 6 months, how often did the written
materials or the Internet provide the information you 
needed about how your health plan works?

1 Never
2 Sometimes
3 Usually
4 Always

30. In the last 6 months, did you try to get information 
or help from your health plan’s customer service?

1 Yes  . . . . . . . . . . . . . . . . . . . .Go to Question 31
2 No  . . . . . . . . . . . . . . . . . . . . .Go to Question 33

31. In the last 6 months, how often did your health plan’s 
customer service give you the information or help you 
needed?

1 Never
2 Sometimes
3 Usually
4 Always

32. In the last 6 months, how often did your health plan’s 
customer service staff treat you with courtesy and 
respect?

1 Never
2 Sometimes
3 Usually
4 Always

33. In the last 6 months, did your health plan give you any 
forms to fill out?

1 Yes  . . . . . . . . . . . . . . . . . . . .Go to Question 34
2 No  . . . . . . . . . . . . . . . . . . . . .Go to Question 35

34. In the last 6 months, how often were the forms from 
your health plan easy to fill out?

1 Never
2 Sometimes
3 Usually
4 Always

35. Using any number from 0 to 10, where 0 is the worst 
health plan possible and 10 is the best health plan 
possible, what number would you use to rate your 
health plan?
Worst health plan Best health plan
possible possible
0 1 2 3 4 5 6 7 8 9 10

About You
36. In general, how would you rate your overall health?

1 Excellent
2 Very good
3 Good
4 Fair
5 Poor

37. Do you now smoke cigarettes every day, some days, or 
not at all?

1 Every day  . . . . . . . . . . . . . . .Go to Question 38
2 Some days  . . . . . . . . . . . . . .Go to Question 38
3 Not at all  . . . . . . . . . . . . . . . .Go to Question 41
4 Don’t know  . . . . . . . . . . . . . .Go to Question 41

38. In the last 6 months, on how many visits were you 
advised to quit smoking by a doctor or other health
provider in your plan?

0 None
1 1 visit
2 2 to 4 visits
3 5 to 9 visits
4 10 or more visits
5 I had no visits in the last 6 months

39. On how many visits was medication recommended or 
discussed to assist you with quitting smoking (for 
example: nicotine gum, patch, nasal spray, inhaler, 
prescription medication)?

0 None
1 1 visit
2 2 to 4 visits
3 5 to 9 visits
4 10 or more visits
5 I had no visits in the last 6 months

40. On how many visits did your doctor or health provider 
recommend or discuss methods and strategies (other 
than medication) to assist you with quitting smoking?

0 None
1 1 visit
2 2 to 4 visits
3 5 to 9 visits
4 10 or more visits
5 I had no visits in the last 6 months

41. In the last 6 months, have you seen a doctor or other 
health provider 3 or more times for the same condition 
or problem?

1 Yes  . . . . . . . . . . . . . . . . . . . .Go to Question 42
2 No  . . . . . . . . . . . . . . . . . . . . .Go to Question 43

42. Is this a condition or problem that has lasted for at 
least 3 months?  Do not include pregnancy or 
menopause.

1 Yes
2 No

43. Do you now need or take medicine prescribed by a 
doctor?  Do not include birth control.

1 Yes  . . . . . . . . . . . . . . . . . . . .Go to Question 44
2 No  . . . . . . . . . . . . . . . . . . . . .Go to Question 45

44. Is this to treat a condition that has lasted for at least 3 
months?  Do not include pregnancy or menopause.

1 Yes
2 No

45. What is your age?
1 18 to 24
2 25 to 34
3 35 to 44
4 45 to 54
5 55 to 64
6 65 to 74
7 75 or older

46. Are you male or female?
1 Male
2 Female

47. What is the highest grade or level of school that you 
have completed?

1 8th grade or less
2 Some high school, but did not graduate
3 High school graduate or GED
4 Some college or 2-year degree
5 4-year college graduate
6 More than 4-year college degree

48. Are you of Hispanic or Latino origin or descent?
1 Yes, Hispanic or Latino
2 No, not Hispanic or Latino

49. What is your race?  (Please mark one or more.)
A White 
B Black or African-American 
C Asian
D Native Hawaiian or other Pacific Islander
E American Indian or Alaska Native
F Other 

50. Did someone help you complete this survey?
1 Yes  . . . . . . . . . . . . . . . . . . . .Go to Question 51
2 No  . . . . . . . . . . . . . . . . . . . . .Go to Question 52

51. How did that person help you?  (Mark all that apply.)
A Read the questions to me
B Wrote down the answers I gave
C Answered the questions for me
D Translated the questions into my language
E Helped in some other way 

52. How often do you visit MHS' website 
(www.managedhealthservices.com)?

1 Once a week
2 2-3 times a month
3 Once a month
4 Rarely
5 Never

53. Where do you go to use a computer or get on the 
Internet?

1 Library
2 My home
3 Friend’s house
4 Do not use computer or Internet
5 Other

2 3 Please continue on back
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11. Banner Tables 
The tables in the following section show detailed results for each question in your survey.  
Responses are organized across the banner table by: (1) all respondents, (2) demographic 
groups (age, education, gender, ethnicity and race), and (3) data collection method.  In 
order to aid you in viewing the data contained in these tables, the following explanation is 
provided. 
 
The different categories by which the data are “sliced” are presented as column headers.  
Each category has a set of possible response choices that are listed immediately below the 
headers.  The left-most column in each table is labeled “Total” and shows results for the 
entire set of valid responses. 
 
On the left side of the page are three row headers: “Total Eligible,” “Total Valid Responses,” 
and “No Answer.”  “Total Eligible” represents the number of possible responses that meet 
the criteria for inclusion into the given question.  For questions that are asked of all 
respondents, this figure will typically equal 515, which is the valid number of responses to 
the current survey.  “Total Valid Responses” shows how many of the total respondents 
provided valid answers to the given question.  Finally, “No Answer” is the number of 
individuals who did not respond to the question, even though they were eligible to do so. 
 
It should be noted that, in some cases, a survey response choice shows only the number of 
respondents providing that answer with no percentage.  These response options are not 
considered valid responses by NCQA guidelines, and are therefore omitted from the 
percentage calculations. 
 
In some tables, an additional row is added to show Summary Rates.  These scores are a 
single question response or combination of question responses considered to be favorable.  
It is included at the bottom of each of these tables and is shown with the response option, or 
options, that make up the score listed beside it. 
 
Information regarding the statistical testing of results is shown in the lower left corner of 
each table.  The first line displays the Comparison Groups.  These are the columns 
(denoted by upper-case letters and separated by a slash (/)) in which statistical tests are 
run.  Columns (B) and (C), for example, show results for Males and Females.  These 
columns are compared in the statistical test to each other, but not to any other columns.  If a 
letter is present, whether upper- or lower-case, its corresponding percentage is significantly 
higher than the specified percentages within its comparison group. Note that when 
comparing groups, the Z-Test is only valid for large sample sizes.  See Z-Test in Technical 
Notes. 
 
The second line shows the type or types of statistical tests that are included in the table.  
The last two lines define the meaning of the upper- and lower-case letters.   
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If a percentage has an upper-case letter beneath it, a difference exists at the 0.05 level of 
significance.  A lower-case letter denotes a difference at the 0.10 level of significance.  A 
banner table example follows with key points noted. 
 
 ========= GENDER ========= 
 

 Total Male Female 
 ---------- ---------- --------- 
 (A) (B) (C) 
 
Total 4331 22 407 
 
Total Valid 4292 22 403 
Responses 100.0% 100.0% 100.0% 
 
No Answer 43 - 4 
 
Yes 198 6 189 
 46.2% 27.3% 46.9% 
   B4 
 
No 231 16 214 
 53.8% 72.7% 53.1% 
  C5 

 
1 – For the given question, 433 respondents were eligible to answer.  For questions asked 
of all respondents, this figure will equal the number of complete surveys.  In other cases, it 
will equal the number of appropriate responses to a gate question.  Gate questions are 
those that filter out respondents who would not logically be able to answer follow-up 
questions.  For example, people who say that they do not have a personal doctor would not 
be able to provide a doctor rating, and so they are filtered out of the response set for the 
rating question. 
 
2 – Of those who were eligible to answer this question, 429 provided valid responses. 
 
3 – Four respondents–all Female–who were eligible to answer the question did not provide 
an answer. 
 
4 – Females and Males provided a significantly different percentage of “Yes” responses.  
The “B” below the percentage refers to the group in column B – in this case, Males – and 
signifies that the 46.9% is significantly different than 27.3%.  Because the “B” is capitalized, 
we know that the difference is significant at the 0.05 level of significance. 
 
5 – Females and Males provided significantly different percentages of “No” responses.  As 
in the previous note, the “C” refers to the group in column C–Females–and is significant at 
the 0.05 level of significance.
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Q1.  Our records show that you are now in Managed Health 
Services.  Is that right?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Valid Responses        510    354    97    42    11     354    146      74    430       20     457      369     116      32      184    182    137     271    239
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      5      -     2     3     -       1      4       1      4        -       5        1       4       -        1      1      3       1      4

Yes                          510    354    97    42    11     354    146      74    430       20     457      369     116      32      184    182    137     271    239
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No                             -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -
                                                                                                                                                                       

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q3.  In the last 6 months, did you have an illness, injury, 
or condition that needed care right away in a clinic, 
emergency room or doctor's office?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        508    351    97    44    11     351    148      75    428       20     456      367     117      32      184    180    138     268    240
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      7      3     2     1     -       4      2       -      6        -       6        3       3       -        1      3      2       4      3

Yes                          218    131    56    23     6     139     74      29    187        7     200      161      50      16       64     70     81     130     88
                           42.9%  37.3% 57.7% 52.3% 54.5%   39.6%  50.0%   38.7%  43.7%    35.0%   43.9%    43.9%   42.7%   50.0%    34.8%  38.9%  58.7%   48.5%  36.7%
                                            B     b                    F                                                                              OP       S

No                           290    220    41    21     5     212     74      46    241       13     256      206      67      16      120    110     57     138    152
                           57.1%  62.7% 42.3% 47.7% 45.5%   60.4%  50.0%   61.3%  56.3%    65.0%   56.1%    56.1%   57.3%   50.0%    65.2%  61.1%  41.3%   51.5%  63.3%
                                     Cd                         G                                                                        Q      Q                     R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q4.  (GCQ)In the last 6 months, when you needed care right 
away, how often did you get care as soon as you thought you 
needed?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               218    131    56    23     6     139     74      29    187        7     200      161      50      16       64     70     81     130     88

Total Valid Responses        217    130    56    23     6     138     74      28    187        7     199      160      50      16       64     69     81     129     88
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      1      1     -     -     -       1      -       1      -        -       1        1       -       -        -      1      -       1      -

Always                       117     72    33     8     4      74     41      19     98        4     110       86      28       7       38     40     37      66     51
                           53.9%  55.4% 58.9% 34.8% 66.7%   53.6%  55.4%   67.9%  52.4%    57.1%   55.3%    53.8%   56.0%   43.8%    59.4%  58.0%  45.7%   51.2%  58.0%
                                      d     D                                                                                            q

Usually                       64     35    15    10     2      43     19       6     56        1      57       49      12       5       14     19     30      44     20
                           29.5%  26.9% 26.8% 43.5% 33.3%   31.2%  25.7%   21.4%  29.9%    14.3%   28.6%    30.6%   24.0%   31.3%    21.9%  27.5%  37.0%   34.1%  22.7%
                                                                                                                                                       O       s

Sometimes                     31     21     7     3     -      18     12       3     28        1      29       21       9       3       11     10     10      17     14
                           14.3%  16.2% 12.5% 13.0%         13.0%  16.2%   10.7%  15.0%    14.3%   14.6%    13.1%   18.0%   18.8%    17.2%  14.5%  12.3%   13.2%  15.9%

Never                          5      2     1     2     -       3      2       -      5        1       3        4       1       1        1      -      4       2      3
                            2.3%   1.5%  1.8%  8.7%          2.2%   2.7%           2.7%    14.3%    1.5%     2.5%    2.0%    6.3%     1.6%          4.9%    1.6%   3.4%

HEDIS/CAHPS SUMMARY RATE     181    107    48    18     6     117     60      25    154        5     167      135      40      12       52     59     67     110     71
- Always/Usually           83.4%  82.3% 85.7% 78.3%  100%   84.8%  81.1%   89.3%  82.4%    71.4%   83.9%    84.4%   80.0%   75.0%    81.3%  85.5%  82.7%   85.3%  80.7%
                                                      BCD

HEDIS/CAHPS SUMMARY RATE     117     72    33     8     4      74     41      19     98        4     110       86      28       7       38     40     37      66     51
- Always                   53.9%  55.4% 58.9% 34.8% 66.7%   53.6%  55.4%   67.9%  52.4%    57.1%   55.3%    53.8%   56.0%   43.8%    59.4%  58.0%  45.7%   51.2%  58.0%
                                      d     D                                                                                            q

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q5.  In the last 6 months, not counting the times you 
needed health care right away, did you make any 
appointments for your health care at a doctor's office or 
clinic?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        511    353    97    45    11     354    148      75    432       20     460      370     117      32      184    182    139     269    242
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      4      1     2     -     -       1      2       -      2        -       2        -       3       -        1      1      1       3      1

Yes                          374    241    79    41     9     249    117      48    323       11     343      277      85      21      124    129    115     210    164
                           73.2%  68.3% 81.4% 91.1% 81.8%   70.3%  79.1%   64.0%  74.8%    55.0%   74.6%    74.9%   72.6%   65.6%    67.4%  70.9%  82.7%   78.1%  67.8%
                                            B    Bc                    F              h                j                                              OP       S

No                           137    112    18     4     2     105     31      27    109        9     117       93      32      11       60     53     24      59     78
                           26.8%  31.7% 18.6%  8.9% 18.2%   29.7%  20.9%   36.0%  25.2%    45.0%   25.4%    25.1%   27.4%   34.4%    32.6%  29.1%  17.3%   21.9%  32.2%
                                     CD     d                   G              i               k                                         Q      Q                     R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q6. (GCQ)In the last 6 months, not counting the times you 
needed health care right away, how often did you get an 
appointment for your health care at a doctor's office or 
clinic as soon as you thought you needed?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               374    241    79    41     9     249    117      48    323       11     343      277      85      21      124    129    115     210    164

Total Valid Responses        370    239    78    41     9     248    115      48    320       11     341      275      84      21      124    128    113     209    161
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      4      2     1     -     -       1      2       -      3        -       2        2       1       -        -      1      2       1      3

Always                       208    124    48    28     7     136     68      26    181        6     192      151      47      14       79     62     63     116     92
                           56.2%  51.9% 61.5% 68.3% 77.8%   54.8%  59.1%   54.2%  56.6%    54.5%   56.3%    54.9%   56.0%   66.7%    63.7%  48.4%  55.8%   55.5%  57.1%
                                                  B     b                                                                                P

Usually                       95     70    18     5     -      70     24      13     81        2      89       75      19       5       23     38     33      57     38
                           25.7%  29.3% 23.1% 12.2%         28.2%  20.9%   27.1%  25.3%    18.2%   26.1%    27.3%   22.6%   23.8%    18.5%  29.7%  29.2%   27.3%  23.6%
                                      D                                                                                                         O      o

Sometimes                     55     37    10     6     2      36     18       5     50        2      49       38      16       1       19     24     12      31     24
                           14.9%  15.5% 12.8% 14.6% 22.2%   14.5%  15.7%   10.4%  15.6%    18.2%   14.4%    13.8%   19.0%    4.8%    15.3%  18.8%  10.6%   14.8%  14.9%
                                                                                                                n       N                       q

Never                         12      8     2     2     -       6      5       4      8        1      11       11       2       1        3      4      5       5      7
                            3.2%   3.3%  2.6%  4.9%          2.4%   4.3%    8.3%   2.5%     9.1%    3.2%     4.0%    2.4%    4.8%     2.4%   3.1%   4.4%    2.4%   4.3%

HEDIS/CAHPS SUMMARY RATE     303    194    66    33     7     206     92      39    262        8     281      226      66      19      102    100     96     173    130
- Always/Usually           81.9%  81.2% 84.6% 80.5% 77.8%   83.1%  80.0%   81.3%  81.9%    72.7%   82.4%    82.2%   78.6%   90.5%    82.3%  78.1%  85.0%   82.8%  80.7%

HEDIS/CAHPS SUMMARY RATE     208    124    48    28     7     136     68      26    181        6     192      151      47      14       79     62     63     116     92
- Always                   56.2%  51.9% 61.5% 68.3% 77.8%   54.8%  59.1%   54.2%  56.6%    54.5%   56.3%    54.9%   56.0%   66.7%    63.7%  48.4%  55.8%   55.5%  57.1%
                                                  B     b                                                                                P

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q7.  In the last 6 months, not counting the times you went 
to an emergency room, how many times did you go to a 
doctor's office or clinic to get care for yourself?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        495    342    96    43    11     344    143      73    418       20     445      355     117      32      180    175    135     267    228
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     20     12     3     2     -      11      7       2     16        -      17       15       3       -        5      8      5       5     15

None                         119     95    16     5     2      86     32      22     96        7     103       86      27      10       55     42     21      56     63
                           24.0%  27.8% 16.7% 11.6% 18.2%   25.0%  22.4%   30.1%  23.0%    35.0%   23.1%    24.2%   23.1%   31.3%    30.6%  24.0%  15.6%   21.0%  27.6%
                                     CD                                                                                                  Q      q                     r

1                             78     52    17     5     3      57     18      17     59        3      68       59      15       3       34     27     16      47     31
                           15.8%  15.2% 17.7% 11.6% 27.3%   16.6%  12.6%   23.3%  14.1%    15.0%   15.3%    16.6%   12.8%    9.4%    18.9%  15.4%  11.9%   17.6%  13.6%
                                                                               i                                                         q

2                             82     58    14     9     1      53     28      14     68        4      76       61      18       6       25     38     18      48     34
                           16.6%  17.0% 14.6% 20.9%  9.1%   15.4%  19.6%   19.2%  16.3%    20.0%   17.1%    17.2%   15.4%   18.8%    13.9%  21.7%  13.3%   18.0%  14.9%
                                                                                                                                               oQ

3                             71     49    15     5     2      46     23       8     63        -      63       47      22       4       27     21     23      37     34
                           14.3%  14.3% 15.6% 11.6% 18.2%   13.4%  16.1%   11.0%  15.1%            14.2%    13.2%   18.8%   12.5%    15.0%  12.0%  17.0%   13.9%  14.9%

4                             40     27     8     4     1      32      8       2     38        2      38       27      11       4       10     18     12      23     17
                            8.1%   7.9%  8.3%  9.3%  9.1%    9.3%   5.6%    2.7%   9.1%    10.0%    8.5%     7.6%    9.4%   12.5%     5.6%  10.3%   8.9%    8.6%   7.5%
                                                                                      H                                                         o

5 to 9                        71     40    19     9     2      50     20       6     64        3      64       51      16       4       18     23     28      43     28
                           14.3%  11.7% 19.8% 20.9% 18.2%   14.5%  14.0%    8.2%  15.3%    15.0%   14.4%    14.4%   13.7%   12.5%    10.0%  13.1%  20.7%   16.1%  12.3%
                                            b                                         h                                                               Op

10 or more                    34     21     7     6     -      20     14       4     30        1      33       24       8       1       11      6     17      13     21
                            6.9%   6.1%  7.3% 14.0%          5.8%   9.8%    5.5%   7.2%     5.0%    7.4%     6.8%    6.8%    3.1%     6.1%   3.4%  12.6%    4.9%   9.2%
                                                                                                                                                      oP              r

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q8.  (HPE)In the last 6 months, how often did you and a 
doctor or other health provider talk about specific things 
you could do to prevent illness?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               376    247    80    38     9     258    111      51    322       13     342      269      90      22      125    133    114     211    165

Total Valid Responses        373    245    79    38     9     256    110      51    319       13     340      267      90      22      124    132    113     210    163
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      3      2     1     -     -       2      1       -      3        -       2        2       -       -        1      1      1       1      2

Always                       125     82    25    14     2      86     36      16    107        4     113       84      34       6       50     39     32      65     60
                           33.5%  33.5% 31.6% 36.8% 22.2%   33.6%  32.7%   31.4%  33.5%    30.8%   33.2%    31.5%   37.8%   27.3%    40.3%  29.5%  28.3%   31.0%  36.8%
                                                                                                                                        pQ

Usually                       92     56    25     9     2      64     28      14     78        4      82       68      21       7       27     26     39      54     38
                           24.7%  22.9% 31.6% 23.7% 22.2%   25.0%  25.5%   27.5%  24.5%    30.8%   24.1%    25.5%   23.3%   31.8%    21.8%  19.7%  34.5%   25.7%  23.3%
                                                                                                                                                      OP

Sometimes                     94     66    16     8     4      66     28       9     84        2      88       70      21       3       28     39     27      56     38
                           25.2%  26.9% 20.3% 21.1% 44.4%   25.8%  25.5%   17.6%  26.3%    15.4%   25.9%    26.2%   23.3%   13.6%    22.6%  29.5%  23.9%   26.7%  23.3%

Never                         62     41    13     7     1      40     18      12     50        3      57       45      14       6       19     28     15      35     27
                           16.6%  16.7% 16.5% 18.4% 11.1%   15.6%  16.4%   23.5%  15.7%    23.1%   16.8%    16.9%   15.6%   27.3%    15.3%  21.2%  13.3%   16.7%  16.6%
                                                                                                                                                q

HEDIS/CAHPS SUMMARY RATE     217    138    50    23     4     150     64      30    185        8     195      152      55      13       77     65     71     119     98
- Always/Usually           58.2%  56.3% 63.3% 60.5% 44.4%   58.6%  58.2%   58.8%  58.0%    61.5%   57.4%    56.9%   61.1%   59.1%    62.1%  49.2%  62.8%   56.7%  60.1%
                                                                                                                                         P             P

HEDIS/CAHPS SUMMARY RATE     125     82    25    14     2      86     36      16    107        4     113       84      34       6       50     39     32      65     60
- Always                   33.5%  33.5% 31.6% 36.8% 22.2%   33.6%  32.7%   31.4%  33.5%    30.8%   33.2%    31.5%   37.8%   27.3%    40.3%  29.5%  28.3%   31.0%  36.8%
                                                                                                                                        pQ

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q9.  In the last 6 months, did a doctor or other health 
provider tell you there was more than one choice for your 
treatment or health care?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               376    247    80    38     9     258    111      51    322       13     342      269      90      22      125    133    114     211    165

Total Valid Responses        368    244    79    37     8     253    110      50    317       13     337      264      90      21      122    133    111     210    158
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      8      3     1     1     1       5      1       1      5        -       5        5       -       1        3      -      3       1      7

Yes                          197    127    46    19     5     140     55      24    173        4     184      150      41       9       58     74     64     105     92
                           53.5%  52.0% 58.2% 51.4% 62.5%   55.3%  50.0%   48.0%  54.6%    30.8%   54.6%    56.8%   45.6%   42.9%    47.5%  55.6%  57.7%   50.0%  58.2%
                                                                                                       j        m

No                           171    117    33    18     3     113     55      26    144        9     153      114      49      12       64     59     47     105     66
                           46.5%  48.0% 41.8% 48.6% 37.5%   44.7%  50.0%   52.0%  45.4%    69.2%   45.4%    43.2%   54.4%   57.1%    52.5%  44.4%  42.3%   50.0%  41.8%
                                                                                               k                        l

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q10.  (SDM)In the last 6 months, did a doctor or other 
health provider talk with you about the pros and cons of 
each choice for your treatment or health care? 

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               197    127    46    19     5     140     55      24    173        4     184      150      41       9       58     74     64     105     92

Total Valid Responses        192    124    44    19     5     136     54      23    169        4     179      146      40       9       58     69     64     101     91
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      5      3     2     -     -       4      1       1      4        -       5        4       1       -        -      5      -       4      1

Definitely Yes               120     78    25    14     3      85     35      16    104        3     112       97      19       4       42     41     36      62     58
                           62.5%  62.9% 56.8% 73.7% 60.0%   62.5%  64.8%   69.6%  61.5%    75.0%   62.6%    66.4%   47.5%   44.4%    72.4%  59.4%  56.3%   61.4%  63.7%

Somewhat Yes                  62     42    14     4     2      43     18       5     57        1      59       44      16       4       15     23     24      34     28
                           32.3%  33.9% 31.8% 21.1% 40.0%   31.6%  33.3%   21.7%  33.7%    25.0%   33.0%    30.1%   40.0%   44.4%    25.9%  33.3%  37.5%   33.7%  30.8%

Somewhat No                    5      3     2     -     -       4      1       2      3        -       4        4       1       -        -      3      2       4      1
                            2.6%   2.4%  4.5%                2.9%   1.9%    8.7%   1.8%             2.2%     2.7%    2.5%                    4.3%   3.1%    4.0%   1.1%

Definitely No                  5      1     3     1     -       4      -       -      5        -       4        1       4       1        1      2      2       1      4
                            2.6%   0.8%  6.8%  5.3%          2.9%                  3.0%             2.2%     0.7%   10.0%   11.1%     1.7%   2.9%   3.1%    1.0%   4.4%

HEDIS/CAHPS SUMMARY RATE     120     78    25    14     3      85     35      16    104        3     112       97      19       4       42     41     36      62     58
- Definitely Yes           62.5%  62.9% 56.8% 73.7% 60.0%   62.5%  64.8%   69.6%  61.5%    75.0%   62.6%    66.4%   47.5%   44.4%    72.4%  59.4%  56.3%   61.4%  63.7%

                                                                         Presented by The Myers Group
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Q11.  (SDM)In the last 6 months, when there was more than 
one choice for your treatment or health care, did a doctor 
or other health provider ask which choice you thought was 
best for you?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               197    127    46    19     5     140     55      24    173        4     184      150      41       9       58     74     64     105     92

Total Valid Responses        194    126    45    18     5     138     54      24    170        4     181      148      40       9       56     73     64     103     91
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      3      1     1     1     -       2      1       -      3        -       3        2       1       -        2      1      -       2      1

Definitely Yes               117     83    22    11     1      85     32      14    103        3     107       92      21       7       39     45     33      54     63
                           60.3%  65.9% 48.9% 61.1% 20.0%   61.6%  59.3%   58.3%  60.6%    75.0%   59.1%    62.2%   52.5%   77.8%    69.6%  61.6%  51.6%   52.4%  69.2%

Somewhat Yes                  59     33    17     6     3      38     20       7     52        1      57       42      15       2       15     21     22      39     20
                           30.4%  26.2% 37.8% 33.3% 60.0%   27.5%  37.0%   29.2%  30.6%    25.0%   31.5%    28.4%   37.5%   22.2%    26.8%  28.8%  34.4%   37.9%  22.0%

Somewhat No                    7      4     2     1     -       6      1       1      6        -       7        5       2       -        -      3      4       5      2
                            3.6%   3.2%  4.4%  5.6%          4.3%   1.9%    4.2%   3.5%             3.9%     3.4%    5.0%                    4.1%   6.3%    4.9%   2.2%

Definitely No                 11      6     4     -     1       9      1       2      9        -      10        9       2       -        2      4      5       5      6
                            5.7%   4.8%  8.9%       20.0%    6.5%   1.9%    8.3%   5.3%             5.5%     6.1%    5.0%             3.6%   5.5%   7.8%    4.9%   6.6%

HEDIS/CAHPS SUMMARY RATE     117     83    22    11     1      85     32      14    103        3     107       92      21       7       39     45     33      54     63
- Definitely Yes           60.3%  65.9% 48.9% 61.1% 20.0%   61.6%  59.3%   58.3%  60.6%    75.0%   59.1%    62.2%   52.5%   77.8%    69.6%  61.6%  51.6%   52.4%  69.2%
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Q12.  What number would you use to rate all your health 
care in the last 6 months?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               376    247    80    38     9     258    111      51    322       13     342      269      90      22      125    133    114     211    165

Total Valid Responses        370    245    79    37     9     255    110      51    318       13     338      266      89      22      123    132    113     209    161
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      6      2     1     1     -       3      1       -      4        -       4        3       1       -        2      1      1       2      4

10 - Best health care        117     83    22     8     4      92     24      16    100        3     107       85      29       6       48     40     27      68     49
possible                   31.6%  33.9% 27.8% 21.6% 44.4%   36.1%  21.8%   31.4%  31.4%    23.1%   31.7%    32.0%   32.6%   27.3%    39.0%  30.3%  23.9%   32.5%  30.4%
                                      d                         G                                                                        Q

9                             64     45    13     5     1      39     25       7     57        2      58       47      13       4       30     22     12      35     29
                           17.3%  18.4% 16.5% 13.5% 11.1%   15.3%  22.7%   13.7%  17.9%    15.4%   17.2%    17.7%   14.6%   18.2%    24.4%  16.7%  10.6%   16.7%  18.0%
                                                                                                                                         Q

8                             75     47    19     7     2      53     22      11     64        2      70       53      20       6       24     21     30      39     36
                           20.3%  19.2% 24.1% 18.9% 22.2%   20.8%  20.0%   21.6%  20.1%    15.4%   20.7%    19.9%   22.5%   27.3%    19.5%  15.9%  26.5%   18.7%  22.4%
                                                                                                                                                       P

7                             50     32    12     6     -      31     17       9     41        4      44       33      13       3       11     25     14      29     21
                           13.5%  13.1% 15.2% 16.2%         12.2%  15.5%   17.6%  12.9%    30.8%   13.0%    12.4%   14.6%   13.6%     8.9%  18.9%  12.4%   13.9%  13.0%
                                                                                                                                                O

6                             23     19     2     2     -      12     11       4     19        1      22       20       2       -        4     11      8      12     11
                            6.2%   7.8%  2.5%  5.4%          4.7%  10.0%    7.8%   6.0%     7.7%    6.5%     7.5%    2.2%             3.3%   8.3%   7.1%    5.7%   6.8%
                                      C                                f                                        M                               o

5                             18      8     7     3     -      13      4       2     16        -      16        9       8       -        4      6      8      12      6
                            4.9%   3.3%  8.9%  8.1%          5.1%   3.6%    3.9%   5.0%             4.7%     3.4%    9.0%             3.3%   4.5%   7.1%    5.7%   3.7%
                                            b                                                                           l

4                             10      7     1     1     1       7      3       -     10        -       9        8       1       3        1      3      6       4      6
                            2.7%   2.9%  1.3%  2.7% 11.1%    2.7%   2.7%           3.1%             2.7%     3.0%    1.1%   13.6%     0.8%   2.3%   5.3%    1.9%   3.7%
                                                                                                                                m                      O

3                              4      2     1     1     -       -      3       1      3        -       4        4       -       -        1      2      1       4      -
                            1.1%   0.8%  1.3%  2.7%                 2.7%    2.0%   0.9%             1.2%     1.5%                     0.8%   1.5%   0.9%    1.9%       

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q12.  What number would you use to rate all your health 
care in the last 6 months?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

2                              3      -     2     1     -       3      -       1      2        -       3        3       1       -        -      -      3       2      1
                            0.8%         2.5%  2.7%          1.2%           2.0%   0.6%             0.9%     1.1%    1.1%                           2.7%    1.0%   0.6%

1                              4      -     -     3     1       4      -       -      4        1       3        3       1       -        -      1      3       3      1
                            1.1%               8.1% 11.1%    1.6%                  1.3%     7.7%    0.9%     1.1%    1.1%                    0.8%   2.7%    1.4%   0.6%

0 - Worst health care          2      2     -     -     -       1      1       -      2        -       2        1       1       -        -      1      1       1      1
possible                    0.5%   0.8%                      0.4%   0.9%           0.6%             0.6%     0.4%    1.1%                    0.8%   0.9%    0.5%   0.6%

HEDIS/CAHPS SUMMARY RATE     256    175    54    20     7     184     71      34    221        7     235      185      62      16      102     83     69     142    114
- 8-10                     69.2%  71.4% 68.4% 54.1% 77.8%   72.2%  64.5%   66.7%  69.5%    53.8%   69.5%    69.5%   69.7%   72.7%    82.9%  62.9%  61.1%   67.9%  70.8%
                                      D                                                                                                 PQ

HEDIS/CAHPS SUMMARY RATE     181    128    35    13     5     131     49      23    157        5     165      132      42      10       78     62     39     103     78
- 9-10                     48.9%  52.2% 44.3% 35.1% 55.6%   51.4%  44.5%   45.1%  49.4%    38.5%   48.8%    49.6%   47.2%   45.5%    63.4%  47.0%  34.5%   49.3%  48.4%
                                      D                                                                                                 PQ      Q

Mean                        8.07   8.26  7.99  7.08  7.78    8.18   7.88    8.10   8.06     7.62    8.07     8.07    8.06    8.05     8.70   8.00   7.43    8.02   8.13

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 30

                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q13.  Do you have a personal doctor?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        503    348    97    45    11     348    149      72    429       20     454      363     119      32      180    183    137     269    234
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     12      6     2     -     -       7      1       3      5        -       8        7       1       -        5      -      3       3      9

Yes                          419    277    86    44    11     293    122      66    351       16     382      302      98      27      146    147    123     236    183
                           83.3%  79.6% 88.7% 97.8%  100%   84.2%  81.9%   91.7%  81.8%    80.0%   84.1%    83.2%   82.4%   84.4%    81.1%  80.3%  89.8%   87.7%  78.2%
                                            B    BC    BC                      I                                                                      OP       S

No                            84     71    11     1     -      55     27       6     78        4      72       61      21       5       34     36     14      33     51
                           16.7%  20.4% 11.3%  2.2%         15.8%  18.1%    8.3%  18.2%    20.0%   15.9%    16.8%   17.6%   15.6%    18.9%  19.7%  10.2%   12.3%  21.8%
                                     CD     D                                         H                                                  Q      Q                     R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q14.  In the last 6 months, how many times did you visit 
your personal doctor to get care for yourself?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               419    277    86    44    11     293    122      66    351       16     382      302      98      27      146    147    123     236    183

Total Valid Responses        408    270    84    42    11     287    117      65    341       15     373      292      97      27      143    143    119     234    174
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     11      7     2     2     -       6      5       1     10        1       9       10       1       -        3      4      4       2      9

None                          89     65    16     5     3      64     24      21     68        4      80       67      17       8       41     35     12      44     45
                           21.8%  24.1% 19.0% 11.9% 27.3%   22.3%  20.5%   32.3%  19.9%    26.7%   21.4%    22.9%   17.5%   29.6%    28.7%  24.5%  10.1%   18.8%  25.9%
                                      D                                        I                                                         Q      Q                     r

1                             82     60    15     5     2      57     24      15     66        3      74       63      17       3       32     29     20      51     31
                           20.1%  22.2% 17.9% 11.9% 18.2%   19.9%  20.5%   23.1%  19.4%    20.0%   19.8%    21.6%   17.5%   11.1%    22.4%  20.3%  16.8%   21.8%  17.8%
                                      d

2                             83     53    20     8     2      56     26      15     68        6      74       60      13       9       31     33     18      48     35
                           20.3%  19.6% 23.8% 19.0% 18.2%   19.5%  22.2%   23.1%  19.9%    40.0%   19.8%    20.5%   13.4%   33.3%    21.7%  23.1%  15.1%   20.5%  20.1%
                                                                                                                m               M               q

3                             50     32     9     7     2      36     13       7     43        1      45       30      18       3       15     12     23      33     17
                           12.3%  11.9% 10.7% 16.7% 18.2%   12.5%  11.1%   10.8%  12.6%     6.7%   12.1%    10.3%   18.6%   11.1%    10.5%   8.4%  19.3%   14.1%   9.8%
                                                                                                                        l                             OP

4                             31     20     7     3     1      20     11       1     29        1      28       21      10       2        5     14     12      19     12
                            7.6%   7.4%  8.3%  7.1%  9.1%    7.0%   9.4%    1.5%   8.5%     6.7%    7.5%     7.2%   10.3%    7.4%     3.5%   9.8%  10.1%    8.1%   6.9%
                                                                                      H                                                         O      O

5 to 9                        58     32    14    11     1      41     17       5     53        -      57       39      19       1       14     17     27      35     23
                           14.2%  11.9% 16.7% 26.2%  9.1%   14.3%  14.5%    7.7%  15.5%            15.3%    13.4%   19.6%    3.7%     9.8%  11.9%  22.7%   15.0%  13.2%
                                                  B                                   H                         N       N                             OP

10 or more                    15      8     3     3     -      13      2       1     14        -      15       12       3       1        5      3      7       4     11
                            3.7%   3.0%  3.6%  7.1%          4.5%   1.7%    1.5%   4.1%             4.0%     4.1%    3.1%    3.7%     3.5%   2.1%   5.9%    1.7%   6.3%
                                                                                                                                                                      R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q15.  (HWDC)In the last 6 months, how often did your 
personal doctor explain things in a way that was easy to 
understand?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               319    205    68    37     8     223     93      44    273       11     293      225      80      19      102    108    107     190    129

Total Valid Responses        317    203    68    37     8     222     93      44    271       11     292      225      79      19      101    107    107     188    129
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      2      2     -     -     -       1      -       -      2        -       1        -       1       -        1      1      -       2      -

Always                       225    151    44    23     7     163     61      28    195        7     208      157      59      11       82     73     68     136     89
                           71.0%  74.4% 64.7% 62.2% 87.5%   73.4%  65.6%   63.6%  72.0%    63.6%   71.2%    69.8%   74.7%   57.9%    81.2%  68.2%  63.6%   72.3%  69.0%
                                                       cd                                                                               PQ

Usually                       55     32    15     8     -      34     21       9     46        1      52       43      11       4       11     19     25      37     18
                           17.4%  15.8% 22.1% 21.6%         15.3%  22.6%   20.5%  17.0%     9.1%   17.8%    19.1%   13.9%   21.1%    10.9%  17.8%  23.4%   19.7%  14.0%
                                                                                                                                                       O

Sometimes                     28     14     6     6     1      20      8       6     22        2      25       19       7       3        5     12     11      11     17
                            8.8%   6.9%  8.8% 16.2% 12.5%    9.0%   8.6%   13.6%   8.1%    18.2%    8.6%     8.4%    8.9%   15.8%     5.0%  11.2%  10.3%    5.9%  13.2%
                                                                                                                                                o                     R

Never                          9      6     3     -     -       5      3       1      8        1       7        6       2       1        3      3      3       4      5
                            2.8%   3.0%  4.4%                2.3%   3.2%    2.3%   3.0%     9.1%    2.4%     2.7%    2.5%    5.3%     3.0%   2.8%   2.8%    2.1%   3.9%

HEDIS/CAHPS SUMMARY RATE     280    183    59    31     7     197     82      37    241        8     260      200      70      15       93     92     93     173    107
- Always/Usually           88.3%  90.1% 86.8% 83.8% 87.5%   88.7%  88.2%   84.1%  88.9%    72.7%   89.0%    88.9%   88.6%   78.9%    92.1%  86.0%  86.9%   92.0%  82.9%
                                                                                                                                                               S

HEDIS/CAHPS SUMMARY RATE     225    151    44    23     7     163     61      28    195        7     208      157      59      11       82     73     68     136     89
- Always                   71.0%  74.4% 64.7% 62.2% 87.5%   73.4%  65.6%   63.6%  72.0%    63.6%   71.2%    69.8%   74.7%   57.9%    81.2%  68.2%  63.6%   72.3%  69.0%
                                                       cd                                                                               PQ

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q16.  (HWDC)In the last 6 months, how often did your 
personal doctor listen carefully to you?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               319    205    68    37     8     223     93      44    273       11     293      225      80      19      102    108    107     190    129

Total Valid Responses        315    201    68    37     8     220     93      44    269       11     290      223      79      19      100    107    106     186    129
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      4      4     -     -     -       3      -       -      4        -       3        2       1       -        2      1      1       4      -

Always                       230    154    43    27     6     160     69      34    194        8     213      159      61      11       84     78     66     139     91
                           73.0%  76.6% 63.2% 73.0% 75.0%   72.7%  74.2%   77.3%  72.1%    72.7%   73.4%    71.3%   77.2%   57.9%    84.0%  72.9%  62.3%   74.7%  70.5%
                                      C                                                                                                 PQ      q

Usually                       47     29    12     4     1      32     15       7     40        1      42       35       9       5       10     18     19      29     18
                           14.9%  14.4% 17.6% 10.8% 12.5%   14.5%  16.1%   15.9%  14.9%     9.1%   14.5%    15.7%   11.4%   26.3%    10.0%  16.8%  17.9%   15.6%  14.0%
                                                                                                                                                       o

Sometimes                     29     14    10     5     -      22      6       3     26        2      26       21       8       3        4     10     15      13     16
                            9.2%   7.0% 14.7% 13.5%         10.0%   6.5%    6.8%   9.7%    18.2%    9.0%     9.4%   10.1%   15.8%     4.0%   9.3%  14.2%    7.0%  12.4%
                                            b                                                                                                          O

Never                          9      4     3     1     1       6      3       -      9        -       9        8       1       -        2      1      6       5      4
                            2.9%   2.0%  4.4%  2.7% 12.5%    2.7%   3.2%           3.3%             3.1%     3.6%    1.3%             2.0%   0.9%   5.7%    2.7%   3.1%
                                                                                                                                                       p

HEDIS/CAHPS SUMMARY RATE     277    183    55    31     7     192     84      41    234        9     255      194      70      16       94     96     85     168    109
- Always/Usually           87.9%  91.0% 80.9% 83.8% 87.5%   87.3%  90.3%   93.2%  87.0%    81.8%   87.9%    87.0%   88.6%   84.2%    94.0%  89.7%  80.2%   90.3%  84.5%
                                      C                                                                                                  Q      Q

HEDIS/CAHPS SUMMARY RATE     230    154    43    27     6     160     69      34    194        8     213      159      61      11       84     78     66     139     91
- Always                   73.0%  76.6% 63.2% 73.0% 75.0%   72.7%  74.2%   77.3%  72.1%    72.7%   73.4%    71.3%   77.2%   57.9%    84.0%  72.9%  62.3%   74.7%  70.5%
                                      C                                                                                                 PQ      q

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q17. (HWDC)In the last 6 months, how often did your 
personal doctor show respect for what you had to say?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               319    205    68    37     8     223     93      44    273       11     293      225      80      19      102    108    107     190    129

Total Valid Responses        315    201    68    37     8     221     91      44    269       10     290      224      79      18       99    108    106     186    129
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      4      4     -     -     -       2      2       -      4        1       3        1       1       1        3      -      1       4      -

Always                       236    156    45    28     7     165     69      32    202        8     215      161      64      15       86     78     70     140     96
                           74.9%  77.6% 66.2% 75.7% 87.5%   74.7%  75.8%   72.7%  75.1%    80.0%   74.1%    71.9%   81.0%   83.3%    86.9%  72.2%  66.0%   75.3%  74.4%
                                      c                                                                                 l               PQ

Usually                       48     32    11     4     -      37     11       7     41        2      46       37       9       2        9     19     20      31     17
                           15.2%  15.9% 16.2% 10.8%         16.7%  12.1%   15.9%  15.2%    20.0%   15.9%    16.5%   11.4%   11.1%     9.1%  17.6%  18.9%   16.7%  13.2%
                                                                                                                                                o      O

Sometimes                     23     10     9     4     -      14      8       5     18        -      21       19       5       1        2     11     10      11     12
                            7.3%   5.0% 13.2% 10.8%          6.3%   8.8%   11.4%   6.7%             7.2%     8.5%    6.3%    5.6%     2.0%  10.2%   9.4%    5.9%   9.3%
                                            b                                                                                                   O      O

Never                          8      3     3     1     1       5      3       -      8        -       8        7       1       -        2      -      6       4      4
                            2.5%   1.5%  4.4%  2.7% 12.5%    2.3%   3.3%           3.0%             2.8%     3.1%    1.3%             2.0%          5.7%    2.2%   3.1%

HEDIS/CAHPS SUMMARY RATE     284    188    56    32     7     202     80      39    243       10     261      198      73      17       95     97     90     171    113
- Always/Usually           90.2%  93.5% 82.4% 86.5% 87.5%   91.4%  87.9%   88.6%  90.3%   100.0%   90.0%    88.4%   92.4%   94.4%    96.0%  89.8%  84.9%   91.9%  87.6%
                                      C                                                        K                                        pQ

HEDIS/CAHPS SUMMARY RATE     236    156    45    28     7     165     69      32    202        8     215      161      64      15       86     78     70     140     96
- Always                   74.9%  77.6% 66.2% 75.7% 87.5%   74.7%  75.8%   72.7%  75.1%    80.0%   74.1%    71.9%   81.0%   83.3%    86.9%  72.2%  66.0%   75.3%  74.4%
                                      c                                                                                 l               PQ

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q18. (HWDC)In the last 6 months, how often did your 
personal doctor spend enough time with you?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               319    205    68    37     8     223     93      44    273       11     293      225      80      19      102    108    107     190    129

Total Valid Responses        315    201    68    37     8     219     93      44    269       11     290      223      80      19      100    106    107     188    127
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      4      4     -     -     -       4      -       -      4        -       3        2       -       -        2      2      -       2      2

Always                       193    121    41    24     7     141     51      25    167        7     179      136      50      10       69     61     61     112     81
                           61.3%  60.2% 60.3% 64.9% 87.5%   64.4%  54.8%   56.8%  62.1%    63.6%   61.7%    61.0%   62.5%   52.6%    69.0%  57.5%  57.0%   59.6%  63.8%
                                                       BC                                                                               pq

Usually                       68     49    11     7     -      43     25      11     56        1      63       48      17       4       21     27     20      48     20
                           21.6%  24.4% 16.2% 18.9%         19.6%  26.9%   25.0%  20.8%     9.1%   21.7%    21.5%   21.3%   21.1%    21.0%  25.5%  18.7%   25.5%  15.7%
                                                                                                                                                               S

Sometimes                     45     27    14     4     -      30     14       7     38        2      40       31      12       4        7     18     20      22     23
                           14.3%  13.4% 20.6% 10.8%         13.7%  15.1%   15.9%  14.1%    18.2%   13.8%    13.9%   15.0%   21.1%     7.0%  17.0%  18.7%   11.7%  18.1%
                                                                                                                                                O      O

Never                          9      4     2     2     1       5      3       1      8        1       8        8       1       1        3      -      6       6      3
                            2.9%   2.0%  2.9%  5.4% 12.5%    2.3%   3.2%    2.3%   3.0%     9.1%    2.8%     3.6%    1.3%    5.3%     3.0%          5.6%    3.2%   2.4%

HEDIS/CAHPS SUMMARY RATE     261    170    52    31     7     184     76      36    223        8     242      184      67      14       90     88     81     160    101
- Always/Usually           82.9%  84.6% 76.5% 83.8% 87.5%   84.0%  81.7%   81.8%  82.9%    72.7%   83.4%    82.5%   83.8%   73.7%    90.0%  83.0%  75.7%   85.1%  79.5%
                                                                                                                                         Q

HEDIS/CAHPS SUMMARY RATE     193    121    41    24     7     141     51      25    167        7     179      136      50      10       69     61     61     112     81
- Always                   61.3%  60.2% 60.3% 64.9% 87.5%   64.4%  54.8%   56.8%  62.1%    63.6%   61.7%    61.0%   62.5%   52.6%    69.0%  57.5%  57.0%   59.6%  63.8%
                                                       BC                                                                               pq

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q19. In the last 6 months, did you get care from a doctor 
or other health provider besides your personal doctor?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               319    205    68    37     8     223     93      44    273       11     293      225      80      19      102    108    107     190    129

Total Valid Responses        316    204    67    37     8     221     92      44    270       11     290      224      79      19      101    107    106     188    128
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      3      1     1     -     -       2      1       -      3        -       3        1       1       -        1      1      1       2      1

Yes                          173    100    43    26     4     120     50      23    148        6     160      116      52      11       45     60     67     112     61
                           54.7%  49.0% 64.2% 70.3% 50.0%   54.3%  54.3%   52.3%  54.8%    54.5%   55.2%    51.8%   65.8%   57.9%    44.6%  56.1%  63.2%   59.6%  47.7%
                                            B     B                                                                     L                       o      O       S

No                           143    104    24    11     4     101     42      21    122        5     130      108      27       8       56     47     39      76     67
                           45.3%  51.0% 35.8% 29.7% 50.0%   45.7%  45.7%   47.7%  45.2%    45.5%   44.8%    48.2%   34.2%   42.1%    55.4%  43.9%  36.8%   40.4%  52.3%
                                     CD                                                                         M                       pQ                            R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q20. (CC)In the last 6 months, how often did your personal 
doctor seem informed and up-to-date about the care you got 
from these doctors or other health providers?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               173    100    43    26     4     120     50      23    148        6     160      116      52      11       45     60     67     112     61

Total Valid Responses        167     97    42    24     4     117     47      22    143        6     154      111      51      11       45     58     64     109     58
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      6      3     1     2     -       3      3       1      5        -       6        5       1       -        -      2      3       3      3

Always                       103     61    24    15     3      73     30      15     87        1      98       73      29       6       34     35     34      66     37
                           61.7%  62.9% 57.1% 62.5% 75.0%   62.4%  63.8%   68.2%  60.8%    16.7%   63.6%    65.8%   56.9%   54.5%    75.6%  60.3%  53.1%   60.6%  63.8%
                                                                                                       J                                pQ

Usually                       27     14     8     5     -      19      8       4     23        2      24       15       9       3        4      9     14      21      6
                           16.2%  14.4% 19.0% 20.8%         16.2%  17.0%   18.2%  16.1%    33.3%   15.6%    13.5%   17.6%   27.3%     8.9%  15.5%  21.9%   19.3%  10.3%
                                                                                                                                                       o

Sometimes                     27     16     9     1     1      20      5       2     24        1      24       17      10       -        4     11     12      16     11
                           16.2%  16.5% 21.4%  4.2% 25.0%   17.1%  10.6%    9.1%  16.8%    16.7%   15.6%    15.3%   19.6%             8.9%  19.0%  18.8%   14.7%  19.0%
                                      D     D

Never                         10      6     1     3     -       5      4       1      9        2       8        6       3       2        3      3      4       6      4
                            6.0%   6.2%  2.4% 12.5%          4.3%   8.5%    4.5%   6.3%    33.3%    5.2%     5.4%    5.9%   18.2%     6.7%   5.2%   6.3%    5.5%   6.9%

HEDIS/CAHPS SUMMARY RATE     130     75    32    20     3      92     38      19    110        3     122       88      38       9       38     44     48      87     43
- Always/Usually           77.8%  77.3% 76.2% 83.3% 75.0%   78.6%  80.9%   86.4%  76.9%    50.0%   79.2%    79.3%   74.5%   81.8%    84.4%  75.9%  75.0%   79.8%  74.1%

HEDIS/CAHPS SUMMARY RATE     103     61    24    15     3      73     30      15     87        1      98       73      29       6       34     35     34      66     37
- Always                   61.7%  62.9% 57.1% 62.5% 75.0%   62.4%  63.8%   68.2%  60.8%    16.7%   63.6%    65.8%   56.9%   54.5%    75.6%  60.3%  53.1%   60.6%  63.8%
                                                                                                       J                                pQ

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q21. What number would you use to rate your personal doctor?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               419    277    86    44    11     293    122      66    351       16     382      302      98      27      146    147    123     236    183

Total Valid Responses        407    268    84    43    11     287    116      64    341       16     371      295      96      26      141    142    121     230    177
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     12      9     2     1     -       6      6       2     10        -      11        7       2       1        5      5      2       6      6

10 - Best personal           179    119    36    17     7     125     53      24    153        6     161      126      47      13       75     61     41     103     76
doctor possible            44.0%  44.4% 42.9% 39.5% 63.6%   43.6%  45.7%   37.5%  44.9%    37.5%   43.4%    42.7%   49.0%   50.0%    53.2%  43.0%  33.9%   44.8%  42.9%
                                                                                                                                        pQ

9                             61     41    12     7     1      46     14      11     50        3      54       49       8       2       22     22     16      35     26
                           15.0%  15.3% 14.3% 16.3%  9.1%   16.0%  12.1%   17.2%  14.7%    18.8%   14.6%    16.6%    8.3%    7.7%    15.6%  15.5%  13.2%   15.2%  14.7%
                                                                                                                M

8                             69     46    16     6     1      50     19      13     56        3      66       50      17       3       23     25     21      34     35
                           17.0%  17.2% 19.0% 14.0%  9.1%   17.4%  16.4%   20.3%  16.4%    18.8%   17.8%    16.9%   17.7%   11.5%    16.3%  17.6%  17.4%   14.8%  19.8%

7                             37     25     8     4     -      22     15       5     32        2      34       24       9       2        7     14     16      14     23
                            9.1%   9.3%  9.5%  9.3%          7.7%  12.9%    7.8%   9.4%    12.5%    9.2%     8.1%    9.4%    7.7%     5.0%   9.9%  13.2%    6.1%  13.0%
                                                                                                                                                       O              R

6                             13     10     2     -     -       9      3       3     10        2      10        9       2       3        4      5      4      12      1
                            3.2%   3.7%  2.4%                3.1%   2.6%    4.7%   2.9%    12.5%    2.7%     3.1%    2.1%   11.5%     2.8%   3.5%   3.3%    5.2%   0.6%
                                                                                                                                                               S

5                             25     15     4     6     -      19      6       6     19        -      24       17       9       -        8      8      9      17      8
                            6.1%   5.6%  4.8% 14.0%          6.6%   5.2%    9.4%   5.6%             6.5%     5.8%    9.4%             5.7%   5.6%   7.4%    7.4%   4.5%

4                             11      7     2     2     -       5      5       1     10        -      10       10       1       1        -      4      7       8      3
                            2.7%   2.6%  2.4%  4.7%          1.7%   4.3%    1.6%   2.9%             2.7%     3.4%    1.0%    3.8%            2.8%   5.8%    3.5%   1.7%

3                              3      2     1     -     -       3      -       1      2        -       3        2       1       1        1      2      -       2      1
                            0.7%   0.7%  1.2%                1.0%           1.6%   0.6%             0.8%     0.7%    1.0%    3.8%     0.7%   1.4%           0.9%   0.6%

2                              5      2     2     1     -       5      -       -      5        -       5        5       1       -        -      1      4       2      3
                            1.2%   0.7%  2.4%  2.3%          1.7%                  1.5%             1.3%     1.7%    1.0%                    0.7%   3.3%    0.9%   1.7%

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                                                                                                   (Continued)
                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q21. What number would you use to rate your personal doctor?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

1                              2      1     -     -     1       1      1       -      2        -       2        1       1       -        1      -      1       2      -
                            0.5%   0.4%              9.1%    0.3%   0.9%           0.6%             0.5%     0.3%    1.0%             0.7%          0.8%    0.9%       

0 - Worst personal             2      -     1     -     1       2      -       -      2        -       2        2       -       1        -      -      2       1      1
doctor possible             0.5%         1.2%        9.1%    0.7%                  0.6%             0.5%     0.7%            3.8%                   1.7%    0.4%   0.6%

HEDIS/CAHPS SUMMARY RATE     309    206    64    30     9     221     86      48    259       12     281      225      72      18      120    108     78     172    137
- 8-10                     75.9%  76.9% 76.2% 69.8% 81.8%   77.0%  74.1%   75.0%  76.0%    75.0%   75.7%    76.3%   75.0%   69.2%    85.1%  76.1%  64.5%   74.8%  77.4%
                                                                                                                                        pQ      Q

HEDIS/CAHPS SUMMARY RATE     240    160    48    24     8     171     67      35    203        9     215      175      55      15       97     83     57     138    102
- 9-10                     59.0%  59.7% 57.1% 55.8% 72.7%   59.6%  57.8%   54.7%  59.5%    56.3%   58.0%    59.3%   57.3%   57.7%    68.8%  58.5%  47.1%   60.0%  57.6%
                                                                                                                                        pQ      q

Mean                        8.40   8.49  8.32  8.12  8.00    8.39   8.47    8.33   8.40     8.56    8.36     8.36    8.42    8.12     8.86   8.45   7.77    8.33   8.49

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q22. In the last 6 months, did you try to make any 
appointments to see a specialist?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        505    349    98    45    11     350    149      74    430       20     458      366     119      32      182    182    138     269    236
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     10      5     1     -     -       5      1       1      4        -       4        4       1       -        3      1      2       3      7

Yes                          170    102    37    26     5     109     59      21    148        4     160      127      40       9       46     53     69     101     69
                           33.7%  29.2% 37.8% 57.8% 45.5%   31.1%  39.6%   28.4%  34.4%    20.0%   34.9%    34.7%   33.6%   28.1%    25.3%  29.1%  50.0%   37.5%  29.2%
                                                 BC                    f                                                                              OP       S

No                           335    247    61    19     6     241     90      53    282       16     298      239      79      23      136    129     69     168    167
                           66.3%  70.8% 62.2% 42.2% 54.5%   68.9%  60.4%   71.6%  65.6%    80.0%   65.1%    65.3%   66.4%   71.9%    74.7%  70.9%  50.0%   62.5%  70.8%
                                      D     D                   g                                                                        Q      Q                     R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q23. (GNC)In the last 6 months, how often was it easy to 
get appointments with specialists?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               170    102    37    26     5     109     59      21    148        4     160      127      40       9       46     53     69     101     69

Total Valid Responses        166    100    37    24     5     107     57      20    145        4     156      124      39       9       46     53     65     100     66
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      4      2     -     2     -       2      2       1      3        -       4        3       1       -        -      -      4       1      3

Always                        87     53    19    13     2      54     32       9     77        2      81       65      21       4       30     22     34      44     43
                           52.4%  53.0% 51.4% 54.2% 40.0%   50.5%  56.1%   45.0%  53.1%    50.0%   51.9%    52.4%   53.8%   44.4%    65.2%  41.5%  52.3%   44.0%  65.2%
                                                                                                                                         P                            R

Usually                       46     30     8     6     2      26     20       5     41        -      45       35      11       1       11     22     13      34     12
                           27.7%  30.0% 21.6% 25.0% 40.0%   24.3%  35.1%   25.0%  28.3%            28.8%    28.2%   28.2%   11.1%    23.9%  41.5%  20.0%   34.0%  18.2%
                                                                                                                                               oQ              S

Sometimes                     19     10     6     2     1      17      2       5     14        1      17       12       5       4        3      4     11      14      5
                           11.4%  10.0% 16.2%  8.3% 20.0%   15.9%   3.5%   25.0%   9.7%    25.0%   10.9%     9.7%   12.8%   44.4%     6.5%   7.5%  16.9%   14.0%   7.6%
                                                                G                                                              Lm                      o

Never                         14      7     4     3     -      10      3       1     13        1      13       12       2       -        2      5      7       8      6
                            8.4%   7.0% 10.8% 12.5%          9.3%   5.3%    5.0%   9.0%    25.0%    8.3%     9.7%    5.1%             4.3%   9.4%  10.8%    8.0%   9.1%

HEDIS/CAHPS SUMMARY RATE     133     83    27    19     4      80     52      14    118        2     126      100      32       5       41     44     47      78     55
- Always/Usually           80.1%  83.0% 73.0% 79.2% 80.0%   74.8%  91.2%   70.0%  81.4%    50.0%   80.8%    80.6%   82.1%   55.6%    89.1%  83.0%  72.3%   78.0%  83.3%
                                                                       F                                                                 Q

HEDIS/CAHPS SUMMARY RATE      87     53    19    13     2      54     32       9     77        2      81       65      21       4       30     22     34      44     43
- Always                   52.4%  53.0% 51.4% 54.2% 40.0%   50.5%  56.1%   45.0%  53.1%    50.0%   51.9%    52.4%   53.8%   44.4%    65.2%  41.5%  52.3%   44.0%  65.2%
                                                                                                                                         P                            R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q24.  How many specialists have you seen in the last 6 
months?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               170    102    37    26     5     109     59      21    148        4     160      127      40       9       46     53     69     101     69

Total Valid Responses        170    102    37    26     5     109     59      21    148        4     160      127      40       9       46     53     69     101     69
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -

None                          11      8     1     2     -       7      2       1     10        1       9        9       1       -        4      4      3       8      3
                            6.5%   7.8%  2.7%  7.7%          6.4%   3.4%    4.8%   6.8%    25.0%    5.6%     7.1%    2.5%             8.7%   7.5%   4.3%    7.9%   4.3%

1 specialist                 108     70    21    14     3      69     39      15     92        3     101       82      25       5       34     34     38      63     45
                           63.5%  68.6% 56.8% 53.8% 60.0%   63.3%  66.1%   71.4%  62.2%    75.0%   63.1%    64.6%   62.5%   55.6%    73.9%  64.2%  55.1%   62.4%  65.2%
                                                                                                                                         Q

2                             33     16    10     5     2      18     15       2     31        -      32       21      12       3        6     12     15      20     13
                           19.4%  15.7% 27.0% 19.2% 40.0%   16.5%  25.4%    9.5%  20.9%            20.0%    16.5%   30.0%   33.3%    13.0%  22.6%  21.7%   19.8%  18.8%
                                                                                                                        l

3                             13      6     3     4     -      10      3       3     10        -      13       12       1       -        1      3      9       7      6
                            7.6%   5.9%  8.1% 15.4%          9.2%   5.1%   14.3%   6.8%             8.1%     9.4%    2.5%             2.2%   5.7%  13.0%    6.9%   8.7%
                                                                                                                m                                      O

4                              3      1     2     -     -       3      -       -      3        -       3        2       1       -        -      -      3       2      1
                            1.8%   1.0%  5.4%                2.8%                  2.0%             1.9%     1.6%    2.5%                           4.3%    2.0%   1.4%

5 or more specialist           2      1     -     1     -       2      -       -      2        -       2        1       -       1        1      -      1       1      1
                            1.2%   1.0%        3.8%          1.8%                  1.4%             1.3%     0.8%           11.1%     2.2%          1.4%    1.0%   1.4%

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q25.  What number would you use to rate that specialist?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               159     94    36    24     5     102     57      20    138        3     151      118      39       9       42     49     66      93     66

Total Valid Responses        154     91    34    24     5      99     55      18    135        3     146      115      36       9       40     48     64      92     62
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      5      3     2     -     -       3      2       2      3        -       5        3       3       -        2      1      2       1      4

10 - Best specialist          69     42    13    10     4      45     24       6     62        2      64       51      17       5       23     19     25      38     31
possible                   44.8%  46.2% 38.2% 41.7% 80.0%   45.5%  43.6%   33.3%  45.9%    66.7%   43.8%    44.3%   47.2%   55.6%    57.5%  39.6%  39.1%   41.3%  50.0%
                                                      bCd                                                                               pq

9                             24     13     8     3     -      14     10       1     23        -      23       18       5       -        8      9      7      15      9
                           15.6%  14.3% 23.5% 12.5%         14.1%  18.2%    5.6%  17.0%            15.8%    15.7%   13.9%            20.0%  18.8%  10.9%   16.3%  14.5%
                                                                                      h

8                             24     11     5     7     1      15      9       2     22        -      24       17       9       1        4      6     14      13     11
                           15.6%  12.1% 14.7% 29.2% 20.0%   15.2%  16.4%   11.1%  16.3%            16.4%    14.8%   25.0%   11.1%    10.0%  12.5%  21.9%   14.1%  17.7%
                                                  b                                                                                                    o

7                             14     11     1     2     -      10      4       3     11        -      13       11       2       1        2      7      5       7      7
                            9.1%  12.1%  2.9%  8.3%         10.1%   7.3%   16.7%   8.1%             8.9%     9.6%    5.6%   11.1%     5.0%  14.6%   7.8%    7.6%  11.3%
                                      C

6                              7      7     -     -     -       5      2       2      5        -       7        6       1       -        1      1      5       5      2
                            4.5%   7.7%                      5.1%   3.6%   11.1%   3.7%             4.8%     5.2%    2.8%             2.5%   2.1%   7.8%    5.4%   3.2%

5                              4      1     2     1     -       3      1       3      1        -       4        3       -       1        -      1      3       3      1
                            2.6%   1.1%  5.9%  4.2%          3.0%   1.8%   16.7%   0.7%             2.7%     2.6%           11.1%            2.1%   4.7%    3.3%   1.6%
                                                                               i

4                              2      1     1     -     -       2      -       -      2        1       1        -       1       1        1      -      1       2      -
                            1.3%   1.1%  2.9%                2.0%                  1.5%    33.3%    0.7%             2.8%   11.1%     2.5%          1.6%    2.2%       

3                              1      1     -     -     -       1      -       -      1        -       1        1       -       -        -      1      -       1      -
                            0.6%   1.1%                      1.0%                  0.7%             0.7%     0.9%                            2.1%           1.1%       

2                              5      1     3     1     -       4      1       1      4        -       5        4       1       -        -      1      4       4      1
                            3.2%   1.1%  8.8%  4.2%          4.0%   1.8%    5.6%   3.0%             3.4%     3.5%    2.8%                    2.1%   6.3%    4.3%   1.6%

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                                                                                                   (Continued)
                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q25.  What number would you use to rate that specialist?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

1                              3      2     1     -     -       -      3       -      3        -       3        3       -       -        1      2      -       3      -
                            1.9%   2.2%  2.9%                       5.5%           2.2%             2.1%     2.6%                     2.5%   4.2%           3.3%       

0 - Worst specialist           1      1     -     -     -       -      1       -      1        -       1        1       -       -        -      1      -       1      -
possible                    0.6%   1.1%                             1.8%           0.7%             0.7%     0.9%                            2.1%           1.1%       

HEDIS/CAHPS SUMMARY RATE     117     66    26    20     5      74     43       9    107        2     111       86      31       6       35     34     46      66     51
- 8-10                     76.0%  72.5% 76.5% 83.3%  100%   74.7%  78.2%   50.0%  79.3%    66.7%   76.0%    74.8%   86.1%   66.7%    87.5%  70.8%  71.9%   71.7%  82.3%
                                                      BCD                             H                                                 PQ

HEDIS/CAHPS SUMMARY RATE      93     55    21    13     4      59     34       7     85        2      87       69      22       5       31     28     32      53     40
- 9-10                     60.4%  60.4% 61.8% 54.2% 80.0%   59.6%  61.8%   38.9%  63.0%    66.7%   59.6%    60.0%   61.1%   55.6%    77.5%  58.3%  50.0%   57.6%  64.5%
                                                                                      H                                                 PQ

Mean                        8.32   8.35  7.94  8.50  9.60    8.38   8.22    7.50   8.42     8.00    8.30     8.26    8.69    8.22     8.98   8.04   8.08    7.99   8.82

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q26.  In the last 6 months, did you get any kind of care, 
tests or treatment through your health plan?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        497    343    97    45    11     344    147      73    422       20     448      359     118      32      179    178    137     269    228
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     18     11     2     -     -      11      3       2     12        -      14       11       2       -        6      5      3       3     15

Yes                          248    151    58    32     7     161     83      32    214        7     231      181      61      16       72     83     90     164     84
                           49.9%  44.0% 59.8% 71.1% 63.6%   46.8%  56.5%   43.8%  50.7%    35.0%   51.6%    50.4%   51.7%   50.0%    40.2%  46.6%  65.7%   61.0%  36.8%
                                            B     B                    F                                                                              OP       S

No                           249    192    39    13     4     183     64      41    208       13     217      178      57      16      107     95     47     105    144
                           50.1%  56.0% 40.2% 28.9% 36.4%   53.2%  43.5%   56.2%  49.3%    65.0%   48.4%    49.6%   48.3%   50.0%    59.8%  53.4%  34.3%   39.0%  63.2%
                                     CD                         G                                                                        Q      Q                     R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q27. (GNC)In the last 6 months, how often was it easy to 
get the care, tests or treatment you thought you needed 
through your health plan?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               248    151    58    32     7     161     83      32    214        7     231      181      61      16       72     83     90     164     84

Total Valid Responses        246    150    57    32     7     160     82      32    212        7     229      180      60      16       72     82     89     163     83
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      2      1     1     -     -       1      1       -      2        -       2        1       1       -        -      1      1       1      1

Always                       112     74    23    11     4      74     37      13     97        4     102       74      33       8       41     38     30      76     36
                           45.5%  49.3% 40.4% 34.4% 57.1%   46.3%  45.1%   40.6%  45.8%    57.1%   44.5%    41.1%   55.0%   50.0%    56.9%  46.3%  33.7%   46.6%  43.4%
                                                                                                                        l                Q      q

Usually                       73     47    16     8     2      46     26      11     62        1      70       61      13       4       23     22     28      52     21
                           29.7%  31.3% 28.1% 25.0% 28.6%   28.8%  31.7%   34.4%  29.2%    14.3%   30.6%    33.9%   21.7%   25.0%    31.9%  26.8%  31.5%   31.9%  25.3%
                                                                                                                m

Sometimes                     46     22    14     9     1      30     14       7     39        1      43       34      10       4        7     17     22      30     16
                           18.7%  14.7% 24.6% 28.1% 14.3%   18.8%  17.1%   21.9%  18.4%    14.3%   18.8%    18.9%   16.7%   25.0%     9.7%  20.7%  24.7%   18.4%  19.3%
                                                                                                                                                o      O

Never                         15      7     4     4     -      10      5       1     14        1      14       11       4       -        1      5      9       5     10
                            6.1%   4.7%  7.0% 12.5%          6.3%   6.1%    3.1%   6.6%    14.3%    6.1%     6.1%    6.7%             1.4%   6.1%  10.1%    3.1%  12.0%
                                                                                                                                                       O              R

HEDIS/CAHPS SUMMARY RATE     185    121    39    19     6     120     63      24    159        5     172      135      46      12       64     60     58     128     57
- Always/Usually           75.2%  80.7% 68.4% 59.4% 85.7%   75.0%  76.8%   75.0%  75.0%    71.4%   75.1%    75.0%   76.7%   75.0%    88.9%  73.2%  65.2%   78.5%  68.7%
                                     cD                 d                                                                               PQ

HEDIS/CAHPS SUMMARY RATE     112     74    23    11     4      74     37      13     97        4     102       74      33       8       41     38     30      76     36
- Always                   45.5%  49.3% 40.4% 34.4% 57.1%   46.3%  45.1%   40.6%  45.8%    57.1%   44.5%    41.1%   55.0%   50.0%    56.9%  46.3%  33.7%   46.6%  43.4%
                                                                                                                        l                Q      q

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q28.  In the last 6 months, did you look for any 
information in written materials or on the Internet about 
how your health plan works?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        500    346    97    45    11     347    148      73    426       20     455      365     114      31      181    183    133     266    234
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     15      8     2     -     -       8      2       2      8        -       7        5       6       1        4      -      7       6      9

Yes                           93     62    21     9     1      51     42      11     81        1      87       76      15       3       36     33     23      47     46
                           18.6%  17.9% 21.6% 20.0%  9.1%   14.7%  28.4%   15.1%  19.0%     5.0%   19.1%    20.8%   13.2%    9.7%    19.9%  18.0%  17.3%   17.7%  19.7%
                                                                       F                               J       Mn

No                           407    284    76    36    10     296    106      62    345       19     368      289      99      28      145    150    110     219    188
                           81.4%  82.1% 78.4% 80.0% 90.9%   85.3%  71.6%   84.9%  81.0%    95.0%   80.9%    79.2%   86.8%   90.3%    80.1%  82.0%  82.7%   82.3%  80.3%
                                                                G                              K                        L       l

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
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Q29. In the last 6 months, how often did the written 
materials or the Internet provide the information you 
needed about how your health plan works?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible                93     62    21     9     1      51     42      11     81        1      87       76      15       3       36     33     23      47     46

Total Valid Responses         93     62    21     9     1      51     42      11     81        1      87       76      15       3       36     33     23      47     46
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -

Always                        29     20     5     4     -      21      8       5     23        -      28       23       5       1       12     11      5      10     19
                           31.2%  32.3% 23.8% 44.4%         41.2%  19.0%   45.5%  28.4%            32.2%    30.3%   33.3%   33.3%    33.3%  33.3%  21.7%   21.3%  41.3%
                                                                G                                                                                                     R

Usually                       28     15     9     3     1      16     12       3     25        -      25       22       6       -        8     10     10      15     13
                           30.1%  24.2% 42.9% 33.3%  100%   31.4%  28.6%   27.3%  30.9%            28.7%    28.9%   40.0%            22.2%  30.3%  43.5%   31.9%  28.3%
                                                      BCD                                                                                              o

Sometimes                     28     22     5     1     -      10     18       3     25        1      26       25       2       1       14      8      6      19      9
                           30.1%  35.5% 23.8% 11.1%         19.6%  42.9%   27.3%  30.9%   100.0%   29.9%    32.9%   13.3%   33.3%    38.9%  24.2%  26.1%   40.4%  19.6%
                                      D                                F                       K                m                                              S

Never                          8      5     2     1     -       4      4       -      8        -       8        6       2       1        2      4      2       3      5
                            8.6%   8.1%  9.5% 11.1%          7.8%   9.5%           9.9%             9.2%     7.9%   13.3%   33.3%     5.6%  12.1%   8.7%    6.4%  10.9%

HEDIS/CAHPS SUMMARY RATE      57     35    14     7     1      37     20       8     48        -      53       45      11       1       20     21     15      25     32
- Always/Usually           61.3%  56.5% 66.7% 77.8%  100%   72.5%  47.6%   72.7%  59.3%            60.9%    59.2%   73.3%   33.3%    55.6%  63.6%  65.2%   53.2%  69.6%
                                                       BC       G                                                                                                     r

HEDIS/CAHPS SUMMARY RATE      29     20     5     4     -      21      8       5     23        -      28       23       5       1       12     11      5      10     19
- Always                   31.2%  32.3% 23.8% 44.4%         41.2%  19.0%   45.5%  28.4%            32.2%    30.3%   33.3%   33.3%    33.3%  33.3%  21.7%   21.3%  41.3%
                                                                G                                                                                                     R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
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Q30.  In the last 6 months, did you try to get information 
or help from your health plan's customer service?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        501    348    97    44    11     347    148      74    425       20     453      364     117      31      182    180    136     267    234
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     14      6     2     1     -       8      2       1      9        -       9        6       3       1        3      3      4       5      9

Yes                          105     72    20    12     1      67     36      11     92        3      96       79      25       4       39     34     31      59     46
                           21.0%  20.7% 20.6% 27.3%  9.1%   19.3%  24.3%   14.9%  21.6%    15.0%   21.2%    21.7%   21.4%   12.9%    21.4%  18.9%  22.8%   22.1%  19.7%
                                                  e

No                           396    276    77    32    10     280    112      63    333       17     357      285      92      27      143    146    105     208    188
                           79.0%  79.3% 79.4% 72.7% 90.9%   80.7%  75.7%   85.1%  78.4%    85.0%   78.8%    78.3%   78.6%   87.1%    78.6%  81.1%  77.2%   77.9%  80.3%
                                                        d

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q31. (CS)In the last 6 months, how often did your health 
plan's customer service give you the information or help 
you needed?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               105     72    20    12     1      67     36      11     92        3      96       79      25       4       39     34     31      59     46

Total Valid Responses        105     72    20    12     1      67     36      11     92        3      96       79      25       4       39     34     31      59     46
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -

Always                        47     35     9     3     -      35     12       6     39        -      44       33      16       2       23     15      8      25     22
                           44.8%  48.6% 45.0% 25.0%         52.2%  33.3%   54.5%  42.4%            45.8%    41.8%   64.0%   50.0%    59.0%  44.1%  25.8%   42.4%  47.8%
                                      d                         g                                                       L                Q

Usually                       20     13     4     3     -      12      8       3     17        -      19       17       3       1        7      6      7      12      8
                           19.0%  18.1% 20.0% 25.0%         17.9%  22.2%   27.3%  18.5%            19.8%    21.5%   12.0%   25.0%    17.9%  17.6%  22.6%   20.3%  17.4%

Sometimes                     34     21     7     5     1      18     14       2     32        3      29       26       5       1        7     12     15      20     14
                           32.4%  29.2% 35.0% 41.7%  100%   26.9%  38.9%   18.2%  34.8%   100.0%   30.2%    32.9%   20.0%   25.0%    17.9%  35.3%  48.4%   33.9%  30.4%
                                                      BCD                                      K                                                o      O

Never                          4      3     -     1     -       2      2       -      4        -       4        3       1       -        2      1      1       2      2
                            3.8%   4.2%        8.3%          3.0%   5.6%           4.3%             4.2%     3.8%    4.0%             5.1%   2.9%   3.2%    3.4%   4.3%

HEDIS/CAHPS SUMMARY RATE      67     48    13     6     -      47     20       9     56        -      63       50      19       3       30     21     15      37     30
- Always/Usually           63.8%  66.7% 65.0% 50.0%         70.1%  55.6%   81.8%  60.9%            65.6%    63.3%   76.0%   75.0%    76.9%  61.8%  48.4%   62.7%  65.2%
                                                                               i                                                         Q

HEDIS/CAHPS SUMMARY RATE      47     35     9     3     -      35     12       6     39        -      44       33      16       2       23     15      8      25     22
- Always                   44.8%  48.6% 45.0% 25.0%         52.2%  33.3%   54.5%  42.4%            45.8%    41.8%   64.0%   50.0%    59.0%  44.1%  25.8%   42.4%  47.8%
                                      d                         g                                                       L                Q

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q32. (CS)In the last 6 months, how often did your health 
plan's customer service staff treat you with courtesy and 
respect?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               105     72    20    12     1      67     36      11     92        3      96       79      25       4       39     34     31      59     46

Total Valid Responses        104     71    20    12     1      67     35      11     91        3      95       79      24       4       39     33     31      59     45
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      1      1     -     -     -       -      1       -      1        -       1        -       1       -        -      1      -       -      1

Always                        63     43    14     6     -      43     20       7     54        2      57       45      18       3       25     22     15      29     34
                           60.6%  60.6% 70.0% 50.0%         64.2%  57.1%   63.6%  59.3%    66.7%   60.0%    57.0%   75.0%   75.0%    64.1%  66.7%  48.4%   49.2%  75.6%
                                                                                                                        l                                             R

Usually                       24     15     3     5     1      16      7       4     20        -      24       21       3       1        9      6      9      17      7
                           23.1%  21.1% 15.0% 41.7%  100%   23.9%  20.0%   36.4%  22.0%            25.3%    26.6%   12.5%   25.0%    23.1%  18.2%  29.0%   28.8%  15.6%
                                                      BCD                                                       m                                              s

Sometimes                     15     12     2     1     -       6      8       -     15        1      12       11       3       -        5      5      5      12      3
                           14.4%  16.9% 10.0%  8.3%          9.0%  22.9%          16.5%    33.3%   12.6%    13.9%   12.5%            12.8%  15.2%  16.1%   20.3%   6.7%
                                                                       f                                                                                       S

Never                          2      1     1     -     -       2      -       -      2        -       2        2       -       -        -      -      2       1      1
                            1.9%   1.4%  5.0%                3.0%                  2.2%             2.1%     2.5%                                   6.5%    1.7%   2.2%

HEDIS/CAHPS SUMMARY RATE      87     58    17    11     1      59     27      11     74        2      81       66      21       4       34     28     24      46     41
- Always/Usually           83.7%  81.7% 85.0% 91.7%  100%   88.1%  77.1%  100.0%  81.3%    66.7%   85.3%    83.5%   87.5%  100.0%    87.2%  84.8%  77.4%   78.0%  91.1%
                                                       Bc                      I                                               Lm                                     r

HEDIS/CAHPS SUMMARY RATE      63     43    14     6     -      43     20       7     54        2      57       45      18       3       25     22     15      29     34
- Always                   60.6%  60.6% 70.0% 50.0%         64.2%  57.1%   63.6%  59.3%    66.7%   60.0%    57.0%   75.0%   75.0%    64.1%  66.7%  48.4%   49.2%  75.6%
                                                                                                                        l                                             R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q33.  In the last 6 months, did your health plan give you 
any forms to fill out?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        496    346    94    43    11     343    147      74    421       20     449      360     117      31      179    183    131     265    231
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     19      8     5     2     -      12      3       1     13        -      13       10       3       1        6      -      9       7     12

Yes                          124     87    25    10     1      82     41      24     99        4     113       84      38       5       47     41     34      70     54
                           25.0%  25.1% 26.6% 23.3%  9.1%   23.9%  27.9%   32.4%  23.5%    20.0%   25.2%    23.3%   32.5%   16.1%    26.3%  22.4%  26.0%   26.4%  23.4%
                                      e     e                                                                          lN

No                           372    259    69    33    10     261    106      50    322       16     336      276      79      26      132    142     97     195    177
                           75.0%  74.9% 73.4% 76.7% 90.9%   76.1%  72.1%   67.6%  76.5%    80.0%   74.8%    76.7%   67.5%   83.9%    73.7%  77.6%  74.0%   73.6%  76.6%
                                                       bc                                                       m               M

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q34. In the last 6 months, how often were the forms from 
your health plan easy to fill out?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               496    346    94    43    11     343    147      74    421       20     449      360     117      31      179    183    131     265    231

Total Valid Responses        493    344    94    42    11     340    147      74    419       20     447      358     116      31      179    182    129     264    229
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      3      2     -     1     -       3      -       -      2        -       2        2       1       -        -      1      2       1      2

Always                       445    310    84    38    11     313    127      65    380       18     406      323     104      29      166    163    113     234    211
                           90.3%  90.1% 89.4% 90.5%  100%   92.1%  86.4%   87.8%  90.7%    90.0%   90.8%    90.2%   89.7%   93.5%    92.7%  89.6%  87.6%   88.6%  92.1%
                                                      BCD       g

Usually                       35     24     8     3     -      18     16       5     30        2      29       27       8       1       10     13     12      24     11
                            7.1%   7.0%  8.5%  7.1%          5.3%  10.9%    6.8%   7.2%    10.0%    6.5%     7.5%    6.9%    3.2%     5.6%   7.1%   9.3%    9.1%   4.8%
                                                                       F                                                                                       s

Sometimes                     11      8     2     1     -       9      2       4      7        -      10        6       4       1        2      5      4       5      6
                            2.2%   2.3%  2.1%  2.4%          2.6%   1.4%    5.4%   1.7%             2.2%     1.7%    3.4%    3.2%     1.1%   2.7%   3.1%    1.9%   2.6%

Never                          2      2     -     -     -       -      2       -      2        -       2        2       -       -        1      1      -       1      1
                            0.4%   0.6%                             1.4%           0.5%             0.4%     0.6%                     0.6%   0.5%           0.4%   0.4%

HEDIS/CAHPS SUMMARY RATE     480    334    92    41    11     331    143      70    410       20     435      350     112      30      176    176    125     258    222
- Always/Usually           97.4%  97.1% 97.9% 97.6%  100%   97.4%  97.3%   94.6%  97.9%   100.0%   97.3%    97.8%   96.6%   96.8%    98.3%  96.7%  96.9%   97.7%  96.9%
                                                        B                                      K

HEDIS/CAHPS SUMMARY RATE     445    310    84    38    11     313    127      65    380       18     406      323     104      29      166    163    113     234    211
- Always                   90.3%  90.1% 89.4% 90.5%  100%   92.1%  86.4%   87.8%  90.7%    90.0%   90.8%    90.2%   89.7%   93.5%    92.7%  89.6%  87.6%   88.6%  92.1%
                                                      BCD       g

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q35. What number would you use to rate your health plan? 

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        498    344    97    44    11     344    148      74    422       19     451      362     117      31      183    179    134     266    232
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     17     10     2     1     -      11      2       1     12        1      11        8       3       1        2      4      6       6     11

10 - Best health plan        174    119    35    13     6     132     41      26    146        5     159      133      40       9       81     57     34      89     85
possible                   34.9%  34.6% 36.1% 29.5% 54.5%   38.4%  27.7%   35.1%  34.6%    26.3%   35.3%    36.7%   34.2%   29.0%    44.3%  31.8%  25.4%   33.5%  36.6%
                                                                G                                                                       PQ

9                             81     57    17     4     2      52     28       8     73        5      72       54      20       5       35     24     22      41     40
                           16.3%  16.6% 17.5%  9.1% 18.2%   15.1%  18.9%   10.8%  17.3%    26.3%   16.0%    14.9%   17.1%   16.1%    19.1%  13.4%  16.4%   15.4%  17.2%

8                             94     66    18     9     1      60     33      14     80        2      84       71      22       5       32     34     28      46     48
                           18.9%  19.2% 18.6% 20.5%  9.1%   17.4%  22.3%   18.9%  19.0%    10.5%   18.6%    19.6%   18.8%   16.1%    17.5%  19.0%  20.9%   17.3%  20.7%

7                             57     45     7     5     -      39     18      13     44        3      53       39      15       4       18     27     12      31     26
                           11.4%  13.1%  7.2% 11.4%         11.3%  12.2%   17.6%  10.4%    15.8%   11.8%    10.8%   12.8%   12.9%     9.8%  15.1%   9.0%   11.7%  11.2%
                                      c                                                                                                         q

6                             26     17     7     2     -      17      9       3     23        2      24       18       5       1        4     13      9      18      8
                            5.2%   4.9%  7.2%  4.5%          4.9%   6.1%    4.1%   5.5%    10.5%    5.3%     5.0%    4.3%    3.2%     2.2%   7.3%   6.7%    6.8%   3.4%
                                                                                                                                                O      o       s

5                             40     24     8     7     1      28     11       6     34        -      37       30       9       1       11     14     15      21     19
                            8.0%   7.0%  8.2% 15.9%  9.1%    8.1%   7.4%    8.1%   8.1%             8.2%     8.3%    7.7%    3.2%     6.0%   7.8%  11.2%    7.9%   8.2%

4                              9      4     3     1     1       5      2       2      7        1       6        6       1       3        -      5      4       8      1
                            1.8%   1.2%  3.1%  2.3%  9.1%    1.5%   1.4%    2.7%   1.7%     5.3%    1.3%     1.7%    0.9%    9.7%            2.8%   3.0%    3.0%   0.4%
                                                                                                                                                               S

3                              9      6     2     1     -       5      4       1      8        1       8        6       2       2        1      3      5       7      2
                            1.8%   1.7%  2.1%  2.3%          1.5%   2.7%    1.4%   1.9%     5.3%    1.8%     1.7%    1.7%    6.5%     0.5%   1.7%   3.7%    2.6%   0.9%
                                                                                                                                                       o

2                              3      2     -     1     -       2      1       1      2        -       3        3       -       -        1      1      1       2      1
                            0.6%   0.6%        2.3%          0.6%   0.7%    1.4%   0.5%             0.7%     0.8%                     0.5%   0.6%   0.7%    0.8%   0.4%

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                                                                                                   (Continued)
                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q35. What number would you use to rate your health plan? 

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

1                              3      3     -     -     -       2      1       -      3        -       3        1       2       1        -      1      2       2      1
                            0.6%   0.9%                      0.6%   0.7%           0.7%             0.7%     0.3%    1.7%    3.2%            0.6%   1.5%    0.8%   0.4%

0 - Worst health plan          2      1     -     1     -       2      -       -      2        -       2        1       1       -        -      -      2       1      1
possible                    0.4%   0.3%        2.3%          0.6%                  0.5%             0.4%     0.3%    0.9%                           1.5%    0.4%   0.4%

SUMMARY  - 0-3                17     12     2     3     -      11      6       2     15        1      16       11       5       3        2      5     10      12      5
                            3.4%   3.5%  2.1%  6.8%          3.2%   4.1%    2.7%   3.6%     5.3%    3.5%     3.0%    4.3%    9.7%     1.1%   2.8%   7.5%    4.5%   2.2%
                                                                                                                                                      Op

SUMMARY - 4-7                132     90    25    15     2      89     40      24    108        6     120       93      30       9       33     59     40      78     54
                           26.5%  26.2% 25.8% 34.1% 18.2%   25.9%  27.0%   32.4%  25.6%    31.6%   26.6%    25.7%   25.6%   29.0%    18.0%  33.0%  29.9%   29.3%  23.3%
                                                                                                                                                O      O

HEDIS/CAHPS SUMMARY RATE     349    242    70    26     9     244    102      48    299       12     315      258      82      19      148    115     84     176    173
- 8-10                     70.1%  70.3% 72.2% 59.1% 81.8%   70.9%  68.9%   64.9%  70.9%    63.2%   69.8%    71.3%   70.1%   61.3%    80.9%  64.2%  62.7%   66.2%  74.6%
                                                        d                                                                               PQ                            R

HEDIS/CAHPS SUMMARY RATE     255    176    52    17     8     184     69      34    219       10     231      187      60      14      116     81     56     130    125
- 9-10                     51.2%  51.2% 53.6% 38.6% 72.7%   53.5%  46.6%   45.9%  51.9%    52.6%   51.2%    51.7%   51.3%   45.2%    63.4%  45.3%  41.8%   48.9%  53.9%
                                            d           D                                                                               PQ

Mean                         8.1    8.2   8.2   7.5   8.6     8.2    8.0     8.1    8.1      7.9     8.1      8.2     8.1     7.5      8.7    8.0    7.5     8.0    8.3

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q36.  In general, how would you rate your overall health?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        508    352    99    44    11     352    150      74    432       20     459      368     119      32      185    183    140     269    239
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      7      2     -     1     -       3      -       1      2        -       3        2       1       -        -      -      -       3      4

Excellent                     52     49     3     -     -      38     13      11     40        5      43       35      15       6       52      -      -      34     18
                           10.2%  13.9%  3.0%               10.8%   8.7%   14.9%   9.3%    25.0%    9.4%     9.5%   12.6%   18.8%    28.1%                 12.6%   7.5%
                                      C                                                                                                                        s

Very good                    133    111    15     6     -      77     54      23    110        3     123       98      32       3      133      -      -      67     66
                           26.2%  31.5% 15.2% 13.6%         21.9%  36.0%   31.1%  25.5%    15.0%   26.8%    26.6%   26.9%    9.4%    71.9%                 24.9%  27.6%
                                     CD                                F                                        N       N

Good                         183    137    34    11     1     130     51      23    160        6     167      135      40      11        -    183      -      96     87
                           36.0%  38.9% 34.3% 25.0%  9.1%   36.9%  34.0%   31.1%  37.0%    30.0%   36.4%    36.7%   33.6%   34.4%          100.0%          35.7%  36.4%
                                     DE     E

Fair                         106     46    32    17    10      81     24      14     91        5      94       78      20      12        -      -    106      57     49
                           20.9%  13.1% 32.3% 38.6% 90.9%   23.0%  16.0%   18.9%  21.1%    25.0%   20.5%    21.2%   16.8%   37.5%                  75.7%   21.2%  20.5%
                                            B     B   BCD       g                                                              lM

Poor                          34      9    15    10     -      26      8       3     31        1      32       22      12       -        -      -     34      15     19
                            6.7%   2.6% 15.2% 22.7%          7.4%   5.3%    4.1%   7.2%     5.0%    7.0%     6.0%   10.1%                          24.3%    5.6%   7.9%
                                            B     B

HEDIS/CAHPS SUMMARY RATE     185    160    18     6     -     115     67      34    150        8     166      133      47       9      185      -      -     101     84
- Excellent/Very good      36.4%  45.5% 18.2% 13.6%         32.7%  44.7%   45.9%  34.7%    40.0%   36.2%    36.1%   39.5%   28.1%   100.0%                 37.5%  35.1%
                                     CD                                F       i

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
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Q37.  Do you now smoke cigarettes every day, some days, or 
not at all?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        510    353    99    45    11     355    149      75    433       20     461      370     119      32      184    183    140     272    238
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      5      1     -     -     -       -      1       -      1        -       1        -       1       -        1      -      -       -      5

Every day                    151     92    41    13     3     111     39      15    136        2     140      130      16       7       36     65     49      88     63
                           29.6%  26.1% 41.4% 28.9% 27.3%   31.3%  26.2%   20.0%  31.4%    10.0%   30.4%    35.1%   13.4%   21.9%    19.6%  35.5%  35.0%   32.4%  26.5%
                                            B                                         H                J       Mn                               O      O

Some days                     62     40    12    10     -      46     16       9     53        2      55       42      18       5       21     19     22      26     36
                           12.2%  11.3% 12.1% 22.2%         13.0%  10.7%   12.0%  12.2%    10.0%   11.9%    11.4%   15.1%   15.6%    11.4%  10.4%  15.7%    9.6%  15.1%
                                                  b                                                                                                                   r

Not at all                   292    216    46    22     8     194     94      50    240       16     262      195      84      19      126     96     68     153    139
                           57.3%  61.2% 46.5% 48.9% 72.7%   54.6%  63.1%   66.7%  55.4%    80.0%   56.8%    52.7%   70.6%   59.4%    68.5%  52.5%  48.6%   56.3%  58.4%
                                      C                 c              f       i               K                        L               PQ

Don't know                     5      5     -     -     -       4      -       1      4        -       4        3       1       1        1      3      1       5      -
                            1.0%   1.4%                      1.1%           1.3%   0.9%             0.9%     0.8%    0.8%    3.1%     0.5%   1.6%   0.7%    1.8%       

HEDIS/CAHPS SUMMARY RATE     213    132    53    23     3     157     55      24    189        4     195      172      34      12       57     84     71     114     99
- % Smokers                41.8%  37.4% 53.5% 51.1% 27.3%   44.2%  36.9%   32.0%  43.6%    20.0%   42.3%    46.5%   28.6%   37.5%    31.0%  45.9%  50.7%   41.9%  41.6%
                                           Be     b                                   H                J        M                               O      O

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q38.  In the last 6 months, on how many visits were you 
advised to quit smoking by a doctor or other health 
provider in your plan?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               213    132    53    23     3     157     55      24    189        4     195      172      34      12       57     84     71     114     99

Total Valid Responses        195    117    52    22     3     144     50      21    174        3     178      156      32      11       50     77     67     106     89
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      3      2     -     -     -       3      -       -      3        -       3        3       -       -        -      1      2       1      2

None                          58     38    15     3     1      46     12       4     54        -      54       45      10       2       20     21     16      35     23
                           29.7%  32.5% 28.8% 13.6% 33.3%   31.9%  24.0%   19.0%  31.0%            30.3%    28.8%   31.3%   18.2%    40.0%  27.3%  23.9%   33.0%  25.8%
                                      D                                                                                                  q

1 visit                       48     34     8     5     1      35     13       8     40        1      44       39       7       2       15     19     14      30     18
                           24.6%  29.1% 15.4% 22.7% 33.3%   24.3%  26.0%   38.1%  23.0%    33.3%   24.7%    25.0%   21.9%   18.2%    30.0%  24.7%  20.9%   28.3%  20.2%
                                      C

2 to 4 visits                 56     25    21     9     1      39     16       6     50        2      52       43      11       3        7     28     21      29     27
                           28.7%  21.4% 40.4% 40.9% 33.3%   27.1%  32.0%   28.6%  28.7%    66.7%   29.2%    27.6%   34.4%   27.3%    14.0%  36.4%  31.3%   27.4%  30.3%
                                            B     b                                                                                             O      O

5 to 9 visits                 15      9     3     3     -      11      4       2     13        -      13       12       3       3        4      3      8       7      8
                            7.7%   7.7%  5.8% 13.6%          7.6%   8.0%    9.5%   7.5%             7.3%     7.7%    9.4%   27.3%     8.0%   3.9%  11.9%    6.6%   9.0%
                                                                                                                                                       p

10 or more visits             18     11     5     2     -      13      5       1     17        -      15       17       1       1        4      6      8       5     13
                            9.2%   9.4%  9.6%  9.1%          9.0%  10.0%    4.8%   9.8%             8.4%    10.9%    3.1%    9.1%     8.0%   7.8%  11.9%    4.7%  14.6%
                                                                                                                M                                                     R

Had no visits                 15     13     1     1     -      10      5       3     12        1      14       13       2       1        7      6      2       7      8

CURRENT YEAR SUMMARY         137     79    37    19     2      98     38      17    120        3     124      111      22       9       30     56     51      71     66
RATE - CURRENT YEAR ASTQ   70.3%  67.5% 71.2% 86.4% 66.7%   68.1%  76.0%   81.0%  69.0%   100.0%   69.7%    71.2%   68.8%   81.8%    60.0%  72.7%  76.1%   67.0%  74.2%
RATE                                              B                                            K                                                       o

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q39.  On how many visits was medication recommended or 
discussed to assist you with quitting smoking (for example: 
nicotine gum, patch, nasal spray, inhaler, prescription 
medication)?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               213    132    53    23     3     157     55      24    189        4     195      172      34      12       57     84     71     114     99

Total Valid Responses        190    112    52    22     3     142     47      20    170        3     175      152      32      11       47     75     67     107     83
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      8      7     -     -     -       5      3       1      7        -       6        7       -       -        3      3      2       -      8

None                         121     85    26     7     2      90     30      10    111        1     113       98      19       6       35     49     36      71     50
                           63.7%  75.9% 50.0% 31.8% 66.7%   63.4%  63.8%   50.0%  65.3%    33.3%   64.6%    64.5%   59.4%   54.5%    74.5%  65.3%  53.7%   66.4%  60.2%
                                     CD                                                                                                  Q

1 visit                       29     12    11     5     1      22      7       5     24        -      27       25       4       1        8     10     11      16     13
                           15.3%  10.7% 21.2% 22.7% 33.3%   15.5%  14.9%   25.0%  14.1%            15.4%    16.4%   12.5%    9.1%    17.0%  13.3%  16.4%   15.0%  15.7%

2 to 4 visits                 28      9    12     7     -      21      7       4     24        2      25       18       8       3        3     12     13      14     14
                           14.7%   8.0% 23.1% 31.8%         14.8%  14.9%   20.0%  14.1%    66.7%   14.3%    11.8%   25.0%   27.3%     6.4%  16.0%  19.4%   13.1%  16.9%
                                            B     B                                            k                                                o      O

5 to 9 visits                  6      5     1     -     -       4      2       -      6        -       5        6       -       -        1      2      3       3      3
                            3.2%   4.5%  1.9%                2.8%   4.3%           3.5%             2.9%     3.9%                     2.1%   2.7%   4.5%    2.8%   3.6%

10 or more visits              6      1     2     3     -       5      1       1      5        -       5        5       1       1        -      2      4       3      3
                            3.2%   0.9%  3.8% 13.6%          3.5%   2.1%    5.0%   2.9%             2.9%     3.3%    3.1%    9.1%            2.7%   6.0%    2.8%   3.6%
                                                  b

Had no visits                 15     13     1     1     -      10      5       3     12        1      14       13       2       1        7      6      2       7      8

CURRENT YEAR SUMMARY          69     27    26    15     1      52     17      10     59        2      62       54      13       5       12     26     31      36     33
RATE - Discussing          36.3%  24.1% 50.0% 68.2% 33.3%   36.6%  36.2%   50.0%  34.7%    66.7%   35.4%    35.5%   40.6%   45.5%    25.5%  34.7%  46.3%   33.6%  39.8%
Smoking Cessation                           B     B                                                                                                    O
Medications              

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q40.  On how many visits did your doctor or health provider 
recommend or discuss methods and strategies (other than 
medications) to assist you with quitting smoking?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               213    132    53    23     3     157     55      24    189        4     195      172      34      12       57     84     71     114     99

Total Valid Responses        193    115    52    22     3     143     49      20    173        3     176      155      32      11       48     77     67     107     86
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      5      4     -     -     -       4      1       1      4        -       5        4       -       -        2      1      2       -      5

None                         120     73    34    10     2      91     28      12    108        1     111       99      18       5       33     47     39      66     54
                           62.2%  63.5% 65.4% 45.5% 66.7%   63.6%  57.1%   60.0%  62.4%    33.3%   63.1%    63.9%   56.3%   45.5%    68.8%  61.0%  58.2%   61.7%  62.8%

1 visit                       32     19     7     5     1      21     11       4     28        -      30       23       7       2        8     12     12      22     10
                           16.6%  16.5% 13.5% 22.7% 33.3%   14.7%  22.4%   20.0%  16.2%            17.0%    14.8%   21.9%   18.2%    16.7%  15.6%  17.9%   20.6%  11.6%
                                                                                                                                                               s

2 to 4 visits                 29     16     9     4     -      23      6       2     27        2      25       22       5       3        6     13     10      14     15
                           15.0%  13.9% 17.3% 18.2%         16.1%  12.2%   10.0%  15.6%    66.7%   14.2%    14.2%   15.6%   27.3%    12.5%  16.9%  14.9%   13.1%  17.4%
                                                                                               k

5 to 9 visits                  7      5     1     1     -       4      3       -      7        -       6        6       2       -        1      3      3       3      4
                            3.6%   4.3%  1.9%  4.5%          2.8%   6.1%           4.0%             3.4%     3.9%    6.3%             2.1%   3.9%   4.5%    2.8%   4.7%

10 or more visits              5      2     1     2     -       4      1       2      3        -       4        5       -       1        -      2      3       2      3
                            2.6%   1.7%  1.9%  9.1%          2.8%   2.0%   10.0%   1.7%             2.3%     3.2%            9.1%            2.6%   4.5%    1.9%   3.5%

Had no visits                 15     13     1     1     -      10      5       3     12        1      14       13       2       1        7      6      2       7      8

CURRENT YEAR SUMMARY          73     42    18    12     1      52     21       8     65        2      65       56      14       6       15     30     28      41     32
RATE - Discussing          37.8%  36.5% 34.6% 54.5% 33.3%   36.4%  42.9%   40.0%  37.6%    66.7%   36.9%    36.1%   43.8%   54.5%    31.3%  39.0%  41.8%   38.3%  37.2%
Smoking Cessation        
Strategies               

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q41.  In the last 6 months, have you seen a doctor or other 
health provider 3 or more times for the same condition or 
problem?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        506    350    99    45    11     350    150      75    429       20     457      365     120      32      185    181    137     270    236
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      9      4     -     -     -       5      -       -      5        -       5        5       -       -        -      2      3       2      7

Yes                          190    108    47    31     4     127     62      18    172        5     179      140      48       9       46     63     79     107     83
                           37.5%  30.9% 47.5% 68.9% 36.4%   36.3%  41.3%   24.0%  40.1%    25.0%   39.2%    38.4%   40.0%   28.1%    24.9%  34.8%  57.7%   39.6%  35.2%
                                            B   BCE                                   H                                                         O     OP

No                           316    242    52    14     7     223     88      57    257       15     278      225      72      23      139    118     58     163    153
                           62.5%  69.1% 52.5% 31.1% 63.6%   63.7%  58.7%   76.0%  59.9%    75.0%   60.8%    61.6%   60.0%   71.9%    75.1%  65.2%  42.3%   60.4%  64.8%
                                     CD     D           D                      I                                                        PQ      Q

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q42.  Is this a condition or problem that has lasted for at 
least 3 months?  Do not include pregnancy or menopause.

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               190    108    47    31     4     127     62      18    172        5     179      140      48       9       46     63     79     107     83

Total Valid Responses        187    107    47    29     4     126     60      17    170        5     176      137      48       9       45     63     78     104     83
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      3      1     -     2     -       1      2       1      2        -       3        3       -       -        1      -      1       3      -

Yes                          149     72    44    29     4     102     46      15    134        4     139      108      38       8       24     49     76      79     70
                           79.7%  67.3% 93.6%  100%  100%   81.0%  76.7%   88.2%  78.8%    80.0%   79.0%    78.8%   79.2%   88.9%    53.3%  77.8%  97.4%   76.0%  84.3%
                                            B    Bc    Bc                                                                                       O     OP

No                            38     35     3     -     -      24     14       2     36        1      37       29      10       1       21     14      2      25     13
                           20.3%  32.7%  6.4%               19.0%  23.3%   11.8%  21.2%    20.0%   21.0%    21.2%   20.8%   11.1%    46.7%  22.2%   2.6%   24.0%  15.7%
                                      C                                                                                                 PQ      Q

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q43.  Do you now need or take medicine prescribed by a 
doctor?  Do not include birth control.

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        505    351    97    44    11     351    148      73    430       20     456      367     117      32      184    181    138     266    239
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     10      3     2     1     -       4      2       2      4        -       6        3       3       -        1      2      2       6      4

Yes                          271    157    66    36    11     187     82      32    238        5     252      195      70      16       63     91    115     150    121
                           53.7%  44.7% 68.0% 81.8%  100%   53.3%  55.4%   43.8%  55.3%    25.0%   55.3%    53.1%   59.8%   50.0%    34.2%  50.3%  83.3%   56.4%  50.6%
                                            B    Bc   BCD                             h                J                                        O     OP

No                           234    194    31     8     -     164     66      41    192       15     204      172      47      16      121     90     23     116    118
                           46.3%  55.3% 32.0% 18.2%         46.7%  44.6%   56.2%  44.7%    75.0%   44.7%    46.9%   40.2%   50.0%    65.8%  49.7%  16.7%   43.6%  49.4%
                                     CD     d                                  i               K                                        PQ      Q

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q44.  Is this to treat a condition that has lasted for at 
least 3 months?  Do not include pregnancy or menopause.

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               271    157    66    36    11     187     82      32    238        5     252      195      70      16       63     91    115     150    121

Total Valid Responses        267    154    65    36    11     186     79      32    235        5     249      193      68      16       62     90    113     147    120
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      4      3     1     -     -       1      3       -      3        -       3        2       2       -        1      1      2       3      1

Yes                          234    126    62    34    11     161     71      30    204        4     217      173      56      15       49     77    107     132    102
                           87.6%  81.8% 95.4% 94.4%  100%   86.6%  89.9%   93.8%  86.8%    80.0%   87.1%    89.6%   82.4%   93.8%    79.0%  85.6%  94.7%   89.8%  85.0%
                                            B     B    Bc                                                                                             OP

No                            33     28     3     2     -      25      8       2     31        1      32       20      12       1       13     13      6      15     18
                           12.4%  18.2%  4.6%  5.6%         13.4%  10.1%    6.3%  13.2%    20.0%   12.9%    10.4%   17.6%    6.3%    21.0%  14.4%   5.3%   10.2%  15.0%
                                     CD                                                                                                  Q      Q

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q45.  What is your age?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        509    354    99    45    11     353    150      75    432       20     460      368     120      32      184    183    139     271    238
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      6      -     -     -     -       2      -       -      2        -       2        2       -       -        1      -      1       1      5

18 to 24                     196    196     -     -     -     146     47      42    152        9     174      147      43      12       99     74     22     103     93
                           38.5%  55.4%                     41.4%  31.3%   56.0%  35.2%    45.0%   37.8%    39.9%   35.8%   37.5%    53.8%  40.4%  15.8%   38.0%  39.1%

25 to 34                     158    158     -     -     -     100     57       9    149        2     148      119      35       7       61     63     33      82     76
                           31.0%  44.6%                     28.3%  38.0%   12.0%  34.5%    10.0%   32.2%    32.3%   29.2%   21.9%    33.2%  34.4%  23.7%   30.3%  31.9%

35 to 44                      99      -    99     -     -      64     33      14     85        7      87       68      23       7       18     34     47      57     42
                           19.4%         100%               18.1%  22.0%   18.7%  19.7%    35.0%   18.9%    18.5%   19.2%   21.9%     9.8%  18.6%  33.8%   21.0%  17.6%

45 to 54                      45      -     -    45     -      33     12       9     36        1      44       26      18       3        6     11     27      23     22
                            8.8%               100%          9.3%   8.0%   12.0%   8.3%     5.0%    9.6%     7.1%   15.0%    9.4%     3.3%   6.0%  19.4%    8.5%   9.2%

55 to 64                       9      -     -     -     9       8      1       1      8        1       6        6       1       3        -      1      8       6      3
                            1.8%                    81.8%    2.3%   0.7%    1.3%   1.9%     5.0%    1.3%     1.6%    0.8%    9.4%            0.5%   5.8%    2.2%   1.3%

65 to 74                       2      -     -     -     2       2      -       -      2        -       1        2       -       -        -      -      2       -      2
                            0.4%                    18.2%    0.6%                  0.5%             0.2%     0.5%                                   1.4%           0.8%

75 or older                    -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -
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Q46.  Are you male or female?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        509    352    99    45    11     353    150      75    434       20     462      369     119      32      184    183    139     270    239
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      6      2     -     -     -       2      -       -      -        -       -        1       1       -        1      -      1       2      4

Male                          75     51    14     9     1      61     10      75      -        4      67       58      17       6       34     23     17      44     31
                           14.7%  14.5% 14.1% 20.0%  9.1%   17.3%   6.7%  100.0%           20.0%   14.5%    15.7%   14.3%   18.8%    18.5%  12.6%  12.2%   16.3%  13.0%

Female                       434    301    85    36    10     292    140       -    434       16     395      311     102      26      150    160    122     226    208
                           85.3%  85.5% 85.9% 80.0% 90.9%   82.7%  93.3%         100.0%    80.0%   85.5%    84.3%   85.7%   81.3%    81.5%  87.4%  87.8%   83.7%  87.0%
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Q47.  What is the highest grade or level of school that you 
have completed?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        505    350    97    45    11     355    150      71    432       18     460      368     117      31      182    181    139     268    237
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     10      4     2     -     -       -      -       4      2        2       2        2       3       1        3      2      1       4      6

8th grade or less             18      6     6     4     2      18      -       3     15        2      16       15       -       3        1      4     13       8     10
                            3.6%   1.7%  6.2%  8.9% 18.2%    5.1%           4.2%   3.5%    11.1%    3.5%     4.1%            9.7%     0.5%   2.2%   9.4%    3.0%   4.2%

Some high school, but        103     82    15     4     1     103      -      14     88        3      97       75      26       5       27     39     37      50     53
did not graduate           20.4%  23.4% 15.5%  8.9%  9.1%   29.0%          19.7%  20.4%    16.7%   21.1%    20.4%   22.2%   16.1%    14.8%  21.5%  26.6%   18.7%  22.4%

High school graduate or      234    158    43    25     7     234      -      44    189       10     207      172      52      16       87     87     57     122    112
GED                        46.3%  45.1% 44.3% 55.6% 63.6%   65.9%          62.0%  43.8%    55.6%   45.0%    46.7%   44.4%   51.6%    47.8%  48.1%  41.0%   45.5%  47.3%

Some college or 2-year       142     98    31    12     1       -    142      10    132        2     133      101      37       6       60     51     31      84     58
degree                     28.1%  28.0% 32.0% 26.7%  9.1%          94.7%   14.1%  30.6%    11.1%   28.9%    27.4%   31.6%   19.4%    33.0%  28.2%  22.3%   31.3%  24.5%

4-year college graduate        6      4     2     -     -       -      6       -      6        1       5        4       1       1        5      -      1       3      3
                            1.2%   1.1%  2.1%                       4.0%           1.4%     5.6%    1.1%     1.1%    0.9%    3.2%     2.7%          0.7%    1.1%   1.3%

More than 4-year college       2      2     -     -     -       -      2       -      2        -       2        1       1       -        2      -      -       1      1
degree                      0.4%   0.6%                             1.3%           0.5%             0.4%     0.3%    0.9%             1.1%                  0.4%   0.4%
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Q48.  Are you of Hispanic or Latino origin or descent?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        482    333    94    45     8     335    143      71    411       20     462      352     114      29      174    173    132     261    221
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     33     21     5     -     3      20      7       4     23        -       -       18       6       3       11     10      8      11     22

Yes, Hispanic or Latino       20     11     7     1     1      15      3       4     16       20       -        2       1      13        8      6      6      10     10
                            4.1%   3.3%  7.4%  2.2% 12.5%    4.5%   2.1%    5.6%   3.9%   100.0%             0.6%    0.9%   44.8%     4.6%   3.5%   4.5%    3.8%   4.5%

No, not Hispanic or          462    322    87    44     7     320    140      67    395        -     462      350     113      16      166    167    126     251    211
Latino                     95.9%  96.7% 92.6% 97.8% 87.5%   95.5%  97.9%   94.4%  96.1%           100.0%    99.4%   99.1%   55.2%    95.4%  96.5%  95.5%   96.2%  95.5%
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Q49.  What is your race?  Please mark one or more.

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        524    364    98    47    13     365    153      82    440       16     480      389     135      48      189    187    145     281    243

Total Respondents            500    347    95    45    11     348    147      75    423       14     459      370     120      32      182    177    138     270    230
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

White                        370    266    68    26     8     262    106      58    311        2     350      370       9       9      133    135    100     193    177
                           74.0%  76.7% 71.6% 57.8% 72.7%   75.3%  72.1%   77.3%  73.5%    14.3%   76.3%   100.0%    7.5%   28.1%    73.1%  76.3%  72.5%   71.5%  77.0%

Black or African-            120     78    23    18     1      78     39      17    102        1     113        9     120       5       47     40     32      69     51
American                   24.0%  22.5% 24.2% 40.0%  9.1%   22.4%  26.5%   22.7%  24.1%     7.1%   24.6%     2.4%  100.0%   15.6%    25.8%  22.6%  23.2%   25.6%  22.2%

Asian                          5      5     -     -     -       3      2       -      5        -       5        1       2       5        1      3      1       4      1
                            1.0%   1.4%                      0.9%   1.4%           1.2%             1.1%     0.3%    1.7%   15.6%     0.5%   1.7%   0.7%    1.5%   0.4%

Native Hawaiian or other       -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -
Pacific Islander                                                                                                                                                       

American Indian or            11      5     2     2     2       8      2       3      8        1       9        8       1      11        1      4      6       4      7
Alaska Native               2.2%   1.4%  2.1%  4.4% 18.2%    2.3%   1.4%    4.0%   1.9%     7.1%    2.0%     2.2%    0.8%   34.4%     0.5%   2.3%   4.3%    1.5%   3.0%

Other                         18     10     5     1     2      14      4       4     14       12       3        1       3      18        7      5      6      11      7
                            3.6%   2.9%  5.3%  2.2% 18.2%    4.0%   2.7%    5.3%   3.3%    85.7%    0.7%     0.3%    2.5%   56.3%     3.8%   2.8%   4.3%    4.1%   3.0%
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Q50.  Did someone help you complete this survey?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               272    185    57    23     6     180     88      44    226       10     251      193      69      19      101     96     72     272      -

Total Valid Responses        269    184    56    22     6     180     85      44    223       10     248      191      68      19      100     95     71     269      -
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0%       

No Answer                      3      1     1     1     -       -      3       -      3        -       3        2       1       -        1      1      1       3      -

Yes                           24     18     5     1     -      21      2      14     10        -      23       20       6       1        9      7      8      24      -
                            8.9%   9.8%  8.9%  4.5%         11.7%   2.4%   31.8%   4.5%             9.3%    10.5%    8.8%    5.3%     9.0%   7.4%  11.3%    8.9%       

No                           245    166    51    21     6     159     83      30    213       10     225      171      62      18       91     88     63     245      -
                           91.1%  90.2% 91.1% 95.5%  100%   88.3%  97.6%   68.2%  95.5%   100.0%   90.7%    89.5%   91.2%   94.7%    91.0%  92.6%  88.7%   91.1%       
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Q51.  How did that person help you?  Mark all that apply.

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible                25     18     5     2     -      21      3      15     10        -      24       21       6       1        9      8      8      24      1

Total Valid Responses         28     18     7     3     -      23      4      16     12        -      27       24       6       1        9      9     10      26      2

Total Respondents             25     18     5     2     -      21      3      15     10        -      24       21       6       1        9      8      8      24      1
                          100.0%   100%  100%  100%        100.0% 100.0%  100.0% 100.0%           100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

Read the questions to me      13      7     4     2     -      10      2       7      6        -      13       10       3       -        2      4      7      12      1
                           52.0%  38.9% 80.0%  100%         47.6%  66.7%   46.7%  60.0%            54.2%    47.6%   50.0%            22.2%  50.0%  87.5%   50.0% 100.0%

Wrote down the answers I       6      4     1     1     -       5      1       4      2        -       6        6       1       -        4      1      1       5      1
gave                       24.0%  22.2% 20.0% 50.0%         23.8%  33.3%   26.7%  20.0%            25.0%    28.6%   16.7%            44.4%  12.5%  12.5%   20.8% 100.0%

Answered the questions         4      4     -     -     -       4      -       2      2        -       3        4       -       -        3      1      -       4      -
for me                     16.0%  22.2%                     19.0%          13.3%  20.0%            12.5%    19.0%                    33.3%  12.5%          16.7%       

Translated the questions       2      2     -     -     -       2      -       1      1        -       2        2       1       -        -      2      -       2      -
into my language            8.0%  11.1%                      9.5%           6.7%  10.0%             8.3%     9.5%   16.7%                   25.0%           8.3%       

Helped in some other way       3      1     2     -     -       2      1       2      1        -       3        2       1       1        -      1      2       3      -
                           12.0%   5.6% 40.0%                9.5%  33.3%   13.3%  10.0%            12.5%     9.5%   16.7%  100.0%           12.5%  25.0%   12.5%       
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Q52. How often do you visit MHS's website 
(www.managedhealthservices.com)?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        388    279    73    28     7     259    125      57    329       13     357      278      95      23      153    137     95     271    117
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    127     75    26    17     4      96     25      18    105        7     105       92      25       9       32     46     45       1    126

Once a week                    3      3     -     -     -       1      2       1      2        -       3        2       1       -        1      2      -       -      3
                            0.8%   1.1%                      0.4%   1.6%    1.8%   0.6%             0.8%     0.7%    1.1%             0.7%   1.5%                  2.6%

2-3 times a week               3      2     -     1     -       2      1       -      3        -       3        2       1       -        -      2      1       1      2
                            0.8%   0.7%        3.6%          0.8%   0.8%           0.9%             0.8%     0.7%    1.1%                    1.5%   1.1%    0.4%   1.7%

Once a month                  10      8     2     -     -       6      4       -     10        -      10        6       4       -        4      4      2       7      3
                            2.6%   2.9%  2.7%                2.3%   3.2%           3.0%             2.8%     2.2%    4.2%             2.6%   2.9%   2.1%    2.6%   2.6%

Rarely                        69     52     9     6     2      38     31       7     62        -      68       58      11       1       26     22     21      48     21
                           17.8%  18.6% 12.3% 21.4% 28.6%   14.7%  24.8%   12.3%  18.8%            19.0%    20.9%   11.6%    4.3%    17.0%  16.1%  22.1%   17.7%  17.9%

Never                        303    214    62    21     5     212     87      49    252       13     273      210      78      22      122    107     71     215     88
                           78.1%  76.7% 84.9% 75.0% 71.4%   81.9%  69.6%   86.0%  76.6%   100.0%   76.5%    75.5%   82.1%   95.7%    79.7%  78.1%  74.7%   79.3%  75.2%

TMG SUMMARY RATE -Once a       6      5     -     1     -       3      3       1      5        -       6        4       2       -        1      4      1       1      5
week/2-3 times a week       1.5%   1.8%        3.6%          1.2%   2.4%    1.8%   1.5%             1.7%     1.4%    2.1%             0.7%   2.9%   1.1%    0.4%   4.3%
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Q53. Where do go to use a computer or get on the Internet?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        314    238    53    20     3     191    119      44    268       12     287      218      82      19      143    110     61     218     96
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    133     80    27    17     4     101     26      21    108        7     111       95      28       9       32     48     46       4    129

Library                       59     39    11     8     1      41     17       9     50        2      56       31      26       5       24     16     19      45     14
                           18.8%  16.4% 20.8% 40.0% 33.3%   21.5%  14.3%   20.5%  18.7%    16.7%   19.5%    14.2%   31.7%   26.3%    16.8%  14.5%  31.1%   20.6%  14.6%

My home                      191    147    36     6     2     106     83      28    162        5     176      142      41       8       87     75     29     126     65
                           60.8%  61.8% 67.9% 30.0% 66.7%   55.5%  69.7%   63.6%  60.4%    41.7%   61.3%    65.1%   50.0%   42.1%    60.8%  68.2%  47.5%   57.8%  67.7%

Friend's house                38     31     5     2     -      27     11       4     34        -      35       29       9       -       20      9      9      27     11
                           12.1%  13.0%  9.4% 10.0%         14.1%   9.2%    9.1%  12.7%            12.2%    13.3%   11.0%            14.0%   8.2%  14.8%   12.4%  11.5%

Do not use computer or        68     36    19     8     4      63      5      10     58        1      64       57      10       4       10     25     33      50     18
Internet                 

Other                         26     21     1     4     -      17      8       3     22        5      20       16       6       6       12     10      4      20      6
                            8.3%   8.8%  1.9% 20.0%          8.9%   6.7%    6.8%   8.2%    41.7%    7.0%     7.3%    7.3%   31.6%     8.4%   9.1%   6.6%    9.2%   6.3%
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Q54. What has most often made you think of MHS?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        355    255    66    26     7     237    114      49    304       12     328      253      89      22      144    126     83     260     95
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    160     99    33    19     4     118     36      26    130        8     134      117      31      10       41     57     57      12    148

RosieRoo                       2      2     -     -     -       -      2       -      2        -       2        2       -       -        1      1      -       1      1
                            0.6%   0.8%                             1.8%           0.7%             0.6%     0.8%                     0.7%   0.8%           0.4%   1.1%

Billboards                     4      3     1     -     -       1      3       -      4        -       4        2       2       -        2      2      -       2      2
                            1.1%   1.2%  1.5%                0.4%   2.6%           1.3%             1.2%     0.8%    2.2%             1.4%   1.6%           0.8%   2.1%

Ads on buses                   6      3     2     1     -       4      2       -      6        -       6        3       2       1        2      3      1       5      1
                            1.7%   1.2%  3.0%  3.8%          1.7%   1.8%           2.0%             1.8%     1.2%    2.2%    4.5%     1.4%   2.4%   1.2%    1.9%   1.1%

Posters in doctor's          137    101    20    13     3      91     46      11    126        3     130       92      39       7       55     48     33      92     45
office                     38.6%  39.6% 30.3% 50.0% 42.9%   38.4%  40.4%   22.4%  41.4%    25.0%   39.6%    36.4%   43.8%   31.8%    38.2%  38.1%  39.8%   35.4%  47.4%

Other                        206    146    43    12     4     141     61      38    166        9     186      154      46      14       84     72     49     160     46
                           58.0%  57.3% 65.2% 46.2% 57.1%   59.5%  53.5%   77.6%  54.6%    75.0%   56.7%    60.9%   51.7%   63.6%    58.3%  57.1%  59.0%   61.5%  48.4%
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Q55. Do you know the difference between MHS, Hoosier 
Healthwise, and Medicaid?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        384    276    71    29     7     259    122      57    325       13     355      277      92      23      152    135     94     270    114
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    131     78    28    16     4      96     28      18    109        7     107       93      28       9       33     48     46       2    129

Yes                          109     88    13     6     2      75     34      18     90        2     102       84      25       5       49     37     22      63     46
                           28.4%  31.9% 18.3% 20.7% 28.6%   29.0%  27.9%   31.6%  27.7%    15.4%   28.7%    30.3%   27.2%   21.7%    32.2%  27.4%  23.4%   23.3%  40.4%

No                           275    188    58    23     5     184     88      39    235       11     253      193      67      18      103     98     72     207     68
                           71.6%  68.1% 81.7% 79.3% 71.4%   71.0%  72.1%   68.4%  72.3%    84.6%   71.3%    69.7%   72.8%   78.3%    67.8%  72.6%  76.6%   76.7%  59.6%

TMG SUMMARY RATE - Yes       109     88    13     6     2      75     34      18     90        2     102       84      25       5       49     37     22      63     46
                           28.4%  31.9% 18.3% 20.7% 28.6%   29.0%  27.9%   31.6%  27.7%    15.4%   28.7%    30.3%   27.2%   21.7%    32.2%  27.4%  23.4%   23.3%  40.4%
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Q56. Who are you most likely to call when you have 
questions about your benefits?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        369    265    70    26     7     246    119      54    313       13     340      269      87      22      145    133     89     267    102
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    146     89    29    19     4     109     31      21    121        7     122      101      33      10       40     50     51       5    141

MHS                          126     88    25     9     4      79     47      20    105        2     116       94      31       5       49     49     27      98     28
                           34.1%  33.2% 35.7% 34.6% 57.1%   32.1%  39.5%   37.0%  33.5%    15.4%   34.1%    34.9%   35.6%   22.7%    33.8%  36.8%  30.3%   36.7%  27.5%

Hoosier Healthwise           110     77    22     8     2      71     36      15     94        6      97       76      29       9       52     35     23      86     24
                           29.8%  29.1% 31.4% 30.8% 28.6%   28.9%  30.3%   27.8%  30.0%    46.2%   28.5%    28.3%   33.3%   40.9%    35.9%  26.3%  25.8%   32.2%  23.5%

Medicaid                      80     61    11     7     1      59     21       9     71        2      77       64      11       5       24     33     22      54     26
                           21.7%  23.0% 15.7% 26.9% 14.3%   24.0%  17.6%   16.7%  22.7%    15.4%   22.6%    23.8%   12.6%   22.7%    16.6%  24.8%  24.7%   20.2%  25.5%

Other                         53     39    12     2     -      37     15      10     43        3      50       35      16       3       20     16     17      29     24
                           14.4%  14.7% 17.1%  7.7%         15.0%  12.6%   18.5%  13.7%    23.1%   14.7%    13.0%   18.4%   13.6%    13.8%  12.0%  19.1%   10.9%  23.5%
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Q57. Would you recommend your health plan to your family or 
friends?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        322    230    58    25     7     214    105      46    275       11     302      233      78      19      127    115     77     265     57
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    193    124    41    20     4     141     45      29    159        9     160      137      42      13       58     68     63       7    186

Definitely Yes               160    119    24    11     5     110     48      30    129        6     147      116      40       9       65     57     36     128     32
                           49.7%  51.7% 41.4% 44.0% 71.4%   51.4%  45.7%   65.2%  46.9%    54.5%   48.7%    49.8%   51.3%   47.4%    51.2%  49.6%  46.8%   48.3%  56.1%

Probably Yes                 124     82    30    10     1      78     46      12    112        4     119       92      29       7       51     43     29     113     11
                           38.5%  35.7% 51.7% 40.0% 14.3%   36.4%  43.8%   26.1%  40.7%    36.4%   39.4%    39.5%   37.2%   36.8%    40.2%  37.4%  37.7%   42.6%  19.3%

Probably Not                  27     19     3     4     1      20      6       4     23        1      25       20       4       1       10      8      9      19      8
                            8.4%   8.3%  5.2% 16.0% 14.3%    9.3%   5.7%    8.7%   8.4%     9.1%    8.3%     8.6%    5.1%    5.3%     7.9%   7.0%  11.7%    7.2%  14.0%

Definitely Not                11     10     1     -     -       6      5       -     11        -      11        5       5       2        1      7      3       5      6
                            3.4%   4.3%  1.7%                2.8%   4.8%           4.0%             3.6%     2.1%    6.4%   10.5%     0.8%   6.1%   3.9%    1.9%  10.5%

TMG SUMMARY RATE -           284    201    54    21     6     188     94      42    241       10     266      208      69      16      116    100     65     241     43
Definitely Yes/Probably    88.2%  87.4% 93.1% 84.0% 85.7%   87.9%  89.5%   91.3%  87.6%    90.9%   88.1%    89.3%   88.5%   84.2%    91.3%  87.0%  84.4%   90.9%  75.4%
Yes                      
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Q58.  If you intend to switch your health plan when you 
next have an opportunity, why would you do so?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        288    209    54    19     5     190     97      42    244        8     269      206      71      18      113    102     71     225     63
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    227    145    45    26     6     165     53      33    190       12     193      164      49      14       72     81     69      47    180

My preferred doctor or        53     40     9     4     -      29     24       5     47        2      49       36      14       3       22     20      9      39     14
hospital is not with MHS   18.4%  19.1% 16.7% 21.1%         15.3%  24.7%   11.9%  19.3%    25.0%   18.2%    17.5%   19.7%   16.7%    19.5%  19.6%  12.7%   17.3%  22.2%
                                                                       f

Getting billed by MHS          3      3     -     -     -       1      2       -      3        -       3        3       -       -        3      -      -       2      1
doctors                     1.0%   1.4%                      0.5%   2.1%           1.2%             1.1%     1.5%                     2.7%                  0.9%   1.6%

My prescription               28     14     9     4     1      21      7       2     26        -      28       19       7       3        5     12     11      25      3
medicines are not           9.7%   6.7% 16.7% 21.1% 20.0%   11.1%   7.2%    4.8%  10.7%            10.4%     9.2%    9.9%   16.7%     4.4%  11.8%  15.5%   11.1%   4.8%
covered                                     b                                                                                                   O      O       s

My family or friends are      10      9     1     -     -       5      5       3      7        -       9        8       2       -        5      4      1       6      4
with doctors not on the     3.5%   4.3%  1.9%                2.6%   5.2%    7.1%   2.9%             3.3%     3.9%    2.8%             4.4%   3.9%   1.4%    2.7%   6.3%
MHS network              

My doctor or his office       17     10     4     2     1       8      9       -     17        -      16       14       3       1        8      5      4      13      4
staff did not treat me      5.9%   4.8%  7.4% 10.5% 20.0%    4.2%   9.3%           7.0%             5.9%     6.8%    4.2%    5.6%     7.1%   4.9%   5.6%    5.8%   6.3%
with courtesy and        
respect                  

Other                        177    133    31     9     3     126     50      32    144        6     164      126      45      11       70     61     46     140     37
                           61.5%  63.6% 57.4% 47.4% 60.0%   66.3%  51.5%   76.2%  59.0%    75.0%   61.0%    61.2%   63.4%   61.1%    61.9%  59.8%  64.8%   62.2%  58.7%
                                                                G              I

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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                                                                                 770-978-3173
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Q59.  If you had a problem getting help from your health 
plan's customer service, what was the main reason?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses         98     66    19    11     1      61     36      15     83        5      91       74      18      10       35     36     27      81     17
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    178    112    37    20     4     136     34      25    149        9     151      128      38      11       51     65     57      26    152

I didn't have a problem      239    176    43    14     6     158     80      35    202        6     220      168      64      11       99     82     56     165     74
getting help from        
customer service         

I had to stay on the          28     19     6     2     1      16     12       1     27        1      26       20       5       2        8     13      7      27      1
line too long waiting      28.6%  28.8% 31.6% 18.2%  100%   26.2%  33.3%    6.7%  32.5%    20.0%   28.6%    27.0%   27.8%   20.0%    22.9%  36.1%  25.9%   33.3%   5.9%
for customer service                                  BCD                             H                                                                        S

Customer service was           3      2     1     -     -       3      -       -      3        -       3        3       1       -        1      1      1       3      -
closed when I called        3.1%   3.0%  5.3%                4.9%                  3.6%             3.3%     4.1%    5.6%             2.9%   2.8%   3.7%    3.7%       

The information customer       4      3     1     -     -       3      1       1      3        -       3        3       1       1        1      1      2       3      1
service gave me was not     4.1%   4.5%  5.3%                4.9%   2.8%    6.7%   3.6%             3.3%     4.1%    5.6%   10.0%     2.9%   2.8%   7.4%    3.7%   5.9%
correct                  

Customer service did not       4      1     2     1     -       2      2       1      3        1       3        2       -       1        1      1      2       3      1
have the information I      4.1%   1.5% 10.5%  9.1%          3.3%   5.6%    6.7%   3.6%    20.0%    3.3%     2.7%           10.0%     2.9%   2.8%   7.4%    3.7%   5.9%
needed                   

I had to wait too long         6      5     -     1     -       3      3       1      5        -       6        5       1       1        4      2      -       3      3
for someone to call me      6.1%   7.6%        9.1%          4.9%   8.3%    6.7%   6.0%             6.6%     6.8%    5.6%   10.0%    11.4%   5.6%           3.7%  17.6%
back                     

No one called me back         12      5     4     3     -       9      3       3      9        1      11       11       -       1        4      3      5       8      4
                           12.2%   7.6% 21.1% 27.3%         14.8%   8.3%   20.0%  10.8%    20.0%   12.1%    14.9%           10.0%    11.4%   8.3%  18.5%    9.9%  23.5%

Some other reason             41     31     5     4     -      25     15       8     33        2      39       30      10       4       16     15     10      34      7
                           41.8%  47.0% 26.3% 36.4%         41.0%  41.7%   53.3%  39.8%    40.0%   42.9%    40.5%   55.6%   40.0%    45.7%  41.7%  37.0%   42.0%  41.2%
                                      c

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q60.  When choosing your health plan, what is the most 
important to you?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        365    259    70    28     7     246    116      54    309       12     335      263      88      22      145    125     92     263    102
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    150     95    29    17     4     109     34      21    125        8     127      107      32      10       40     58     48       9    141

The selection of doctors     157    112    35     7     3     100     56      25    130        7     140      113      36      11       59     61     35     114     43
                           43.0%  43.2% 50.0% 25.0% 42.9%   40.7%  48.3%   46.3%  42.1%    58.3%   41.8%    43.0%   40.9%   50.0%    40.7%  48.8%  38.0%   43.3%  42.2%
                                      D     D

If free benefits are          88     67    14     5     1      58     30      14     74        5      82       61      21       6       38     31     19      64     24
offered                    24.1%  25.9% 20.0% 17.9% 14.3%   23.6%  25.9%   25.9%  23.9%    41.7%   24.5%    23.2%   23.9%   27.3%    26.2%  24.8%  20.7%   24.3%  23.5%

Friendly customer             45     31     8     5     1      35      9       4     41        -      40       36      10       2       17     14     13      36      9
service representatives    12.3%  12.0% 11.4% 17.9% 14.3%   14.2%   7.8%    7.4%  13.3%            11.9%    13.7%   11.4%    9.1%    11.7%  11.2%  14.1%   13.7%   8.8%
                                                                g

Disease management            13      7     2     4     -       9      4       3     10        -      13        7       6       -        6      3      4       8      5
programs                    3.6%   2.7%  2.9% 14.3%          3.7%   3.4%    5.6%   3.2%             3.9%     2.7%    6.8%             4.1%   2.4%   4.3%    3.0%   4.9%
                                                 bc

Other                         62     42    11     7     2      44     17       8     54        -      60       46      15       3       25     16     21      41     21
                           17.0%  16.2% 15.7% 25.0% 28.6%   17.9%  14.7%   14.8%  17.5%            17.9%    17.5%   17.0%   13.6%    17.2%  12.8%  22.8%   15.6%  20.6%
                                                                                                                                                       p

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q61. In the past 6 months, if you had difficulty finding or 
understanding information about your benefits in printed 
materials, what was the reason?  Mark all that apply.

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        371    266    63    33     8     241    127      57    312       11     347      270      90      20      145    125     98     269    102

Total Respondents            120     74    27    15     3      80     38      26     94        6     113       89      27      11       40     39     41     100     20
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

I did not have dificulty     232    175    35    17     5     155     76      28    202        5     215      163      61       9       94     82     53     158     74
and was able to locate   
the information I needed 

I could not find the          18     13     3     2     -      10      8       4     14        -      18       16       1       1        9      5      4      15      3
printed materials          15.0%  17.6% 11.1% 13.3%         12.5%  21.1%   15.4%  14.9%            15.9%    18.0%    3.7%    9.1%    22.5%  12.8%   9.8%   15.0%  15.0%

I could not understand        18     14     3     -     -      11      7       4     14        2      16       16       1       1        6      7      5      13      5
the information the way    15.0%  18.9% 11.1%               13.8%  18.4%   15.4%  14.9%    33.3%   14.2%    18.0%    3.7%    9.1%    15.0%  17.9%  12.2%   13.0%  25.0%
it was written           

The information was not       13     11     -     1     1       7      6       1     12        -      13       13       2       -        7      3      3       9      4
well organized or too      10.8%  14.9%        6.7% 33.3%    8.8%  15.8%    3.8%  12.8%            11.5%    14.6%    7.4%            17.5%   7.7%   7.3%    9.0%  20.0%
complex                  

I did not look for            28     17     7     4     -      17     10       6     22        3      25       17       7       4        7     10     11      21      7
information in the         23.3%  23.0% 25.9% 26.7%         21.3%  26.3%   23.1%  23.4%    50.0%   22.1%    19.1%   25.9%   36.4%    17.5%  25.6%  26.8%   21.0%  35.0%
materials provided       

I always prefer to talk       62     36    15     9     2      41     20      14     48        1      60       45      18       5       22     18     22      53      9
with customer service      51.7%  48.6% 55.6% 60.0% 66.7%   51.3%  52.6%   53.8%  51.1%    16.7%   53.1%    50.6%   66.7%   45.5%    55.0%  46.2%  53.7%   53.0%  45.0%

                                                                         Presented by The Myers Group
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                                                                                     2009



                                                                                                                                                                   Page 82

                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q62. Do you feel that the medical care you received in the 
last 6 months has improved your health?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        362    261    67    26     7     242    118      52    308       12     334      263      85      21      141    126     92     260    102
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    153     93    32    19     4     113     32      23    126        8     128      107      35      11       44     57     48      12    141

Yes                          281    215    44    16     5     190     91      41    238        9     261      209      64      15      120     96     62     202     79
                           77.6%  82.4% 65.7% 61.5% 71.4%   78.5%  77.1%   78.8%  77.3%    75.0%   78.1%    79.5%   75.3%   71.4%    85.1%  76.2%  67.4%   77.7%  77.5%
                                     CD                                                                                                 pQ

No                            81     46    23    10     2      52     27      11     70        3      73       54      21       6       21     30     30      58     23
                           22.4%  17.6% 34.3% 38.5% 28.6%   21.5%  22.9%   21.2%  22.7%    25.0%   21.9%    20.5%   24.7%   28.6%    14.9%  23.8%  32.6%   22.3%  22.5%
                                            B     B                                                                                             o      O

TMG SUMMARY RATE - Yes       281    215    44    16     5     190     91      41    238        9     261      209      64      15      120     96     62     202     79
                           77.6%  82.4% 65.7% 61.5% 71.4%   78.5%  77.1%   78.8%  77.3%    75.0%   78.1%    79.5%   75.3%   71.4%    85.1%  76.2%  67.4%   77.7%  77.5%
                                     CD                                                                                                 pQ

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q63. What is the best way to get information to you about 
your health plan?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        377    269    71    29     7     253    121      55    320       12     348      273      90      22      150    130     94     269    108
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    138     85    28    16     4     102     29      20    114        8     114       97      30      10       35     53     46       3    135

Mail                         312    221    58    25     7     212     97      42    268       11     288      227      74      18      124    104     81     222     90
                           82.8%  82.2% 81.7% 86.2%  100%   83.8%  80.2%   76.4%  83.8%    91.7%   82.8%    83.2%   82.2%   81.8%    82.7%  80.0%  86.2%   82.5%  83.3%
                                                      BCD

Phone                         47     34     9     4     -      32     15      12     35        1      43       35      10       3       19     17     11      36     11
                           12.5%  12.6% 12.7% 13.8%         12.6%  12.4%   21.8%  10.9%     8.3%   12.4%    12.8%   11.1%   13.6%    12.7%  13.1%  11.7%   13.4%  10.2%
                                                                               i

Internet                      18     14     4     -     -       9      9       1     17        -      17       11       6       1        7      9      2      11      7
                            4.8%   5.2%  5.6%                3.6%   7.4%    1.8%   5.3%             4.9%     4.0%    6.7%    4.5%     4.7%   6.9%   2.1%    4.1%   6.5%
                                                                                                                                                q

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q64. How would you rate Managed Health Services' Member 
Services' timeliness in responding to your request for 
information or help?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        343    247    64    24     7     230    111      50    291       10     319      249      83      19      135    119     86     249     94
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    172    107    35    21     4     125     39      25    143       10     143      121      37      13       50     64     54      23    149

Excellent                    108     78    20     6     3      76     32      15     91        3      99       76      31       3       46     36     24      80     28
                           31.5%  31.6% 31.3% 25.0% 42.9%   33.0%  28.8%   30.0%  31.3%    30.0%   31.0%    30.5%   37.3%   15.8%    34.1%  30.3%  27.9%   32.1%  29.8%
                                                                                                                n       N

Very good                     89     65    13     8     3      59     29      17     72        1      85       67      20       5       44     31     13      64     25
                           25.9%  26.3% 20.3% 33.3% 42.9%   25.7%  26.1%   34.0%  24.7%    10.0%   26.6%    26.9%   24.1%   26.3%    32.6%  26.1%  15.1%   25.7%  26.6%
                                                                                                       j                                 Q      Q

Good                         106     77    22     6     1      67     38      14     92        5      97       78      22       8       38     40     28      74     32
                           30.9%  31.2% 34.4% 25.0% 14.3%   29.1%  34.2%   28.0%  31.6%    50.0%   30.4%    31.3%   26.5%   42.1%    28.1%  33.6%  32.6%   29.7%  34.0%

Fair                          34     22     8     4     -      24     10       3     31        1      32       22       9       3        6     10     18      26      8
                            9.9%   8.9% 12.5% 16.7%         10.4%   9.0%    6.0%  10.7%    10.0%   10.0%     8.8%   10.8%   15.8%     4.4%   8.4%  20.9%   10.4%   8.5%
                                                                                                                                                      OP

Poor                           6      5     1     -     -       4      2       1      5        -       6        6       1       -        1      2      3       5      1
                            1.7%   2.0%  1.6%                1.7%   1.8%    2.0%   1.7%             1.9%     2.4%    1.2%             0.7%   1.7%   3.5%    2.0%   1.1%

TMG SUMMARY RATE -           197    143    33    14     6     135     61      32    163        4     184      143      51       8       90     67     37     144     53
Excellent/Very good        57.4%  57.9% 51.6% 58.3% 85.7%   58.7%  55.0%   64.0%  56.0%    40.0%   57.7%    57.4%   61.4%   42.1%    66.7%  56.3%  43.0%   57.8%  56.4%
                                                      BCd                                                                               pQ      q

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
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Q65. How many times did you have to call your health plan 
to get your issue resolved?

                                 ========== AGE ========  = EDUCATION = === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  ==== DATA ====
                                                                                                                                                         = COLLECTION =
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-34 35-44 45-54   55+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               515    354    99    45    11     355    150      75    434       20     462      370     120      32      185    183    140     272    243

Total Valid Responses        265    193    48    16     7     176     87      37    226        9     244      193      62      16      105     98     60     206     59
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    250    161    51    29     4     179     63      38    208       11     218      177      58      16       80     85     80      66    184

1 time                       166    125    26     9     5     118     47      22    143        6     153      118      42       9       65     67     32     138     28
                           62.6%  64.8% 54.2% 56.3% 71.4%   67.0%  54.0%   59.5%  63.3%    66.7%   62.7%    61.1%   67.7%   56.3%    61.9%  68.4%  53.3%   67.0%  47.5%
                                                                G                                                                               q              S

2 times                       53     37    13     1     2      33     20       5     47        2      48       43       8       3       26     15     12      36     17
                           20.0%  19.2% 27.1%  6.3% 28.6%   18.8%  23.0%   13.5%  20.8%    22.2%   19.7%    22.3%   12.9%   18.8%    24.8%  15.3%  20.0%   17.5%  28.8%
                                      d     D                                                                   m                        p                            r

3 times                       24     14     6     4     -      11     12       5     19        1      22       13       9       4        7      9      8      19      5
                            9.1%   7.3% 12.5% 25.0%          6.3%  13.8%   13.5%   8.4%    11.1%    9.0%     6.7%   14.5%   25.0%     6.7%   9.2%  13.3%    9.2%   8.5%
                                                                       f                                                        l

4 times or more               22     17     3     2     -      14      8       5     17        -      21       19       3       -        7      7      8      13      9
                            8.3%   8.8%  6.3% 12.5%          8.0%   9.2%   13.5%   7.5%             8.6%     9.8%    4.8%             6.7%   7.1%  13.3%    6.3%  15.3%
                                                                                                                                                                      r

TMG SUMMARY RATE - 1         166    125    26     9     5     118     47      22    143        6     153      118      42       9       65     67     32     138     28
time                       62.6%  64.8% 54.2% 56.3% 71.4%   67.0%  54.0%   59.5%  63.3%    66.7%   62.7%    61.1%   67.7%   56.3%    61.9%  68.4%  53.3%   67.0%  47.5%
                                                                G                                                                               q              S

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q1.  Our records show that you are now in Managed Health 
Services.  Is that right?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Valid Responses        510      149     344      113     253       97     308      92    149    252      102     395        36      66      278    213     415     83
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      5        -       5        1       3        1       1       -      2      3        3       1         2       1        1      3       4      1

Yes                          510      149     344      113     253       97     308      92    149    252      102     395        36      66      278    213     415     83
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No                             -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -
                                                                                                                                                                           

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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Q3.  In the last 6 months, did you have an illness, injury, 
or condition that needed care right away in a clinic, 
emergency room or doctor's office?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        508      147     345      112     254       97     306      90    149    253      104     392        38      66      277    214     414     83
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      7        2       4        2       2        1       3       2      2      2        1       4         -       1        2      2       5      1

Yes                          218       65     148       62     123       46     141      41     65    107       58     156        27      31       83    125     190     24
                           42.9%    44.2%   42.9%    55.4%   48.4%    47.4%   46.1%   45.6%  43.6%  42.3%    55.8%   39.8%     71.1%   47.0%    30.0%  58.4%   45.9%  28.9%
                                                                                                                 L                 N                       O       R

No                           290       82     197       50     131       51     165      49     84    146       46     236        11      35      194     89     224     59
                           57.1%    55.8%   57.1%    44.6%   51.6%    52.6%   53.9%   54.4%  56.4%  57.7%    44.2%   60.2%     28.9%   53.0%    70.0%  41.6%   54.1%  71.1%
                                                                                                                         K                 M        P                     Q

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q4.  (GCQ)In the last 6 months, when you needed care right 
away, how often did you get care as soon as you thought you 
needed?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               218       65     148       62     123       46     141      41     65    107       58     156        27      31       83    125     190     24

Total Valid Responses        217       65     147       62     122       46     140      41     64    107       58     155        27      31       83    124     189     24
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      1        -       1        -       1        -       1       -      1      -        -       1         -       -        -      1       1      -

Always                       117       16      99       15      88       14      88       7     32     76       21      95         3      18       43     69     104     11
                           53.9%    24.6%   67.3%    24.2%   72.1%    30.4%   62.9%   17.1%  50.0%  71.0%    36.2%   61.3%     11.1%   58.1%    51.8%  55.6%   55.0%  45.8%
                                                B                D                F              H     HI                K                 M

Usually                       64       31      31       30      25       21      39      20     19     23       25      37        14      11       24     38      60      3
                           29.5%    47.7%   21.1%    48.4%   20.5%    45.7%   27.9%   48.8%  29.7%  21.5%    43.1%   23.9%     51.9%   35.5%    28.9%  30.6%   31.7%  12.5%
                                        C                E                G              IJ                      L                                                 R

Sometimes                     31       14      16       14       8        9      11      11     11      8       11      19         9       2       15     13      21      9
                           14.3%    21.5%   10.9%    22.6%    6.6%    19.6%    7.9%   26.8%  17.2%   7.5%    19.0%   12.3%     33.3%    6.5%    18.1%  10.5%   11.1%  37.5%
                                        c                E                g               J      j                                 N                                      Q

Never                          5        4       1        3       1        2       2       3      2      -        1       4         1       -        1      4       4      1
                            2.3%     6.2%    0.7%     4.8%    0.8%     4.3%    1.4%    7.3%   3.1%            1.7%    2.6%      3.7%             1.2%   3.2%    2.1%   4.2%
                                        c

HEDIS/CAHPS SUMMARY RATE     181       47     130       45     113       35     127      27     51     99       46     132        17      29       67    107     164     14
- Always/Usually           83.4%    72.3%   88.4%    72.6%   92.6%    76.1%   90.7%   65.9%  79.7%  92.5%    79.3%   85.2%     63.0%   93.5%    80.7%  86.3%   86.8%  58.3%
                                                B                D                F                    HI                                  M                       R

HEDIS/CAHPS SUMMARY RATE     117       16      99       15      88       14      88       7     32     76       21      95         3      18       43     69     104     11
- Always                   53.9%    24.6%   67.3%    24.2%   72.1%    30.4%   62.9%   17.1%  50.0%  71.0%    36.2%   61.3%     11.1%   58.1%    51.8%  55.6%   55.0%  45.8%
                                                B                D                F              H     HI                K                 M

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q5.  In the last 6 months, not counting the times you 
needed health care right away, did you make any 
appointments for your health care at a doctor's office or 
clinic?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        511      149     346      113     256       97     308      92    150    253      104     395        38      66      278    215     416     84
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      4        -       3        1       -        1       1       -      1      2        1       1         -       1        1      1       3      -

Yes                          374      103     263       98     223       79     244      62    108    196       93     272        33      60      157    200     328     40
                           73.2%    69.1%   76.0%    86.7%   87.1%    81.4%   79.2%   67.4%  72.0%  77.5%    89.4%   68.9%     86.8%   90.9%    56.5%  93.0%   78.8%  47.6%
                                                                                                        h        L                                         O       R

No                           137       46      83       15      33       18      64      30     42     57       11     123         5       6      121     15      88     44
                           26.8%    30.9%   24.0%    13.3%   12.9%    18.6%   20.8%   32.6%  28.0%  22.5%    10.6%   31.1%     13.2%    9.1%    43.5%   7.0%   21.2%  52.4%
                                                                                          j                              K                          P                     Q

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q6. (GCQ)In the last 6 months, not counting the times you 
needed health care right away, how often did you get an 
appointment for your health care at a doctor's office or 
clinic as soon as you thought you needed?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               374      103     263       98     223       79     244      62    108    196       93     272        33      60      157    200     328     40

Total Valid Responses        370      103     260       98     221       78     243      62    107    194       91     271        32      59      154    199     326     39
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      4        -       3        -       2        1       1       -      1      2        2       1         1       1        3      1       2      1

Always                       208       34     171       35     150       34     150      19     51    135       48     156        13      35       81    120     187     20
                           56.2%    33.0%   65.8%    35.7%   67.9%    43.6%   61.7%   30.6%  47.7%  69.6%    52.7%   57.6%     40.6%   59.3%    52.6%  60.3%   57.4%  51.3%
                                                B                D                F              H     HI                                  m

Usually                       95       41      51       30      53       22      63      26     31     35       20      72         9      11       39     49      86      7
                           25.7%    39.8%   19.6%    30.6%   24.0%    28.2%   25.9%   41.9%  29.0%  18.0%    22.0%   26.6%     28.1%   18.6%    25.3%  24.6%   26.4%  17.9%
                                        C                                                iJ      J

Sometimes                     55       22      32       28      15       17      27      12     21     21       19      35         7      12       28     24      44      9
                           14.9%    21.4%   12.3%    28.6%    6.8%    21.8%   11.1%   19.4%  19.6%  10.8%    20.9%   12.9%     21.9%   20.3%    18.2%  12.1%   13.5%  23.1%
                                        C                E                G                      J               l

Never                         12        6       6        5       3        5       3       5      4      3        4       8         3       1        6      6       9      3
                            3.2%     5.8%    2.3%     5.1%    1.4%     6.4%    1.2%    8.1%   3.7%   1.5%     4.4%    3.0%      9.4%    1.7%     3.9%   3.0%    2.8%   7.7%
                                                                          g               j

HEDIS/CAHPS SUMMARY RATE     303       75     222       65     203       56     213      45     82    170       68     228        22      46      120    169     273     27
- Always/Usually           81.9%    72.8%   85.4%    66.3%   91.9%    71.8%   87.7%   72.6%  76.6%  87.6%    74.7%   84.1%     68.8%   78.0%    77.9%  84.9%   83.7%  69.2%
                                                B                D                F                    HI                k                                 o       r

HEDIS/CAHPS SUMMARY RATE     208       34     171       35     150       34     150      19     51    135       48     156        13      35       81    120     187     20
- Always                   56.2%    33.0%   65.8%    35.7%   67.9%    43.6%   61.7%   30.6%  47.7%  69.6%    52.7%   57.6%     40.6%   59.3%    52.6%  60.3%   57.4%  51.3%
                                                B                D                F              H     HI                                  m

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q7.  In the last 6 months, not counting the times you went 
to an emergency room, how many times did you go to a 
doctor's office or clinic to get care for yourself?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        495      146     335      114     256       92     300      90    143    248      100     387        36      64      279    216     403     83
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     20        3      14        -       -        6       9       2      8      7        5       9         2       3        -      -      16      1

None                         119       39      73        -       -       22      51      25     36     51       13     106         5       8      119      -      78     36
                           24.0%    26.7%   21.8%                     23.9%   17.0%   27.8%  25.2%  20.6%    13.0%   27.4%     13.9%   12.5%    42.7%          19.4%  43.4%
                                                                                                                         K                                                Q

1                             78       27      50       26      49       17      49      17     19     41       10      67         1       9       78      -      67      9
                           15.8%    18.5%   14.9%    22.8%   19.1%    18.5%   16.3%   18.9%  13.3%  16.5%    10.0%   17.3%      2.8%   14.1%    28.0%          16.6%  10.8%
                                                                                                                         K                 M

2                             82       22      58       29      53       12      59      13     23     44       16      65        10       6       82      -      72     10
                           16.6%    15.1%   17.3%    25.4%   20.7%    13.0%   19.7%   14.4%  16.1%  17.7%    16.0%   16.8%     27.8%    9.4%    29.4%          17.9%  12.0%
                                                                                                                                   N

3                             71       20      50       21      49       13      44      13     19     38       13      56         7       6        -     71      58     12
                           14.3%    13.7%   14.9%    18.4%   19.1%    14.1%   14.7%   14.4%  13.3%  15.3%    13.0%   14.5%     19.4%    9.4%           32.9%   14.4%  14.5%

4                             40        9      30       12      28        7      29       6     12     21        8      29         2       6        -     40      37      3
                            8.1%     6.2%    9.0%    10.5%   10.9%     7.6%    9.7%    6.7%   8.4%   8.5%     8.0%    7.5%      5.6%    9.4%           18.5%    9.2%   3.6%
                                                                                                                                                                   R

5 to 9                        71       19      50       18      51       13      48       9     23     37       27      43         7      20        -     71      62      8
                           14.3%    13.0%   14.9%    15.8%   19.9%    14.1%   16.0%   10.0%  16.1%  14.9%    27.0%   11.1%     19.4%   31.3%           32.9%   15.4%   9.6%
                                                                                                                 L

10 or more                    34       10      24        8      26        8      20       7     11     16       13      21         4       9        -     34      29      5
                            6.9%     6.8%    7.2%     7.0%   10.2%     8.7%    6.7%    7.8%   7.7%   6.5%    13.0%    5.4%     11.1%   14.1%           15.7%    7.2%   6.0%
                                                                                                                 L

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q8.  (HPE)In the last 6 months, how often did you and a 
doctor or other health provider talk about specific things 
you could do to prevent illness?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               376      107     262      114     256       70     249      65    107    197       87     281        31      56      160    216     325     47

Total Valid Responses        373      106     260      113     255       70     247      64    106    196       87     278        31      56      158    215     323     47
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      3        1       2        1       1        -       2       1      1      1        -       3         -       -        2      1       2      -

Always                       125       23      96       22     100       12      96      12     22     85       31      90         9      22       42     83     109     14
                           33.5%    21.7%   36.9%    19.5%   39.2%    17.1%   38.9%   18.8%  20.8%  43.4%    35.6%   32.4%     29.0%   39.3%    26.6%  38.6%   33.7%  29.8%
                                                B                D                F                    HI                                                  O

Usually                       92       35      57       28      62       20      58      20     37     35       21      69        10      11       36     56      79     13
                           24.7%    33.0%   21.9%    24.8%   24.3%    28.6%   23.5%   31.3%  34.9%  17.9%    24.1%   24.8%     32.3%   19.6%    22.8%  26.0%   24.5%  27.7%
                                        C                                                 J      J

Sometimes                     94       28      65       33      61       16      62      17     27     49       20      73         6      14       42     52      82     12
                           25.2%    26.4%   25.0%    29.2%   23.9%    22.9%   25.1%   26.6%  25.5%  25.0%    23.0%   26.3%     19.4%   25.0%    26.6%  24.2%   25.4%  25.5%

Never                         62       20      42       30      32       22      31      15     20     27       15      46         6       9       38     24      53      8
                           16.6%    18.9%   16.2%    26.5%   12.5%    31.4%   12.6%   23.4%  18.9%  13.8%    17.2%   16.5%     19.4%   16.1%    24.1%  11.2%   16.4%  17.0%
                                                         E                G               j                                                         P

HEDIS/CAHPS SUMMARY RATE     217       58     153       50     162       32     154      32     59    120       52     159        19      33       78    139     188     27
- Always/Usually           58.2%    54.7%   58.8%    44.2%   63.5%    45.7%   62.3%   50.0%  55.7%  61.2%    59.8%   57.2%     61.3%   58.9%    49.4%  64.7%   58.2%  57.4%
                                                                 D                F                                                                        O

HEDIS/CAHPS SUMMARY RATE     125       23      96       22     100       12      96      12     22     85       31      90         9      22       42     83     109     14
- Always                   33.5%    21.7%   36.9%    19.5%   39.2%    17.1%   38.9%   18.8%  20.8%  43.4%    35.6%   32.4%     29.0%   39.3%    26.6%  38.6%   33.7%  29.8%
                                                B                D                F                    HI                                                  O

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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Q9.  In the last 6 months, did a doctor or other health 
provider tell you there was more than one choice for your 
treatment or health care?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               376      107     262      114     256       70     249      65    107    197       87     281        31      56      160    216     325     47

Total Valid Responses        368      107     256      113     252       69     245      65    105    193       86     276        31      55      157    211     320     47
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      8        -       6        1       4        1       4       -      2      4        1       5         -       1        3      5       5      -

Yes                          197       51     145       45     149       33     141      30     55    111       50     145        21      29       70    127     176     21
                           53.5%    47.7%   56.6%    39.8%   59.1%    47.8%   57.6%   46.2%  52.4%  57.5%    58.1%   52.5%     67.7%   52.7%    44.6%  60.2%   55.0%  44.7%
                                                                 D                                                                                         O

No                           171       56     111       68     103       36     104      35     50     82       36     131        10      26       87     84     144     26
                           46.5%    52.3%   43.4%    60.2%   40.9%    52.2%   42.4%   53.8%  47.6%  42.5%    41.9%   47.5%     32.3%   47.3%    55.4%  39.8%   45.0%  55.3%
                                                         E                                                                                          P

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
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Q10.  (SDM)In the last 6 months, did a doctor or other 
health provider talk with you about the pros and cons of 
each choice for your treatment or health care? 

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               197       51     145       45     149       33     141      30     55    111       50     145        21      29       70    127     176     21

Total Valid Responses        192       49     142       43     147       31     139      30     52    109       50     141        21      29       68    124     171     21
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      5        2       3        2       2        2       2       -      3      2        -       4         -       -        2      3       5      -

Definitely Yes               120       22      97       16     102        9      97      14     29     76       34      86        11      23       46     74     107     13
                           62.5%    44.9%   68.3%    37.2%   69.4%    29.0%   69.8%   46.7%  55.8%  69.7%    68.0%   61.0%     52.4%   79.3%    67.6%  59.7%   62.6%  61.9%

Somewhat Yes                  62       24      38       23      39       18      36      14     20     28       14      47         9       5       17     45      54      8
                           32.3%    49.0%   26.8%    53.5%   26.5%    58.1%   25.9%   46.7%  38.5%  25.7%    28.0%   33.3%     42.9%   17.2%    25.0%  36.3%   31.6%  38.1%

Somewhat No                    5        1       4        2       3        1       4       -      2      3        -       5         -       -        2      3       5      -
                            2.6%     2.0%    2.8%     4.7%    2.0%     3.2%    2.9%           3.8%   2.8%             3.5%                       2.9%   2.4%    2.9%       

Definitely No                  5        2       3        2       3        3       2       2      1      2        2       3         1       1        3      2       5      -
                            2.6%     4.1%    2.1%     4.7%    2.0%     9.7%    1.4%    6.7%   1.9%   1.8%     4.0%    2.1%      4.8%    3.4%     4.4%   1.6%    2.9%       

HEDIS/CAHPS SUMMARY RATE     120       22      97       16     102        9      97      14     29     76       34      86        11      23       46     74     107     13
- Definitely Yes           62.5%    44.9%   68.3%    37.2%   69.4%    29.0%   69.8%   46.7%  55.8%  69.7%    68.0%   61.0%     52.4%   79.3%    67.6%  59.7%   62.6%  61.9%
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Q11.  (SDM)In the last 6 months, when there was more than 
one choice for your treatment or health care, did a doctor 
or other health provider ask which choice you thought was 
best for you?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               197       51     145       45     149       33     141      30     55    111       50     145        21      29       70    127     176     21

Total Valid Responses        194       50     143       45     148       33     139      29     55    109       50     142        21      29       69    125     174     20
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      3        1       2        -       1        -       2       1      -      2        -       3         -       -        1      2       2      1

Definitely Yes               117       23      94       18      98       13      86      14     28     75       27      89         8      19       46     71     101     16
                           60.3%    46.0%   65.7%    40.0%   66.2%    39.4%   61.9%   48.3%  50.9%  68.8%    54.0%   62.7%     38.1%   65.5%    66.7%  56.8%   58.0%  80.0%

Somewhat Yes                  59       19      39       20      39       14      43       9     22     27       19      40        10       9       18     41      57      2
                           30.4%    38.0%   27.3%    44.4%   26.4%    42.4%   30.9%   31.0%  40.0%  24.8%    38.0%   28.2%     47.6%   31.0%    26.1%  32.8%   32.8%  10.0%

Somewhat No                    7        4       3        2       5        2       5       3      3      1        2       4         1       1        2      5       7      -
                            3.6%     8.0%    2.1%     4.4%    3.4%     6.1%    3.6%   10.3%   5.5%   0.9%     4.0%    2.8%      4.8%    3.4%     2.9%   4.0%    4.0%       

Definitely No                 11        4       7        5       6        4       5       3      2      6        2       9         2       -        3      8       9      2
                            5.7%     8.0%    4.9%    11.1%    4.1%    12.1%    3.6%   10.3%   3.6%   5.5%     4.0%    6.3%      9.5%             4.3%   6.4%    5.2%  10.0%

HEDIS/CAHPS SUMMARY RATE     117       23      94       18      98       13      86      14     28     75       27      89         8      19       46     71     101     16
- Definitely Yes           60.3%    46.0%   65.7%    40.0%   66.2%    39.4%   61.9%   48.3%  50.9%  68.8%    54.0%   62.7%     38.1%   65.5%    66.7%  56.8%   58.0%  80.0%
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Q12.  What number would you use to rate all your health 
care in the last 6 months?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               376      107     262      114     256       70     249      65    107    197       87     281        31      56      160    216     325     47

Total Valid Responses        370      105     260      114     256       70     248      64    105    196       87     278        31      56      157    213     323     46
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      6        2       2        -       -        -       1       1      2      1        -       3         -       -        3      3       2      1

10 - Best health care        117       15     100        -     117        5     102      11     14     90       30      86         5      25       44     73     108      9
possible                   31.6%    14.3%   38.5%            45.7%     7.1%   41.1%   17.2%  13.3%  45.9%    34.5%   30.9%     16.1%   44.6%    28.0%  34.3%   33.4%  19.6%
                                                B                                 F                    HI                                  M                       R

9                             64       10      53        -      64        6      48       4     18     41       15      48         6       9       30     34      55      9
                           17.3%     9.5%   20.4%            25.0%     8.6%   19.4%    6.3%  17.1%  20.9%    17.2%   17.3%     19.4%   16.1%    19.1%  16.0%   17.0%  19.6%
                                                B                                 F              H      H

8                             75       18      56        -      75       10      54       9     30     35       18      57         6      12       28     47      65     10
                           20.3%    17.1%   21.5%            29.3%    14.3%   21.8%   14.1%  28.6%  17.9%    20.7%   20.5%     19.4%   21.4%    17.8%  22.1%   20.1%  21.7%
                                                                                                HJ

7                             50       25      25       50       -       15      25      10     23     17        7      41         4       3       29     21      41      9
                           13.5%    23.8%    9.6%    43.9%            21.4%   10.1%   15.6%  21.9%   8.7%     8.0%   14.7%     12.9%    5.4%    18.5%   9.9%   12.7%  19.6%
                                        C                                 G                      J                       k                          P

6                             23       12      11       23       -       11       8       7      8      8        3      20         2       1       10     13      19      4
                            6.2%    11.4%    4.2%    20.2%            15.7%    3.2%   10.9%   7.6%   4.1%     3.4%    7.2%      6.5%    1.8%     6.4%   6.1%    5.9%   8.7%
                                        C                                 G               j

5                             18       10       7       18       -       10       6      10      4      3        2      15         2       -        5     13      16      2
                            4.9%     9.5%    2.7%    15.8%            14.3%    2.4%   15.6%   3.8%   1.5%     2.3%    5.4%      6.5%             3.2%   6.1%    5.0%   4.3%
                                        C                                 G              IJ

4                             10        5       5       10       -        7       1       4      5      1        3       7         1       2        4      6       9      1
                            2.7%     4.8%    1.9%     8.8%            10.0%    0.4%    6.3%   4.8%   0.5%     3.4%    2.5%      3.2%    3.6%     2.5%   2.8%    2.8%   2.2%
                                                                          G               j      J

3                              4        3       1        4       -        2       1       2      2      -        3       1         2       1        2      2       3      1
                            1.1%     2.9%    0.4%     3.5%             2.9%    0.4%    3.1%   1.9%            3.4%    0.4%      6.5%    1.8%     1.3%   0.9%    0.9%   2.2%

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q12.  What number would you use to rate all your health 
care in the last 6 months?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

2                              3        2       1        3       -        2       -       2      1      -        2       1         1       1        2      1       2      -
                            0.8%     1.9%    0.4%     2.6%             2.9%            3.1%   1.0%            2.3%    0.4%      3.2%    1.8%     1.3%   0.5%    0.6%       

1                              4        3       1        4       -        2       2       3      -      1        3       1         2       1        1      3       4      -
                            1.1%     2.9%    0.4%     3.5%             2.9%    0.8%    4.7%          0.5%     3.4%    0.4%      6.5%    1.8%     0.6%   1.4%    1.2%       

0 - Worst health care          2        2       -        2       -        -       1       2      -      -        1       1         -       1        2      -       1      1
possible                    0.5%     1.9%             1.8%                     0.4%    3.1%                   1.1%    0.4%              1.8%     1.3%           0.3%   2.2%

HEDIS/CAHPS SUMMARY RATE     256       43     209        -     256       21     204      24     62    166       63     191        17      46      102    154     228     28
- 8-10                     69.2%    41.0%   80.4%           100.0%    30.0%   82.3%   37.5%  59.0%  84.7%    72.4%   68.7%     54.8%   82.1%    65.0%  72.3%   70.6%  60.9%
                                                B                                 F              H     HI                                  M

HEDIS/CAHPS SUMMARY RATE     181       25     153        -     181       11     150      15     32    131       45     134        11      34       74    107     163     18
- 9-10                     48.9%    23.8%   58.8%            70.7%    15.7%   60.5%   23.4%  30.5%  66.8%    51.7%   48.2%     35.5%   60.7%    47.1%  50.2%   50.5%  39.1%
                                                B                                 F                    HI                                  M

Mean                        8.07     6.83    8.57     5.61    9.16     6.36    8.65    6.39   7.61   8.86     7.86    8.14      6.97    8.36     7.96   8.15    8.14   7.72

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q13.  Do you have a personal doctor?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        503      148     342      113     256       98     309      92    146    252      104     390        38      66      272    214     419     84
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     12        1       7        1       -        -       -       -      5      3        1       6         -       1        7      2       -      -

Yes                          419      121     289       95     228       98     309      76    112    222       85     325        30      55      217    186     419      -
                           83.3%    81.8%   84.5%    84.1%   89.1%   100.0%  100.0%   82.6%  76.7%  88.1%    81.7%   83.3%     78.9%   83.3%    79.8%  86.9%  100.0%       
                                                                                                        I                                                  O

No                            84       27      53       18      28        -       -      16     34     30       19      65         8      11       55     28       -     84
                           16.7%    18.2%   15.5%    15.9%   10.9%                    17.4%  23.3%  11.9%    18.3%   16.7%     21.1%   16.7%    20.2%  13.1%         100.0%
                                                                                                 J                                                  P

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q14.  In the last 6 months, how many times did you visit 
your personal doctor to get care for yourself?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               419      121     289       95     228       98     309      76    112    222       85     325        30      55      217    186     419      -

Total Valid Responses        408      119     281       94     228       95     301      74    107    219       81     319        28      53      216    185     408      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                     11        2       8        1       -        3       8       2      5      3        4       6         2       2        1      1      11      -

None                          89       31      56       10      19       25      53      21     22     44       12      75         4       8       69     17      89      -
                           21.8%    26.1%   19.9%    10.6%    8.3%    26.3%   17.6%   28.4%  20.6%  20.1%    14.8%   23.5%     14.3%   15.1%    31.9%   9.2%   21.8%       
                                                                          g                                              k                          P

1                             82       25      56       20      52       23      59      16     18     47       14      66         5       9       67     15      82      -
                           20.1%    21.0%   19.9%    21.3%   22.8%    24.2%   19.6%   21.6%  16.8%  21.5%    17.3%   20.7%     17.9%   17.0%    31.0%   8.1%   20.1%       
                                                                                                                                                    P

2                             83       22      59       24      53       16      66      11     22     48       13      69         6       7       65     18      83      -
                           20.3%    18.5%   21.0%    25.5%   23.2%    16.8%   21.9%   14.9%  20.6%  21.9%    16.0%   21.6%     21.4%   13.2%    30.1%   9.7%   20.3%       
                                                                                                                                                    P

3                             50       15      33       17      33       12      38       9     14     25       10      39         3       7        4     46      50      -
                           12.3%    12.6%   11.7%    18.1%   14.5%    12.6%   12.6%   12.2%  13.1%  11.4%    12.3%   12.2%     10.7%   13.2%     1.9%  24.9%   12.3%       
                                                                                                                                                           O

4                             31        4      27        5      20        6      25       2     11     18        9      21         1       8        7     22      31      -
                            7.6%     3.4%    9.6%     5.3%    8.8%     6.3%    8.3%    2.7%  10.3%   8.2%    11.1%    6.6%      3.6%   15.1%     3.2%  11.9%    7.6%       
                                                B                                                H      H                                  m               O

5 to 9                        58       19      38       15      41       11      47      13     17     27       19      39         8      11        3     55      58      -
                           14.2%    16.0%   13.5%    16.0%   18.0%    11.6%   15.6%   17.6%  15.9%  12.3%    23.5%   12.2%     28.6%   20.8%     1.4%  29.7%   14.2%       
                                                                                                                 L                                         O

10 or more                    15        3      12        3      10        2      13       2      3     10        4      10         1       3        1     12      15      -
                            3.7%     2.5%    4.3%     3.2%    4.4%     2.1%    4.3%    2.7%   2.8%   4.6%     4.9%    3.1%      3.6%    5.7%     0.5%   6.5%    3.7%       
                                                                                                                                                           O

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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Q15.  (HWDC)In the last 6 months, how often did your 
personal doctor explain things in a way that was easy to 
understand?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               319       88     225       84     209       70     248      53     85    175       69     244        24      45      147    168     319      -

Total Valid Responses        317       86     225       82     209       69     248      51     85    175       68     244        23      45      147    166     317      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      2        2       -        2       -        1       -       2      -      -        1       -         1       -        -      2       2      -

Always                       225       48     171       34     172       23     202      27     49    143       51     170        14      37      104    118     225      -
                           71.0%    55.8%   76.0%    41.5%   82.3%    33.3%   81.5%   52.9%  57.6%  81.7%    75.0%   69.7%     60.9%   82.2%    70.7%  71.1%   71.0%       
                                                B                D                F                    HI                                  m

Usually                       55       26      29       28      24       20      35      16     22     17        9      46         5       4       23     32      55      -
                           17.4%    30.2%   12.9%    34.1%   11.5%    29.0%   14.1%   31.4%  25.9%   9.7%    13.2%   18.9%     21.7%    8.9%    15.6%  19.3%   17.4%       
                                        C                E                G               J      J

Sometimes                     28        8      20       14      11       19       9       5     11     12        5      22         4       1       13     14      28      -
                            8.8%     9.3%    8.9%    17.1%    5.3%    27.5%    3.6%    9.8%  12.9%   6.9%     7.4%    9.0%     17.4%    2.2%     8.8%   8.4%    8.8%       
                                                         E                G                                                        n

Never                          9        4       5        6       2        7       2       3      3      3        3       6         -       3        7      2       9      -
                            2.8%     4.7%    2.2%     7.3%    1.0%    10.1%    0.8%    5.9%   3.5%   1.7%     4.4%    2.5%              6.7%     4.8%   1.2%    2.8%       
                                                         E                G                                                                         p

HEDIS/CAHPS SUMMARY RATE     280       74     200       62     196       43     237      43     71    160       60     216        19      41      127    150     280      -
- Always/Usually           88.3%    86.0%   88.9%    75.6%   93.8%    62.3%   95.6%   84.3%  83.5%  91.4%    88.2%   88.5%     82.6%   91.1%    86.4%  90.4%   88.3%       
                                                                 D                F                     i

HEDIS/CAHPS SUMMARY RATE     225       48     171       34     172       23     202      27     49    143       51     170        14      37      104    118     225      -
- Always                   71.0%    55.8%   76.0%    41.5%   82.3%    33.3%   81.5%   52.9%  57.6%  81.7%    75.0%   69.7%     60.9%   82.2%    70.7%  71.1%   71.0%       
                                                B                D                F                    HI                                  m

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q16.  (HWDC)In the last 6 months, how often did your 
personal doctor listen carefully to you?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               319       88     225       84     209       70     248      53     85    175       69     244        24      45      147    168     319      -

Total Valid Responses        315       85     224       82     207       69     246      50     85    174       67     243        22      45      147    164     315      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      4        3       1        2       2        1       2       3      -      1        2       1         2       -        -      4       4      -

Always                       230       50     174       41     171       23     207      27     55    142       47     179        12      35      109    118     230      -
                           73.0%    58.8%   77.7%    50.0%   82.6%    33.3%   84.1%   54.0%  64.7%  81.6%    70.1%   73.7%     54.5%   77.8%    74.1%  72.0%   73.0%       
                                                B                D                F                    HI                                  m

Usually                       47       22      25       20      22       18      29      15     16     16       10      36         5       5       22     24      47      -
                           14.9%    25.9%   11.2%    24.4%   10.6%    26.1%   11.8%   30.0%  18.8%   9.2%    14.9%   14.8%     22.7%   11.1%    15.0%  14.6%   14.9%       
                                        C                E                G               J      J

Sometimes                     29        9      20       16      11       20       9       5     11     13        5      24         3       2       11     18      29      -
                            9.2%    10.6%    8.9%    19.5%    5.3%    29.0%    3.7%   10.0%  12.9%   7.5%     7.5%    9.9%     13.6%    4.4%     7.5%  11.0%    9.2%       
                                                         E                G

Never                          9        4       5        5       3        8       1       3      3      3        5       4         2       3        5      4       9      -
                            2.9%     4.7%    2.2%     6.1%    1.4%    11.6%    0.4%    6.0%   3.5%   1.7%     7.5%    1.6%      9.1%    6.7%     3.4%   2.4%    2.9%       
                                                         e                G                                      l

HEDIS/CAHPS SUMMARY RATE     277       72     199       61     193       41     236      42     71    158       57     215        17      40      131    142     277      -
- Always/Usually           87.9%    84.7%   88.8%    74.4%   93.2%    59.4%   95.9%   84.0%  83.5%  90.8%    85.1%   88.5%     77.3%   88.9%    89.1%  86.6%   87.9%       
                                                                 D                F

HEDIS/CAHPS SUMMARY RATE     230       50     174       41     171       23     207      27     55    142       47     179        12      35      109    118     230      -
- Always                   73.0%    58.8%   77.7%    50.0%   82.6%    33.3%   84.1%   54.0%  64.7%  81.6%    70.1%   73.7%     54.5%   77.8%    74.1%  72.0%   73.0%       
                                                B                D                F                    HI                                  m

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
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Q17. (HWDC)In the last 6 months, how often did your 
personal doctor show respect for what you had to say?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               319       88     225       84     209       70     248      53     85    175       69     244        24      45      147    168     319      -

Total Valid Responses        315       85     224       83     207       68     247      50     85    174       69     241        24      45      146    165     315      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      4        3       1        1       2        2       1       3      -      1        -       3         -       -        1      3       4      -

Always                       236       52     179       43     174       24     212      29     56    146       50     183        14      36      110    123     236      -
                           74.9%    61.2%   79.9%    51.8%   84.1%    35.3%   85.8%   58.0%  65.9%  83.9%    72.5%   75.9%     58.3%   80.0%    75.3%  74.5%   74.9%       
                                                B                D                F                    HI                                  m

Usually                       48       22      25       23      22       20      28      13     18     16       11      35         6       5       23     24      48      -
                           15.2%    25.9%   11.2%    27.7%   10.6%    29.4%   11.3%   26.0%  21.2%   9.2%    15.9%   14.5%     25.0%   11.1%    15.8%  14.5%   15.2%       
                                        C                E                G               J      J

Sometimes                     23        7      16       12       9       16       7       5      8     10        3      20         2       1        9     14      23      -
                            7.3%     8.2%    7.1%    14.5%    4.3%    23.5%    2.8%   10.0%   9.4%   5.7%     4.3%    8.3%      8.3%    2.2%     6.2%   8.5%    7.3%       
                                                         E                G

Never                          8        4       4        5       2        8       -       3      3      2        5       3         2       3        4      4       8      -
                            2.5%     4.7%    1.8%     6.0%    1.0%    11.8%            6.0%   3.5%   1.1%     7.2%    1.2%      8.3%    6.7%     2.7%   2.4%    2.5%       
                                                         e                                                       l

HEDIS/CAHPS SUMMARY RATE     284       74     204       66     196       44     240      42     74    162       61     218        20      41      133    147     284      -
- Always/Usually           90.2%    87.1%   91.1%    79.5%   94.7%    64.7%   97.2%   84.0%  87.1%  93.1%    88.4%   90.5%     83.3%   91.1%    91.1%  89.1%   90.2%       
                                                                 D                F                     h

HEDIS/CAHPS SUMMARY RATE     236       52     179       43     174       24     212      29     56    146       50     183        14      36      110    123     236      -
- Always                   74.9%    61.2%   79.9%    51.8%   84.1%    35.3%   85.8%   58.0%  65.9%  83.9%    72.5%   75.9%     58.3%   80.0%    75.3%  74.5%   74.9%       
                                                B                D                F                    HI                                  m

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 103
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Q18. (HWDC)In the last 6 months, how often did your 
personal doctor spend enough time with you?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               319       88     225       84     209       70     248      53     85    175       69     244        24      45      147    168     319      -

Total Valid Responses        315       86     223       82     207       70     245      51     85    173       68     242        24      44      145    166     315      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      4        2       2        2       2        -       3       2      -      2        1       2         -       1        2      2       4      -

Always                       193       38     151       31     144       15     178      20     47    122       39     152        11      28       89    101     193      -
                           61.3%    44.2%   67.7%    37.8%   69.6%    21.4%   72.7%   39.2%  55.3%  70.5%    57.4%   62.8%     45.8%   63.6%    61.4%  60.8%   61.3%       
                                                B                D                F              h     HI

Usually                       68       29      38       23      43       18      50      17     24     26       17      49         7      10       33     34      68      -
                           21.6%    33.7%   17.0%    28.0%   20.8%    25.7%   20.4%   33.3%  28.2%  15.0%    25.0%   20.2%     29.2%   22.7%    22.8%  20.5%   21.6%       
                                        C                                                 J      J

Sometimes                     45       15      29       21      19       28      17      11     10     23        7      37         4       3       18     27      45      -
                           14.3%    17.4%   13.0%    25.6%    9.2%    40.0%    6.9%   21.6%  11.8%  13.3%    10.3%   15.3%     16.7%    6.8%    12.4%  16.3%   14.3%       
                                                         E                G

Never                          9        4       5        7       1        9       -       3      4      2        5       4         2       3        5      4       9      -
                            2.9%     4.7%    2.2%     8.5%    0.5%    12.9%            5.9%   4.7%   1.2%     7.4%    1.7%      8.3%    6.8%     3.4%   2.4%    2.9%       
                                                         E                                                       l

HEDIS/CAHPS SUMMARY RATE     261       67     189       54     187       33     228      37     71    148       56     201        18      38      122    135     261      -
- Always/Usually           82.9%    77.9%   84.8%    65.9%   90.3%    47.1%   93.1%   72.5%  83.5%  85.5%    82.4%   83.1%     75.0%   86.4%    84.1%  81.3%   82.9%       
                                                                 D                F                     h

HEDIS/CAHPS SUMMARY RATE     193       38     151       31     144       15     178      20     47    122       39     152        11      28       89    101     193      -
- Always                   61.3%    44.2%   67.7%    37.8%   69.6%    21.4%   72.7%   39.2%  55.3%  70.5%    57.4%   62.8%     45.8%   63.6%    61.4%  60.8%   61.3%       
                                                B                D                F              h     HI

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q19. In the last 6 months, did you get care from a doctor 
or other health provider besides your personal doctor?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               319       88     225       84     209       70     248      53     85    175       69     244        24      45      147    168     319      -

Total Valid Responses        316       87     223       82     209       68     248      52     85    173       69     243        24      45      147    166     316      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      3        1       2        2       -        2       -       1      -      2        -       1         -       -        -      2       3      -

Yes                          173       42     129       50     115       41     132      26     47     98       45     126        16      29       57    114     173      -
                           54.7%    48.3%   57.8%    61.0%   55.0%    60.3%   53.2%   50.0%  55.3%  56.6%    65.2%   51.9%     66.7%   64.4%    38.8%  68.7%   54.7%       
                                                                                                                 L                                         O

No                           143       45      94       32      94       27     116      26     38     75       24     117         8      16       90     52     143      -
                           45.3%    51.7%   42.2%    39.0%   45.0%    39.7%   46.8%   50.0%  44.7%  43.4%    34.8%   48.1%     33.3%   35.6%    61.2%  31.3%   45.3%       
                                                                                                                         K                          P

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 105

                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q20. (CC)In the last 6 months, how often did your personal 
doctor seem informed and up-to-date about the care you got 
from these doctors or other health providers?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               173       42     129       50     115       41     132      26     47     98       45     126        16      29       57    114     173      -

Total Valid Responses        167       42     124       50     109       40     127      26     45     95       43     122        15      28       55    110     167      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      6        -       5        -       6        1       5       -      2      3        2       4         1       1        2      4       6      -

Always                       103       21      82       21      78       14      89      11     26     66       26      76         7      19       33     68     103      -
                           61.7%    50.0%   66.1%    42.0%   71.6%    35.0%   70.1%   42.3%  57.8%  69.5%    60.5%   62.3%     46.7%   67.9%    60.0%  61.8%   61.7%       
                                                b                D                F                     H

Usually                       27       11      15       10      15        8      19       8      8     10        6      20         3       3        9     18      27      -
                           16.2%    26.2%   12.1%    20.0%   13.8%    20.0%   15.0%   30.8%  17.8%  10.5%    14.0%   16.4%     20.0%   10.7%    16.4%  16.4%   16.2%       
                                        c                                                 J

Sometimes                     27        9      18       13      12       11      16       6      8     13        6      21         3       3       10     17      27      -
                           16.2%    21.4%   14.5%    26.0%   11.0%    27.5%   12.6%   23.1%  17.8%  13.7%    14.0%   17.2%     20.0%   10.7%    18.2%  15.5%   16.2%       
                                                         E                g

Never                         10        1       9        6       4        7       3       1      3      6        5       5         2       3        3      7      10      -
                            6.0%     2.4%    7.3%    12.0%    3.7%    17.5%    2.4%    3.8%   6.7%   6.3%    11.6%    4.1%     13.3%   10.7%     5.5%   6.4%    6.0%       
                                                         e                G

HEDIS/CAHPS SUMMARY RATE     130       32      97       31      93       22     108      19     34     76       32      96        10      22       42     86     130      -
- Always/Usually           77.8%    76.2%   78.2%    62.0%   85.3%    55.0%   85.0%   73.1%  75.6%  80.0%    74.4%   78.7%     66.7%   78.6%    76.4%  78.2%   77.8%       
                                                                 D                F

HEDIS/CAHPS SUMMARY RATE     103       21      82       21      78       14      89      11     26     66       26      76         7      19       33     68     103      -
- Always                   61.7%    50.0%   66.1%    42.0%   71.6%    35.0%   70.1%   42.3%  57.8%  69.5%    60.5%   62.3%     46.7%   67.9%    60.0%  61.8%   61.7%       
                                                b                D                F                     H

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q21. What number would you use to rate your personal doctor?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               419      121     289       95     228       98     309      76    112    222       85     325        30      55      217    186     419      -

Total Valid Responses        407      117     282       93     225       98     309      73    108    218       84     317        30      54      210    182     407      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                     12        4       7        2       3        -       -       3      4      4        1       8         -       1        7      4      12      -

10 - Best personal           179       30     144       16     131        -     179      19     28    127       42     133         9      33       88     86     179      -
doctor possible            44.0%    25.6%   51.1%    17.2%   58.2%            57.9%   26.0%  25.9%  58.3%    50.0%   42.0%     30.0%   61.1%    41.9%  47.3%   44.0%       
                                                B                D                                     HI                                  M

9                             61       20      40        9      40        -      61       8     22     30        8      53         3       5       34     25      61      -
                           15.0%    17.1%   14.2%     9.7%   17.8%            19.7%   11.0%  20.4%  13.8%     9.5%   16.7%     10.0%    9.3%    16.2%  13.7%   15.0%       
                                                                 D                               h                       k

8                             69       19      49       19      33        -      69       8     29     31       15      54         9       6       37     30      69      -
                           17.0%    16.2%   17.4%    20.4%   14.7%            22.3%   11.0%  26.9%  14.2%    17.9%   17.0%     30.0%   11.1%    17.6%  16.5%   17.0%       
                                                                                                HJ                                 N

7                             37       15      22       14      12       37       -      12      9     16        4      33         2       2       19     15      37      -
                            9.1%    12.8%    7.8%    15.1%    5.3%    37.8%           16.4%   8.3%   7.3%     4.8%   10.4%      6.7%    3.7%     9.0%   8.2%    9.1%       
                                                         E                                j                              k

6                             13        7       6       10       -       13       -       5      4      4        1      11         -       1        9      3      13      -
                            3.2%     6.0%    2.1%    10.8%            13.3%            6.8%   3.7%   1.8%     1.2%    3.5%              1.9%     4.3%   1.6%    3.2%       

5                             25       16       8       14       3       25       -      13      9      2        3      21         2       1       15     10      25      -
                            6.1%    13.7%    2.8%    15.1%    1.3%    25.5%           17.8%   8.3%   0.9%     3.6%    6.6%      6.7%    1.9%     7.1%   5.5%    6.1%       
                                        C                E                               iJ      J

4                             11        5       6        4       2       11       -       3      4      4        4       7         2       2        4      6      11      -
                            2.7%     4.3%    2.1%     4.3%    0.9%    11.2%            4.1%   3.7%   1.8%     4.8%    2.2%      6.7%    3.7%     1.9%   3.3%    2.7%       

3                              3        -       3        -       3        3       -       -      1      2        2       1         -       2        -      3       3      -
                            0.7%             1.1%             1.3%     3.1%                   0.9%   0.9%     2.4%    0.3%              3.7%            1.6%    0.7%       

2                              5        3       2        3       1        5       -       3      1      1        2       3         2       -        3      1       5      -
                            1.2%     2.6%    0.7%     3.2%    0.4%     5.1%            4.1%   0.9%   0.5%     2.4%    0.9%      6.7%             1.4%   0.5%    1.2%       

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q21. What number would you use to rate your personal doctor?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

1                              2        1       1        2       -        2       -       1      -      1        2       -         1       1        1      1       2      -
                            0.5%     0.9%    0.4%     2.2%             2.0%            1.4%          0.5%     2.4%              3.3%    1.9%     0.5%   0.5%    0.5%       

0 - Worst personal             2        1       1        2       -        2       -       1      1      -        1       1         -       1        -      2       2      -
doctor possible             0.5%     0.9%    0.4%     2.2%             2.0%            1.4%   0.9%            1.2%    0.3%              1.9%            1.1%    0.5%       

HEDIS/CAHPS SUMMARY RATE     309       69     233       44     204        -     309      35     79    188       65     240        21      44      159    141     309      -
- 8-10                     75.9%    59.0%   82.6%    47.3%   90.7%           100.0%   47.9%  73.1%  86.2%    77.4%   75.7%     70.0%   81.5%    75.7%  77.5%   75.9%       
                                                B                D                               H     HI

HEDIS/CAHPS SUMMARY RATE     240       50     184       25     171        -     240      27     50    157       50     186        12      38      122    111     240      -
- 9-10                     59.0%    42.7%   65.2%    26.9%   76.0%            77.7%   37.0%  46.3%  72.0%    59.5%   58.7%     40.0%   70.4%    58.1%  61.0%   59.0%       
                                                B                D                                     HI                                  M

Mean                        8.40     7.57    8.72     6.94    9.12     5.38    9.36    7.18   7.99   8.99     8.20    8.45      7.53    8.57     8.41   8.43    8.40      -

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q22. In the last 6 months, did you try to make any 
appointments to see a specialist?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        505      147     346      113     255       98     305      91    149    253      103     395        37      66      276    214     414     84
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     10        2       3        1       1        -       4       1      2      2        2       1         1       1        3      2       5      -

Yes                          170       49     120       50      95       43     107      33     53     83       57     112        26      31       61    102     150     19
                           33.7%    33.3%   34.7%    44.2%   37.3%    43.9%   35.1%   36.3%  35.6%  32.8%    55.3%   28.4%     70.3%   47.0%    22.1%  47.7%   36.2%  22.6%
                                                                                                                 L                 N                       O       R

No                           335       98     226       63     160       55     198      58     96    170       46     283        11      35      215    112     264     65
                           66.3%    66.7%   65.3%    55.8%   62.7%    56.1%   64.9%   63.7%  64.4%  67.2%    44.7%   71.6%     29.7%   53.0%    77.9%  52.3%   63.8%  77.4%
                                                                                                                         K                 M        P                     Q

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q23. (GNC)In the last 6 months, how often was it easy to 
get appointments with specialists?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               170       49     120       50      95       43     107      33     53     83       57     112        26      31       61    102     150     19

Total Valid Responses        166       49     117       50      94       41     106      33     52     81       56     109        26      30       60    101     147     18
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      4        -       3        -       1        2       1       -      1      2        1       3         -       1        1      1       3      1

Always                        87       21      66       16      60       19      57      13     26     48       26      60         9      17       33     53      76     11
                           52.4%    42.9%   56.4%    32.0%   63.8%    46.3%   53.8%   39.4%  50.0%  59.3%    46.4%   55.0%     34.6%   56.7%    55.0%  52.5%   51.7%  61.1%
                                                                 D                                      H                                  m

Usually                       46       10      36       16      25       10      35       4     18     24       16      30         6      10       13     30      45      1
                           27.7%    20.4%   30.8%    32.0%   26.6%    24.4%   33.0%   12.1%  34.6%  29.6%    28.6%   27.5%     23.1%   33.3%    21.7%  29.7%   30.6%   5.6%
                                                                                                 H      H                                                          R

Sometimes                     19        8      11        9       7        6      11       6      5      8        6      13         4       2        7     12      17      1
                           11.4%    16.3%    9.4%    18.0%    7.4%    14.6%   10.4%   18.2%   9.6%   9.9%    10.7%   11.9%     15.4%    6.7%    11.7%  11.9%   11.6%   5.6%
                                                         e

Never                         14       10       4        9       2        6       3      10      3      1        8       6         7       1        7      6       9      5
                            8.4%    20.4%    3.4%    18.0%    2.1%    14.6%    2.8%   30.3%   5.8%   1.2%    14.3%    5.5%     26.9%    3.3%    11.7%   5.9%    6.1%  27.8%
                                        C                E                G              IJ                      l                 N                                      Q

HEDIS/CAHPS SUMMARY RATE     133       31     102       32      85       29      92      17     44     72       42      90        15      27       46     83     121     12
- Always/Usually           80.1%    63.3%   87.2%    64.0%   90.4%    70.7%   86.8%   51.5%  84.6%  88.9%    75.0%   82.6%     57.7%   90.0%    76.7%  82.2%   82.3%  66.7%
                                                B                D                F              H      H                                  M

HEDIS/CAHPS SUMMARY RATE      87       21      66       16      60       19      57      13     26     48       26      60         9      17       33     53      76     11
- Always                   52.4%    42.9%   56.4%    32.0%   63.8%    46.3%   53.8%   39.4%  50.0%  59.3%    46.4%   55.0%     34.6%   56.7%    55.0%  52.5%   51.7%  61.1%
                                                                 D                                      H                                  m

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 110

                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q24.  How many specialists have you seen in the last 6 
months?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               170       49     120       50      95       43     107      33     53     83       57     112        26      31       61    102     150     19

Total Valid Responses        170       49     120       50      95       43     107      33     53     83       57     112        26      31       61    102     150     19
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -

None                          11        6       5        5       2        6       2       6      2      3        7       4         6       1        7      2       8      3
                            6.5%    12.2%    4.2%    10.0%    2.1%    14.0%    1.9%   18.2%   3.8%   3.6%    12.3%    3.6%     23.1%    3.2%    11.5%   2.0%    5.3%  15.8%
                                                         e                G              IJ                      l                 N                P

1 specialist                 108       26      81       25      70       26      68      13     34     60       33      74        12      21       48     59      94     13
                           63.5%    53.1%   67.5%    50.0%   73.7%    60.5%   63.6%   39.4%  64.2%  72.3%    57.9%   66.1%     46.2%   67.7%    78.7%  57.8%   62.7%  68.4%
                                                b                D                               H      H                                  m        P

2                             33       10      23       15      12        8      22       8     10     15        9      24         4       5        5     25      30      3
                           19.4%    20.4%   19.2%    30.0%   12.6%    18.6%   20.6%   24.2%  18.9%  18.1%    15.8%   21.4%     15.4%   16.1%     8.2%  24.5%   20.0%  15.8%
                                                         E                                                                                                 O

3                             13        6       7        3       8        2      11       5      5      3        6       7         2       4        -     12      13      -
                            7.6%    12.2%    5.8%     6.0%    8.4%     4.7%   10.3%   15.2%   9.4%   3.6%    10.5%    6.3%      7.7%   12.9%           11.8%    8.7%       
                                                                                          j

4                              3        -       3        2       1        1       2       -      2      1        2       1         2       -        -      3       3      -
                            1.8%             2.5%     4.0%    1.1%     2.3%    1.9%           3.8%   1.2%     3.5%    0.9%      7.7%                    2.9%    2.0%       

5 or more specialist           2        1       1        -       2        -       2       1      -      1        -       2         -       -        1      1       2      -
                            1.2%     2.0%    0.8%             2.1%             1.9%    3.0%          1.2%             1.8%                       1.6%   1.0%    1.3%       

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q25.  What number would you use to rate that specialist?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               159       43     115       45      93       37     105      27     51     80       50     108        20      30       54    100     142     16

Total Valid Responses        154       42     112       44      90       36     103      26     50     78       49     104        20      29       50     99     139     14
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      5        1       3        1       3        1       2       1      1      2        1       4         -       1        4      1       3      2

10 - Best specialist          69       16      53       13      44       11      52      11     12     46       24      45         8      16       27     41      63      6
possible                   44.8%    38.1%   47.3%    29.5%   48.9%    30.6%   50.5%   42.3%  24.0%  59.0%    49.0%   43.3%     40.0%   55.2%    54.0%  41.4%   45.3%  42.9%
                                                                 D                F                     I

9                             24        4      20        5      16        6      16       3      6     15        8      15         4       4        4     18      22      2
                           15.6%     9.5%   17.9%    11.4%   17.8%    16.7%   15.5%   11.5%  12.0%  19.2%    16.3%   14.4%     20.0%   13.8%     8.0%  18.2%   15.8%  14.3%
                                                                                                                                                           o

8                             24        5      19        5      16        4      18       3     11     10        7      17         5       2       10     13      22      2
                           15.6%    11.9%   17.0%    11.4%   17.8%    11.1%   17.5%   11.5%  22.0%  12.8%    14.3%   16.3%     25.0%    6.9%    20.0%  13.1%   15.8%  14.3%
                                                                                                                                   n

7                             14        8       6        6       7        6       7       5      7      2        4      10         1       3        5      8      13      1
                            9.1%    19.0%    5.4%    13.6%    7.8%    16.7%    6.8%   19.2%  14.0%   2.6%     8.2%    9.6%      5.0%   10.3%    10.0%   8.1%    9.4%   7.1%
                                        C                                                 J      J

6                              7        4       3        6       1        4       1       1      5      1        -       7         -       -        2      5       5      2
                            4.5%     9.5%    2.7%    13.6%    1.1%    11.1%    1.0%    3.8%  10.0%   1.3%             6.7%                       4.0%   5.1%    3.6%  14.3%
                                                         E                g                      J

5                              4        2       2        2       2        -       3       1      2      1        3       1         1       2        -      4       3      -
                            2.6%     4.8%    1.8%     4.5%    2.2%             2.9%    3.8%   4.0%   1.3%     6.1%    1.0%      5.0%    6.9%            4.0%    2.2%       

4                              2        -       2        1       -        1       1       -      1      1        -       2         -       -        1      1       2      -
                            1.3%             1.8%     2.3%             2.8%    1.0%           2.0%   1.3%             1.9%                       2.0%   1.0%    1.4%       

3                              1        -       1        -       1        -       1       -      -      1        -       1         -       -        -      1       1      -
                            0.6%             0.9%             1.1%             1.0%                  1.3%             1.0%                              1.0%    0.7%       

2                              5        1       4        3       2        3       2       1      3      1        -       5         -       -        -      5       5      -
                            3.2%     2.4%    3.6%     6.8%    2.2%     8.3%    1.9%    3.8%   6.0%   1.3%             4.8%                              5.1%    3.6%       

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q25.  What number would you use to rate that specialist?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

1                              3        1       2        2       1        1       2       -      3      -        3       -         1       2        1      2       3      -
                            1.9%     2.4%    1.8%     4.5%    1.1%     2.8%    1.9%           6.0%            6.1%              5.0%    6.9%     2.0%   2.0%    2.2%       

0 - Worst specialist           1        1       -        1       -        -       -       1      -      -        -       1         -       -        -      1       -      1
possible                    0.6%     2.4%             2.3%                             3.8%                           1.0%                              1.0%           7.1%

HEDIS/CAHPS SUMMARY RATE     117       25      92       23      76       21      86      17     29     71       39      77        17      22       41     72     107     10
- 8-10                     76.0%    59.5%   82.1%    52.3%   84.4%    58.3%   83.5%   65.4%  58.0%  91.0%    79.6%   74.0%     85.0%   75.9%    82.0%  72.7%   77.0%  71.4%
                                                B                D                F                    HI

HEDIS/CAHPS SUMMARY RATE      93       20      73       18      60       17      68      14     18     61       32      60        12      20       31     59      85      8
- 9-10                     60.4%    47.6%   65.2%    40.9%   66.7%    47.2%   66.0%   53.8%  36.0%  78.2%    65.3%   57.7%     60.0%   69.0%    62.0%  59.6%   61.2%  57.1%
                                                B                D                F                    HI

Mean                        8.32     7.83    8.51     7.16    8.72     7.58    8.65    8.04   7.28   9.09     8.45    8.26      8.45    8.45     8.76   8.09    8.37   8.07

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q26.  In the last 6 months, did you get any kind of care, 
tests or treatment through your health plan?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        497      144     340      113     250       95     301      90    147    247      103     387        37      66      272    211     407     83
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     18        5       9        1       6        3       8       2      4      8        2       9         1       1        7      5      12      1

Yes                          248       76     168       68     151       50     163      50     72    122       77     168        29      48       93    147     216     31
                           49.9%    52.8%   49.4%    60.2%   60.4%    52.6%   54.2%   55.6%  49.0%  49.4%    74.8%   43.4%     78.4%   72.7%    34.2%  69.7%   53.1%  37.3%
                                                                                                                 L                                         O       R

No                           249       68     172       45      99       45     138      40     75    125       26     219         8      18      179     64     191     52
                           50.1%    47.2%   50.6%    39.8%   39.6%    47.4%   45.8%   44.4%  51.0%  50.6%    25.2%   56.6%     21.6%   27.3%    65.8%  30.3%   46.9%  62.7%
                                                                                                                         K                          P                     Q

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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Q27. (GNC)In the last 6 months, how often was it easy to 
get the care, tests or treatment you thought you needed 
through your health plan?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               248       76     168       68     151       50     163      50     72    122       77     168        29      48       93    147     216     31

Total Valid Responses        246       75     167       68     151       50     161      49     71    122       76     167        28      48       92    147     214     31
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      2        1       1        -       -        -       2       1      1      -        1       1         1       -        1      -       2      -

Always                       112       10     100       16      82       12      82       5     21     84       27      85         4      23       44     65      95     17
                           45.5%    13.3%   59.9%    23.5%   54.3%    24.0%   50.9%   10.2%  29.6%  68.9%    35.5%   50.9%     14.3%   47.9%    47.8%  44.2%   44.4%  54.8%
                                                B                D                F              H     HI                K                 M

Usually                       73       28      44       22      46       19      45      17     31     24       23      48         6      17       23     48      65      8
                           29.7%    37.3%   26.3%    32.4%   30.5%    38.0%   28.0%   34.7%  43.7%  19.7%    30.3%   28.7%     21.4%   35.4%    25.0%  32.7%   30.4%  25.8%
                                        c                                                 j      J

Sometimes                     46       25      20       19      21       17      25      16     17     12       18      27        13       5       20     25      43      3
                           18.7%    33.3%   12.0%    27.9%   13.9%    34.0%   15.5%   32.7%  23.9%   9.8%    23.7%   16.2%     46.4%   10.4%    21.7%  17.0%   20.1%   9.7%
                                        C                E                G               J      J                                 N                               r

Never                         15       12       3       11       2        2       9      11      2      2        8       7         5       3        5      9      11      3
                            6.1%    16.0%    1.8%    16.2%    1.3%     4.0%    5.6%   22.4%   2.8%   1.6%    10.5%    4.2%     17.9%    6.3%     5.4%   6.1%    5.1%   9.7%
                                        C                E                               IJ                      l

HEDIS/CAHPS SUMMARY RATE     185       38     144       38     128       31     127      22     52    108       50     133        10      40       67    113     160     25
- Always/Usually           75.2%    50.7%   86.2%    55.9%   84.8%    62.0%   78.9%   44.9%  73.2%  88.5%    65.8%   79.6%     35.7%   83.3%    72.8%  76.9%   74.8%  80.6%
                                                B                D                F              H     HI                K                 M

HEDIS/CAHPS SUMMARY RATE     112       10     100       16      82       12      82       5     21     84       27      85         4      23       44     65      95     17
- Always                   45.5%    13.3%   59.9%    23.5%   54.3%    24.0%   50.9%   10.2%  29.6%  68.9%    35.5%   50.9%     14.3%   47.9%    47.8%  44.2%   44.4%  54.8%
                                                B                D                F              H     HI                K                 M

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q28.  In the last 6 months, did you look for any 
information in written materials or on the Internet about 
how your health plan works?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        500      144     345      112     252       95     306      89    147    253      103     392        37      66      273    212     412     81
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     15        5       4        2       4        3       3       3      4      2        2       4         1       1        6      4       7      3

Yes                           93       21      70       23      55       14      55      17     23     51       48      45        18      30       37     54      70     23
                           18.6%    14.6%   20.3%    20.5%   21.8%    14.7%   18.0%   19.1%  15.6%  20.2%    46.6%   11.5%     48.6%   45.5%    13.6%  25.5%   17.0%  28.4%
                                                                                                                 L                                         O              Q

No                           407      123     275       89     197       81     251      72    124    202       55     347        19      36      236    158     342     58
                           81.4%    85.4%   79.7%    79.5%   78.2%    85.3%   82.0%   80.9%  84.4%  79.8%    53.4%   88.5%     51.4%   54.5%    86.4%  74.5%   83.0%  71.6%
                                                                                                                         K                          P              R

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q29. In the last 6 months, how often did the written 
materials or the Internet provide the information you 
needed about how your health plan works?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible                93       21      70       23      55       14      55      17     23     51       48      45        18      30       37     54      70     23

Total Valid Responses         93       21      70       23      55       14      55      17     23     51       48      45        18      30       37     54      70     23
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -

Always                        29        -      27        3      21        3      20       -      3     24       19      10         2      17       14     15      23      6
                           31.2%            38.6%    13.0%   38.2%    21.4%   36.4%          13.0%  47.1%    39.6%   22.2%     11.1%   56.7%    37.8%  27.8%   32.9%  26.1%
                                                                 D                                      I        l                         M

Usually                       28        5      23        8      16        6      13       4      9     15       12      16         5       7       10     17      20      8
                           30.1%    23.8%   32.9%    34.8%   29.1%    42.9%   23.6%   23.5%  39.1%  29.4%    25.0%   35.6%     27.8%   23.3%    27.0%  31.5%   28.6%  34.8%

Sometimes                     28       13      15        9      15        4      18      10      9      9       13      15         8       5       11     17      22      6
                           30.1%    61.9%   21.4%    39.1%   27.3%    28.6%   32.7%   58.8%  39.1%  17.6%    27.1%   33.3%     44.4%   16.7%    29.7%  31.5%   31.4%  26.1%
                                        C                                                 J      j                                 N

Never                          8        3       5        3       3        1       4       3      2      3        4       4         3       1        2      5       5      3
                            8.6%    14.3%    7.1%    13.0%    5.5%     7.1%    7.3%   17.6%   8.7%   5.9%     8.3%    8.9%     16.7%    3.3%     5.4%   9.3%    7.1%  13.0%

HEDIS/CAHPS SUMMARY RATE      57        5      50       11      37        9      33       4     12     39       31      26         7      24       24     32      43     14
- Always/Usually           61.3%    23.8%   71.4%    47.8%   67.3%    64.3%   60.0%   23.5%  52.2%  76.5%    64.6%   57.8%     38.9%   80.0%    64.9%  59.3%   61.4%  60.9%
                                                B                                                h     HI                                  M

HEDIS/CAHPS SUMMARY RATE      29        -      27        3      21        3      20       -      3     24       19      10         2      17       14     15      23      6
- Always                   31.2%            38.6%    13.0%   38.2%    21.4%   36.4%          13.0%  47.1%    39.6%   22.2%     11.1%   56.7%    37.8%  27.8%   32.9%  26.1%
                                                                 D                                      I        l                         M

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q30.  In the last 6 months, did you try to get information 
or help from your health plan's customer service?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        501      146     345      111     254       96     305      91    147    253      105     396        38      67      277    210     410     84
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     14        3       4        3       2        2       4       1      4      2        -       -         -       -        2      6       9      -

Yes                          105       28      77       24      63       19      65      21     27     57      105       -        38      67       39     61      85     19
                           21.0%    19.2%   22.3%    21.6%   24.8%    19.8%   21.3%   23.1%  18.4%  22.5%   100.0%            100.0%  100.0%    14.1%  29.0%   20.7%  22.6%
                                                                                                                                                           O

No                           396      118     268       87     191       77     240      70    120    196        -     396         -       -      238    149     325     65
                           79.0%    80.8%   77.7%    78.4%   75.2%    80.2%   78.7%   76.9%  81.6%  77.5%           100.0%                      85.9%  71.0%   79.3%  77.4%
                                                                                                                                                    P

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q31. (CS)In the last 6 months, how often did your health 
plan's customer service give you the information or help 
you needed?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               105       28      77       24      63       19      65      21     27     57      105       -        38      67       39     61      85     19

Total Valid Responses        105       28      77       24      63       19      65      21     27     57      105       -        38      67       39     61      85     19
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%            100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -

Always                        47        4      43        6      34        7      31       3      6     38       47       -         -      47       18     28      39      8
                           44.8%    14.3%   55.8%    25.0%   54.0%    36.8%   47.7%   14.3%  22.2%  66.7%    44.8%                     70.1%    46.2%  45.9%   45.9%  42.1%
                                                B                D                                     HI

Usually                       20        4      16        4      12        3      13       3     11      6       20       -         -      20        5     13      16      3
                           19.0%    14.3%   20.8%    16.7%   19.0%    15.8%   20.0%   14.3%  40.7%  10.5%    19.0%                     29.9%    12.8%  21.3%   18.8%  15.8%
                                                                                                HJ

Sometimes                     34       19      15       13      15        8      21      14      9     11       34       -        34       -       13     19      29      5
                           32.4%    67.9%   19.5%    54.2%   23.8%    42.1%   32.3%   66.7%  33.3%  19.3%    32.4%             89.5%            33.3%  31.1%   34.1%  26.3%
                                        C                E                               IJ

Never                          4        1       3        1       2        1       -       1      1      2        4       -         4       -        3      1       1      3
                            3.8%     3.6%    3.9%     4.2%    3.2%     5.3%            4.8%   3.7%   3.5%     3.8%             10.5%             7.7%   1.6%    1.2%  15.8%
                                                                                                                                                                          q

HEDIS/CAHPS SUMMARY RATE      67        8      59       10      46       10      44       6     17     44       67       -         -      67       23     41      55     11
- Always/Usually           63.8%    28.6%   76.6%    41.7%   73.0%    52.6%   67.7%   28.6%  63.0%  77.2%    63.8%                    100.0%    59.0%  67.2%   64.7%  57.9%
                                                B                D                               H      H

HEDIS/CAHPS SUMMARY RATE      47        4      43        6      34        7      31       3      6     38       47       -         -      47       18     28      39      8
- Always                   44.8%    14.3%   55.8%    25.0%   54.0%    36.8%   47.7%   14.3%  22.2%  66.7%    44.8%                     70.1%    46.2%  45.9%   45.9%  42.1%
                                                B                D                                     HI

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q32. (CS)In the last 6 months, how often did your health 
plan's customer service staff treat you with courtesy and 
respect?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               105       28      77       24      63       19      65      21     27     57      105       -        38      67       39     61      85     19

Total Valid Responses        104       28      76       24      63       19      65      21     26     57      104       -        37      67       38     61      85     18
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%            100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      1        -       1        -       -        -       -       -      1      -        1       -         1       -        1      -       -      1

Always                        63       10      53        9      43        8      44       7     11     45       63       -        11      52       25     36      53     10
                           60.6%    35.7%   69.7%    37.5%   68.3%    42.1%   67.7%   33.3%  42.3%  78.9%    60.6%             29.7%   77.6%    65.8%  59.0%   62.4%  55.6%
                                                B                D                F                    HI                                  M

Usually                       24        6      18        8      12        7      11       5     10      9       24       -        12      12        5     16      18      5
                           23.1%    21.4%   23.7%    33.3%   19.0%    36.8%   16.9%   23.8%  38.5%  15.8%    23.1%             32.4%   17.9%    13.2%  26.2%   21.2%  27.8%
                                                                          g                      J                                                         o

Sometimes                     15       11       4        6       7        4       9       8      5      2       15       -        13       2        7      8      13      2
                           14.4%    39.3%    5.3%    25.0%   11.1%    21.1%   13.8%   38.1%  19.2%   3.5%    14.4%             35.1%    3.0%    18.4%  13.1%   15.3%  11.1%
                                        C                                                 J      j                                 N

Never                          2        1       1        1       1        -       1       1      -      1        2       -         1       1        1      1       1      1
                            1.9%     3.6%    1.3%     4.2%    1.6%             1.5%    4.8%          1.8%     1.9%              2.7%    1.5%     2.6%   1.6%    1.2%   5.6%

HEDIS/CAHPS SUMMARY RATE      87       16      71       17      55       15      55      12     21     54       87       -        23      64       30     52      71     15
- Always/Usually           83.7%    57.1%   93.4%    70.8%   87.3%    78.9%   84.6%   57.1%  80.8%  94.7%    83.7%             62.2%   95.5%    78.9%  85.2%   83.5%  83.3%
                                                B                                                h     Hi                                  M

HEDIS/CAHPS SUMMARY RATE      63       10      53        9      43        8      44       7     11     45       63       -        11      52       25     36      53     10
- Always                   60.6%    35.7%   69.7%    37.5%   68.3%    42.1%   67.7%   33.3%  42.3%  78.9%    60.6%             29.7%   77.6%    65.8%  59.0%   62.4%  55.6%
                                                B                D                F                    HI                                  M

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q33.  In the last 6 months, did your health plan give you 
any forms to fill out?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        496      146     340      110     249       95     300      90    147    249      100     389        37      63      273    207     406     83
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     19        3       9        4       7        3       9       2      4      6        5       7         1       4        6      9      13      1

Yes                          124       25      98       27      68       26      80      17     31     75       40      81        12      28       67     51     108     15
                           25.0%    17.1%   28.8%    24.5%   27.3%    27.4%   26.7%   18.9%  21.1%  30.1%    40.0%   20.8%     32.4%   44.4%    24.5%  24.6%   26.6%  18.1%
                                                B                                                      HI        L                                                 r

No                           372      121     242       83     181       69     220      73    116    174       60     308        25      35      206    156     298     68
                           75.0%    82.9%   71.2%    75.5%   72.7%    72.6%   73.3%   81.1%  78.9%  69.9%    60.0%   79.2%     67.6%   55.6%    75.5%  75.4%   73.4%  81.9%
                                        C                                                 J      J                       K                                                q

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q34. In the last 6 months, how often were the forms from 
your health plan easy to fill out?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               496      146     340      110     249       95     300      90    147    249      100     389        37      63      273    207     406     83

Total Valid Responses        493      146     337      110     248       95     297      90    147    246       99     387        37      62      271    206     403     83
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      3        -       3        -       1        -       3       -      -      3        1       2         -       1        2      1       3      -

Always                       445      128     307       88     230       76     274      78    129    228       83     356        32      51      247    185     360     78
                           90.3%    87.7%   91.1%    80.0%   92.7%    80.0%   92.3%   86.7%  87.8%  92.7%    83.8%   92.0%     86.5%   82.3%    91.1%  89.8%   89.3%  94.0%
                                                                 D                F                                      K

Usually                       35       13      22       16      14       14      16       9     11     15       11      23         4       7       20     15      31      4
                            7.1%     8.9%    6.5%    14.5%    5.6%    14.7%    5.4%   10.0%   7.5%   6.1%    11.1%    5.9%     10.8%   11.3%     7.4%   7.3%    7.7%   4.8%
                                                         E                G

Sometimes                     11        4       7        6       3        5       5       2      6      3        4       7         1       3        4      5      10      1
                            2.2%     2.7%    2.1%     5.5%    1.2%     5.3%    1.7%    2.2%   4.1%   1.2%     4.0%    1.8%      2.7%    4.8%     1.5%   2.4%    2.5%   1.2%
                                                         e

Never                          2        1       1        -       1        -       2       1      1      -        1       1         -       1        -      1       2      -
                            0.4%     0.7%    0.3%             0.4%             0.7%    1.1%   0.7%            1.0%    0.3%              1.6%            0.5%    0.5%       

HEDIS/CAHPS SUMMARY RATE     480      141     329      104     244       90     290      87    140    243       94     379        36      58      267    200     391     82
- Always/Usually           97.4%    96.6%   97.6%    94.5%   98.4%    94.7%   97.6%   96.7%  95.2%  98.8%    94.9%   97.9%     97.3%   93.5%    98.5%  97.1%   97.0%  98.8%
                                                                 d                                      i

HEDIS/CAHPS SUMMARY RATE     445      128     307       88     230       76     274      78    129    228       83     356        32      51      247    185     360     78
- Always                   90.3%    87.7%   91.1%    80.0%   92.7%    80.0%   92.3%   86.7%  87.8%  92.7%    83.8%   92.0%     86.5%   82.3%    91.1%  89.8%   89.3%  94.0%
                                                                 D                F                                      K

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q35. What number would you use to rate your health plan? 

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        498      149     349      113     252       97     302      92    151    255      105     386        38      67      269    212     410     80
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     17        -       -        1       4        1       7       -      -      -        -      10         -       -       10      4       9      4

10 - Best health plan        174        -     174       13     116       18     133       -      -    174       40     133         7      33       97     72     154     19
possible                   34.9%            49.9%    11.5%   46.0%    18.6%   44.0%                 68.2%    38.1%   34.5%     18.4%   49.3%    36.1%  34.0%   37.6%  23.8%
                                                                 D                F                                                        M                       R

9                             81        -      81       17      50       12      55       -      -     81       17      63         6      11       39     40      68     11
                           16.3%            23.2%    15.0%   19.8%    12.4%   18.2%                 31.8%    16.2%   16.3%     15.8%   16.4%    14.5%  18.9%   16.6%  13.8%

8                             94        -      94       21      43       19      45       -     94      -       20      72         5      15       45     42      67     23
                           18.9%            26.9%    18.6%   17.1%    19.6%   14.9%          62.3%           19.0%   18.7%     13.2%   22.4%    16.7%  19.8%   16.3%  28.8%
                                                                                                                                                                          Q

7                             57       57       -       22      19       10      34       -     57      -        7      48         5       2       33     23      45     11
                           11.4%    38.3%            19.5%    7.5%    10.3%   11.3%          37.7%            6.7%   12.4%     13.2%    3.0%    12.3%  10.8%   11.0%  13.8%
                                                         E                                                               k         n

6                             26       26       -       11       7        9       9      26      -      -        2      23         1       1       15     10      20      6
                            5.2%    17.4%             9.7%    2.8%     9.3%    3.0%   28.3%                   1.9%    6.0%      2.6%    1.5%     5.6%   4.7%    4.9%   7.5%
                                                         E                G                                              K

5                             40       40       -       14      14       17      18      40      -      -       10      30         7       3       24     16      35      5
                            8.0%    26.8%            12.4%    5.6%    17.5%    6.0%   43.5%                   9.5%    7.8%     18.4%    4.5%     8.9%   7.5%    8.5%   6.3%
                                                         E                G                                                        N

4                              9        9       -        7       1        4       3       9      -      -        4       5         3       1        5      4       7      2
                            1.8%     6.0%             6.2%    0.4%     4.1%    1.0%    9.8%                   3.8%    1.3%      7.9%    1.5%     1.9%   1.9%    1.7%   2.5%
                                                         E

3                              9        9       -        5       1        3       5       9      -      -        2       7         2       -        5      3       9      -
                            1.8%     6.0%             4.4%    0.4%     3.1%    1.7%    9.8%                   1.9%    1.8%      5.3%             1.9%   1.4%    2.2%       
                                                         E

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q35. What number would you use to rate your health plan? 

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

2                              3        3       -        1       -        3       -       3      -      -        2       1         2       -        3      -       3      -
                            0.6%     2.0%             0.9%             3.1%            3.3%                   1.9%    0.3%      5.3%             1.1%           0.7%       

1                              3        3       -        1       -        1       -       3      -      -        -       3         -       -        2      1       1      2
                            0.6%     2.0%             0.9%             1.0%            3.3%                           0.8%                       0.7%   0.5%    0.2%   2.5%

0 - Worst health plan          2        2       -        1       1        1       -       2      -      -        1       1         -       1        1      1       1      1
possible                    0.4%     1.3%             0.9%    0.4%     1.0%            2.2%                   1.0%    0.3%              1.5%     0.4%   0.5%    0.2%   1.3%

SUMMARY  - 0-3                17       17       -        8       2        8       5      17      -      -        5      12         4       1       11      5      14      3
                            3.4%    11.4%             7.1%    0.8%     8.2%    1.7%   18.5%                   4.8%    3.1%     10.5%    1.5%     4.1%   2.4%    3.4%   3.8%
                                                         E                G                                                        n

SUMMARY - 4-7                132      132       -       54      41       40      64      75     57      -       23     106        16       7       77     53     107     24
                           26.5%    88.6%            47.8%   16.3%    41.2%   21.2%   81.5%  37.7%           21.9%   27.5%     42.1%   10.4%    28.6%  25.0%   26.1%  30.0%
                                                         E                G               I                                        N

HEDIS/CAHPS SUMMARY RATE     349        -     349       51     209       49     233       -     94    255       77     268        18      59      181    154     289     53
- 8-10                     70.1%           100.0%    45.1%   82.9%    50.5%   77.2%          62.3% 100.0%    73.3%   69.4%     47.4%   88.1%    67.3%  72.6%   70.5%  66.3%
                                                                 D                F                     I                                  M

HEDIS/CAHPS SUMMARY RATE     255        -     255       30     166       30     188       -      -    255       57     196        13      44      136    112     222     30
- 9-10                     51.2%            73.1%    26.5%   65.9%    30.9%   62.3%                100.0%    54.3%   50.8%     34.2%   65.7%    50.6%  52.8%   54.1%  37.5%
                                                                 D                F                                                        M                       R

Mean                         8.1      5.6     9.2      7.0     8.8      7.0     8.6     4.7    7.6    9.7      8.1     8.1       6.9     8.8      8.0    8.2     8.2    7.8

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q36.  In general, how would you rate your overall health?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        508      149     347      114     254       98     306      92    151    253      104     394        38      66      276    214     416     84
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      7        -       2        -       2        -       3       -      -      2        1       2         -       1        3      2       3      -

Excellent                     52        6      45        4      34        5      35       5     11     35       17      35         1      16       30     22      42      9
                           10.2%     4.0%   13.0%     3.5%   13.4%     5.1%   11.4%    5.4%   7.3%  13.8%    16.3%    8.9%      2.6%   24.2%    10.9%  10.3%   10.1%  10.7%
                                                B                D                F                    HI        l                         M

Very good                    133       29     103       17      68       16      85      12     39     81       22     108         8      14       84     44     104     25
                           26.2%    19.5%   29.7%    14.9%   26.8%    16.3%   27.8%   13.0%  25.8%  32.0%    21.2%   27.4%     21.1%   21.2%    30.4%  20.6%   25.0%  29.8%
                                                B                D                F              H      H                                           P

Good                         183       64     115       49      83       34     108      37     61     81       34     146        13      21      107     68     147     36
                           36.0%    43.0%   33.1%    43.0%   32.7%    34.7%   35.3%   40.2%  40.4%  32.0%    32.7%   37.1%     34.2%   31.8%    38.8%  31.8%   35.3%  42.9%
                                        C                e                                       j

Fair                         106       37      63       26      54       33      58      28     28     44       15      87         7       8       51     50      93     11
                           20.9%    24.8%   18.2%    22.8%   21.3%    33.7%   19.0%   30.4%  18.5%  17.4%    14.4%   22.1%     18.4%   12.1%    18.5%  23.4%   22.4%  13.1%
                                                                          G              IJ                              k                                         R

Poor                          34       13      21       18      15       10      20      10     12     12       16      18         9       7        4     30      30      3
                            6.7%     8.7%    6.1%    15.8%    5.9%    10.2%    6.5%   10.9%   7.9%   4.7%    15.4%    4.6%     23.7%   10.6%     1.4%  14.0%    7.2%   3.6%
                                                         E                                j                      L                 n                       O

HEDIS/CAHPS SUMMARY RATE     185       35     148       21     102       21     120      17     50    116       39     143         9      30      114     66     146     34
- Excellent/Very good      36.4%    23.5%   42.7%    18.4%   40.2%    21.4%   39.2%   18.5%  33.1%  45.8%    37.5%   36.3%     23.7%   45.5%    41.3%  30.8%   35.1%  40.5%
                                                B                D                F              H     HI                                  M        P

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q37.  Do you now smoke cigarettes every day, some days, or 
not at all?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        510      148     349      114     255       97     309      92    150    255      105     395        38      67      278    214     418     84
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      5        1       -        -       1        1       -       -      1      -        -       1         -       -        1      2       1      -

Every day                    151       51      96       39      71       33      89      35     41     71       24     123        11      13       85     61     127     21
                           29.6%    34.5%   27.5%    34.2%   27.8%    34.0%   28.8%   38.0%  27.3%  27.8%    22.9%   31.1%     28.9%   19.4%    30.6%  28.5%   30.4%  25.0%
                                                                                         ij                              k

Some days                     62       17      45       13      34        9      41       6     23     33       16      46         8       8       26     33      52      9
                           12.2%    11.5%   12.9%    11.4%   13.3%     9.3%   13.3%    6.5%  15.3%  12.9%    15.2%   11.6%     21.1%   11.9%     9.4%  15.4%   12.4%  10.7%
                                                                                                 H      h                                                  O

Not at all                   292       77     206       59     149       51     178      48     85    150       64     222        18      46      163    119     234     54
                           57.3%    52.0%   59.0%    51.8%   58.4%    52.6%   57.6%   52.2%  56.7%  58.8%    61.0%   56.2%     47.4%   68.7%    58.6%  55.6%   56.0%  64.3%
                                                                                                                                           M

Don't know                     5        3       2        3       1        4       1       3      1      1        1       4         1       -        4      1       5      -
                            1.0%     2.0%    0.6%     2.6%    0.4%     4.1%    0.3%    3.3%   0.7%   0.4%     1.0%    1.0%      2.6%             1.4%   0.5%    1.2%       
                                                                          g

HEDIS/CAHPS SUMMARY RATE     213       68     141       52     105       42     130      41     64    104       40     169        19      21      111     94     179     30
- % Smokers                41.8%    45.9%   40.4%    45.6%   41.2%    43.3%   42.1%   44.6%  42.7%  40.8%    38.1%   42.8%     50.0%   31.3%    39.9%  43.9%   42.8%  35.7%
                                                                                                                                   n

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q38.  In the last 6 months, on how many visits were you 
advised to quit smoking by a doctor or other health 
provider in your plan?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               213       68     141       52     105       42     130      41     64    104       40     169        19      21      111     94     179     30

Total Valid Responses        195       64     129       50     101       39     118      38     62     93       39     153        19      20       97     91     164     27
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      3        -       1        -       1        1       1       -      -      1        -       2         -       -        1      1       2      1

None                          58       19      39        9      21       14      26      12     16     30       14      43         7       7       35     20      43     12
                           29.7%    29.7%   30.2%    18.0%   20.8%    35.9%   22.0%   31.6%  25.8%  32.3%    35.9%   28.1%     36.8%   35.0%    36.1%  22.0%   26.2%  44.4%
                                                                                                                                                    P                     q

1 visit                       48       15      32       15      27        8      34       7     18     22        5      42         3       2       30     16      44      3
                           24.6%    23.4%   24.8%    30.0%   26.7%    20.5%   28.8%   18.4%  29.0%  23.7%    12.8%   27.5%     15.8%   10.0%    30.9%  17.6%   26.8%  11.1%
                                                                                                                         K                          P              R

2 to 4 visits                 56       22      34       19      31       12      36      15     20     21       15      41         7       8       25     30      48      8
                           28.7%    34.4%   26.4%    38.0%   30.7%    30.8%   30.5%   39.5%  32.3%  22.6%    38.5%   26.8%     36.8%   40.0%    25.8%  33.0%   29.3%  29.6%
                                                                                          j

5 to 9 visits                 15        2      13        2      13        3      12       1      4     10        2      13         2       -        1     14      15      -
                            7.7%     3.1%   10.1%     4.0%   12.9%     7.7%   10.2%    2.6%   6.5%  10.8%     5.1%    8.5%     10.5%             1.0%  15.4%    9.1%       
                                                B                D                                      H                                                  O

10 or more visits             18        6      11        5       9        2      10       3      4     10        3      14         -       3        6     11      14      4
                            9.2%     9.4%    8.5%    10.0%    8.9%     5.1%    8.5%    7.9%   6.5%  10.8%     7.7%    9.2%             15.0%     6.2%  12.1%    8.5%  14.8%

Had no visits                 15        4      11        2       3        2      11       3      2     10        1      14         -       1       13      2      13      2

CURRENT YEAR SUMMARY         137       45      90       41      80       25      92      26     46     63       25     110        12      13       62     71     121     15
RATE - CURRENT YEAR ASTQ   70.3%    70.3%   69.8%    82.0%   79.2%    64.1%   78.0%   68.4%  74.2%  67.7%    64.1%   71.9%     63.2%   65.0%    63.9%  78.0%   73.8%  55.6%
RATE                                                                                                                                                       O       r

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q39.  On how many visits was medication recommended or 
discussed to assist you with quitting smoking (for example: 
nicotine gum, patch, nasal spray, inhaler, prescription 
medication)?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               213       68     141       52     105       42     130      41     64    104       40     169        19      21      111     94     179     30

Total Valid Responses        190       62     126       48     101       39     116      37     60     91       39     149        19      20       94     90     161     26
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      8        2       4        2       1        1       3       1      2      3        -       6         -       -        4      2       5      2

None                         121       35      85       29      60       25      68      20     39     61       26      94        14      12       64     52      98     21
                           63.7%    56.5%   67.5%    60.4%   59.4%    64.1%   58.6%   54.1%  65.0%  67.0%    66.7%   63.1%     73.7%   60.0%    68.1%  57.8%   60.9%  80.8%
                                                                                                                                                                          Q

1 visit                       29        7      22        7      18        7      21       4      7     18        3      26         1       2       13     16      28      1
                           15.3%    11.3%   17.5%    14.6%   17.8%    17.9%   18.1%   10.8%  11.7%  19.8%     7.7%   17.4%      5.3%   10.0%    13.8%  17.8%   17.4%   3.8%
                                                                                                                         k                                         R

2 to 4 visits                 28       16      12       12      13        7      17      11     11      6        9      19         4       5       13     15      24      4
                           14.7%    25.8%    9.5%    25.0%   12.9%    17.9%   14.7%   29.7%  18.3%   6.6%    23.1%   12.8%     21.1%   25.0%    13.8%  16.7%   14.9%  15.4%
                                        C                e                                J      J

5 to 9 visits                  6        2       4        -       5        -       5       1      2      3        -       6         -       -        2      4       5      -
                            3.2%     3.2%    3.2%             5.0%             4.3%    2.7%   3.3%   3.3%             4.0%                       2.1%   4.4%    3.1%       

10 or more visits              6        2       3        -       5        -       5       1      1      3        1       4         -       1        2      3       6      -
                            3.2%     3.2%    2.4%             5.0%             4.3%    2.7%   1.7%   3.3%     2.6%    2.7%              5.0%     2.1%   3.3%    3.7%       

Had no visits                 15        4      11        2       3        2      11       3      2     10        1      14         -       1       13      2      13      2

CURRENT YEAR SUMMARY          69       27      41       19      41       14      48      17     21     30       13      55         5       8       30     38      63      5
RATE - Discussing          36.3%    43.5%   32.5%    39.6%   40.6%    35.9%   41.4%   45.9%  35.0%  33.0%    33.3%   36.9%     26.3%   40.0%    31.9%  42.2%   39.1%  19.2%
Smoking Cessation                                                                                                                                                  R
Medications              

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q40.  On how many visits did your doctor or health provider 
recommend or discuss methods and strategies (other than 
medications) to assist you with quitting smoking?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               213       68     141       52     105       42     130      41     64    104       40     169        19      21      111     94     179     30

Total Valid Responses        193       63     128       50     102       39     118      38     61     92       39     152        19      20       95     92     163     27
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      5        1       2        -       -        1       1       -      1      2        -       3         -       -        3      -       3      1

None                         120       40      79       34      57       32      66      25     38     56       27      92        14      13       60     56     101     17
                           62.2%    63.5%   61.7%    68.0%   55.9%    82.1%   55.9%   65.8%  62.3%  60.9%    69.2%   60.5%     73.7%   65.0%    63.2%  60.9%   62.0%  63.0%
                                                                          G

1 visit                       32        9      23        8      19        5      22       6      9     17        3      29         2       1       19     13      28      4
                           16.6%    14.3%   18.0%    16.0%   18.6%    12.8%   18.6%   15.8%  14.8%  18.5%     7.7%   19.1%     10.5%    5.0%    20.0%  14.1%   17.2%  14.8%
                                                                                                                         K

2 to 4 visits                 29       10      19        7      17        1      21       6     11     12        7      22         3       4       13     15      23      5
                           15.0%    15.9%   14.8%    14.0%   16.7%     2.6%   17.8%   15.8%  18.0%  13.0%    17.9%   14.5%     15.8%   20.0%    13.7%  16.3%   14.1%  18.5%
                                                                                  F

5 to 9 visits                  7        3       4        1       6        -       6       1      2      4        1       6         -       1        1      6       6      1
                            3.6%     4.8%    3.1%     2.0%    5.9%             5.1%    2.6%   3.3%   4.3%     2.6%    3.9%              5.0%     1.1%   6.5%    3.7%   3.7%
                                                                                                                                                           O

10 or more visits              5        1       3        -       3        1       3       -      1      3        1       3         -       1        2      2       5      -
                            2.6%     1.6%    2.3%             2.9%     2.6%    2.5%           1.6%   3.3%     2.6%    2.0%              5.0%     2.1%   2.2%    3.1%       

Had no visits                 15        4      11        2       3        2      11       3      2     10        1      14         -       1       13      2      13      2

CURRENT YEAR SUMMARY          73       23      49       16      45        7      52      13     23     36       12      60         5       7       35     36      62     10
RATE - Discussing          37.8%    36.5%   38.3%    32.0%   44.1%    17.9%   44.1%   34.2%  37.7%  39.1%    30.8%   39.5%     26.3%   35.0%    36.8%  39.1%   38.0%  37.0%
Smoking Cessation                                                                 F
Strategies               

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q41.  In the last 6 months, have you seen a doctor or other 
health provider 3 or more times for the same condition or 
problem?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        506      148     347      112     256       96     308      91    150    254      104     394        37      67      276    214     416     82
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      9        1       2        2       -        2       1       1      1      1        1       2         1       -        3      2       3      2

Yes                          190       53     133       46     114       40     127      34     58     94       57     131        22      35       59    122     171     18
                           37.5%    35.8%   38.3%    41.1%   44.5%    41.7%   41.2%   37.4%  38.7%  37.0%    54.8%   33.2%     59.5%   52.2%    21.4%  57.0%   41.1%  22.0%
                                                                                                                 L                                         O       R

No                           316       95     214       66     142       56     181      57     92    160       47     263        15      32      217     92     245     64
                           62.5%    64.2%   61.7%    58.9%   55.5%    58.3%   58.8%   62.6%  61.3%  63.0%    45.2%   66.8%     40.5%   47.8%    78.6%  43.0%   58.9%  78.0%
                                                                                                                         K                          P                     Q

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q42.  Is this a condition or problem that has lasted for at 
least 3 months?  Do not include pregnancy or menopause.

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               190       53     133       46     114       40     127      34     58     94       57     131        22      35       59    122     171     18

Total Valid Responses        187       53     131       46     112       39     125      34     56     94       56     129        22      34       58    121     168     18
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      3        -       2        -       2        1       2       -      2      -        1       2         -       1        1      1       3      -

Yes                          149       45     101       44      83       34     102      28     47     71       46     101        21      25       45     98     138     10
                           79.7%    84.9%   77.1%    95.7%   74.1%    87.2%   81.6%   82.4%  83.9%  75.5%    82.1%   78.3%     95.5%   73.5%    77.6%  81.0%   82.1%  55.6%
                                                         E                                                                         N                               R

No                            38        8      30        2      29        5      23       6      9     23       10      28         1       9       13     23      30      8
                           20.3%    15.1%   22.9%     4.3%   25.9%    12.8%   18.4%   17.6%  16.1%  24.5%    17.9%   21.7%      4.5%   26.5%    22.4%  19.0%   17.9%  44.4%
                                                                 D                                                                         M                              Q

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q43.  Do you now need or take medicine prescribed by a 
doctor?  Do not include birth control.

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        505      148     346      112     253       96     305      91    151    252      105     391        38      67      275    212     413     84
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     10        1       3        2       3        2       4       1      -      3        -       5         -       -        4      4       6      -

Yes                          271       78     188       71     155       56     184      49     79    138       65     199        26      39      111    148     246     21
                           53.7%    52.7%   54.3%    63.4%   61.3%    58.3%   60.3%   53.8%  52.3%  54.8%    61.9%   50.9%     68.4%   58.2%    40.4%  69.8%   59.6%  25.0%
                                                                                                                 L                                         O       R

No                           234       70     158       41      98       40     121      42     72    114       40     192        12      28      164     64     167     63
                           46.3%    47.3%   45.7%    36.6%   38.7%    41.7%   39.7%   46.2%  47.7%  45.2%    38.1%   49.1%     31.6%   41.8%    59.6%  30.2%   40.4%  75.0%
                                                                                                                         K                          P                     Q

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 132

                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q44.  Is this to treat a condition that has lasted for at 
least 3 months?  Do not include pregnancy or menopause.

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               271       78     188       71     155       56     184      49     79    138       65     199        26      39      111    148     246     21

Total Valid Responses        267       77     185       71     154       55     182      48     78    136       64     196        26      38      108    147     242     21
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      4        1       3        -       1        1       2       1      1      2        1       3         -       1        3      1       4      -

Yes                          234       70     160       65     132       50     160      44     71    115       55     173        24      31       93    132     215     16
                           87.6%    90.9%   86.5%    91.5%   85.7%    90.9%   87.9%   91.7%  91.0%  84.6%    85.9%   88.3%     92.3%   81.6%    86.1%  89.8%   88.8%  76.2%

No                            33        7      25        6      22        5      22       4      7     21        9      23         2       7       15     15      27      5
                           12.4%     9.1%   13.5%     8.5%   14.3%     9.1%   12.1%    8.3%   9.0%  15.4%    14.1%   11.7%      7.7%   18.4%    13.9%  10.2%   11.2%  23.8%

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q45.  What is your age?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        509      149     347      114     256       97     309      92    151    253      105     395        38      67      277    215     418     83
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      6        -       2        -       -        1       -       -      -      2        -       1         -       -        2      1       1      1

18 to 24                     196       53     138       37      96       32     115      26     68     97       41     152        11      30      124     65     152     42
                           38.5%    35.6%   39.8%    32.5%   37.5%    33.0%   37.2%   28.3%  45.0%  38.3%    39.0%   38.5%     28.9%   44.8%    44.8%  30.2%   36.4%  50.6%

25 to 34                     158       49     104       33      79       30      91      31     43     79       31     124        13      18       81     72     125     29
                           31.0%    32.9%   30.0%    28.9%   30.9%    30.9%   29.4%   33.7%  28.5%  31.2%    29.5%   31.4%     34.2%   26.9%    29.2%  33.5%   29.9%  34.9%

35 to 44                      99       27      70       25      54       20      64      20     25     52       20      77         7      13       47     49      86     11
                           19.4%    18.1%   20.2%    21.9%   21.1%    20.6%   20.7%   21.7%  16.6%  20.6%    19.0%   19.5%     18.4%   19.4%    17.0%  22.8%   20.6%  13.3%

45 to 54                      45       18      26       17      20       13      30      13     14     17       12      32         6       6       19     24      44      1
                            8.8%    12.1%    7.5%    14.9%    7.8%    13.4%    9.7%   14.1%   9.3%   6.7%    11.4%    8.1%     15.8%    9.0%     6.9%  11.2%   10.5%   1.2%

55 to 64                       9        2       7        2       6        2       7       2      1      6        1       8         1       -        5      4       9      -
                            1.8%     1.3%    2.0%     1.8%    2.3%     2.1%    2.3%    2.2%   0.7%   2.4%     1.0%    2.0%      2.6%             1.8%   1.9%    2.2%       

65 to 74                       2        -       2        -       1        -       2       -      -      2        -       2         -       -        1      1       2      -
                            0.4%             0.6%             0.4%             0.6%                  0.8%             0.5%                       0.4%   0.5%    0.5%       

75 or older                    -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -
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Q46.  Are you male or female?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        509      149     347      114     255       98     307      92    151    253      103     396        38      65      276    215     417     84
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      6        -       2        -       1        -       2       -      -      2        2       -         -       2        3      1       2      -

Male                          75       26      48       17      34       16      48      13     27     34       11      63         2       9       53     20      66      6
                           14.7%    17.4%   13.8%    14.9%   13.3%    16.3%   15.6%   14.1%  17.9%  13.4%    10.7%   15.9%      5.3%   13.8%    19.2%   9.3%   15.8%   7.1%

Female                       434      123     299       97     221       82     259      79    124    219       92     333        36      56      223    195     351     78
                           85.3%    82.6%   86.2%    85.1%   86.7%    83.7%   84.4%   85.9%  82.1%  86.6%    89.3%   84.1%     94.7%   86.2%    80.8%  90.7%   84.2%  92.9%
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Q47.  What is the highest grade or level of school that you 
have completed?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        505      146     346      110     255       96     307      89    150    253      103     392        36      67      274    213     415     82
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     10        3       3        4       1        2       2       3      1      2        2       4         2       -        5      3       4      2

8th grade or less             18        5      12        4      14        7      11       5      3      9        6      11         2       4        4     14      18      -
                            3.6%     3.4%    3.5%     3.6%    5.5%     7.3%    3.6%    5.6%   2.0%   3.6%     5.8%    2.8%      5.6%    6.0%     1.5%   6.6%    4.3%       

Some high school, but        103       22      76       26      50       22      63      13     28     57       17      84         3      14       53     46      86     14
did not graduate           20.4%    15.1%   22.0%    23.6%   19.6%    22.9%   20.5%   14.6%  18.7%  22.5%    16.5%   21.4%      8.3%   20.9%    19.3%  21.6%   20.7%  17.1%

High school graduate or      234       73     156       41     120       37     147      43     68    118       44     185        15      29      139     88     189     41
GED                        46.3%    50.0%   45.1%    37.3%   47.1%    38.5%   47.9%   48.3%  45.3%  46.6%    42.7%   47.2%     41.7%   43.3%    50.7%  41.3%   45.5%  50.0%

Some college or 2-year       142       42      98       37      67       29      81      25     47     68       35     105        16      19       73     62     116     25
degree                     28.1%    28.8%   28.3%    33.6%   26.3%    30.2%   26.4%   28.1%  31.3%  26.9%    34.0%   26.8%     44.4%   28.4%    26.6%  29.1%   28.0%  30.5%

4-year college graduate        6        3       3        2       3        1       4       2      3      1        1       5         -       1        4      2       5      1
                            1.2%     2.1%    0.9%     1.8%    1.2%     1.0%    1.3%    2.2%   2.0%   0.4%     1.0%    1.3%              1.5%     1.5%   0.9%    1.2%   1.2%

More than 4-year college       2        1       1        -       1        -       1       1      1      -        -       2         -       -        1      1       1      1
degree                      0.4%     0.7%    0.3%             0.4%             0.3%    1.1%   0.7%                    0.5%                       0.4%   0.5%    0.2%   1.2%
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Q48.  Are you of Hispanic or Latino origin or descent?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        482      143     327      109     242       94     293      87    142    241       99     374        36      63      261    204     398     76
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     33        6      22        5      14        4      16       5      9     14        6      22         2       4       18     12      21      8

Yes, Hispanic or Latino       20        7      12        6       7        4      12       4      5     10        3      17         3       -       14      6      16      4
                            4.1%     4.9%    3.7%     5.5%    2.9%     4.3%    4.1%    4.6%   3.5%   4.1%     3.0%    4.5%      8.3%             5.4%   2.9%    4.0%   5.3%

No, not Hispanic or          462      136     315      103     235       90     281      83    137    231       96     357        33      63      247    198     382     72
Latino                     95.9%    95.1%   96.3%    94.5%   97.1%    95.7%   95.9%   95.4%  96.5%  95.9%    97.0%   95.5%     91.7%  100.0%    94.6%  97.1%   96.0%  94.7%
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Q49.  What is your race?  Please mark one or more.

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        524      151     361      114     264      102     316      93    156    263      108     406        36      72      287    219     428     88

Total Respondents            500      145     343      109     253       96     303      89    150    249      103     388        36      67      271    211     409     83
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

White                        370      104     258       81     185       70     225      65    110    187       79     285        29      50      206    149     302     61
                           74.0%    71.7%   75.2%    74.3%   73.1%    72.9%   74.3%   73.0%  73.3%  75.1%    76.7%   73.5%     80.6%   74.6%    76.0%  70.6%   73.8%  73.5%

Black or African-            120       35      82       27      62       24      72      20     37     60       25      92         6      19       60     57      98     21
American                   24.0%    24.1%   23.9%    24.8%   24.5%    25.0%   23.8%   22.5%  24.7%  24.1%    24.3%   23.7%     16.7%   28.4%    22.1%  27.0%   24.0%  25.3%

Asian                          5        2       3        1       2        2       2       2      -      3        1       3         -       1        3      2       4      1
                            1.0%     1.4%    0.9%     0.9%    0.8%     2.1%    0.7%    2.2%          1.2%     1.0%    0.8%              1.5%     1.1%   0.9%    1.0%   1.2%

Native Hawaiian or other       -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -
Pacific Islander                                                                                                                                                           

American Indian or            11        4       7        3       6        3       7       2      3      6        3       8         1       2        6      5      10      1
Alaska Native               2.2%     2.8%    2.0%     2.8%    2.4%     3.1%    2.3%    2.2%   2.0%   2.4%     2.9%    2.1%      2.8%    3.0%     2.2%   2.4%    2.4%   1.2%

Other                         18        6      11        2       9        3      10       4      6      7        -      18         -       -       12      6      14      4
                            3.6%     4.1%    3.2%     1.8%    3.6%     3.1%    3.3%    4.5%   4.0%   2.8%             4.6%                       4.4%   2.8%    3.4%   4.8%

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 138

                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q50.  Did someone help you complete this survey?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               272       90     176       67     142       58     172      59     77    130       59     208        22      37      151    116     236     33

Total Valid Responses        269       90     173       67     141       56     172      59     75    129       57     208        22      35      151    115     233     33
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      3        -       3        -       1        2       -       -      2      1        2       -         -       2        -      1       3      -

Yes                           24        6      18        5      13        5      17       3     10     11        5      19         1       4       13     11      23      1
                            8.9%     6.7%   10.4%     7.5%    9.2%     8.9%    9.9%    5.1%  13.3%   8.5%     8.8%    9.1%      4.5%   11.4%     8.6%   9.6%    9.9%   3.0%

No                           245       84     155       62     128       51     155      56     65    118       52     189        21      31      138    104     210     32
                           91.1%    93.3%   89.6%    92.5%   90.8%    91.1%   90.1%   94.9%  86.7%  91.5%    91.2%   90.9%     95.5%   88.6%    91.4%  90.4%   90.1%  97.0%
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Q51.  How did that person help you?  Mark all that apply.

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible                25        6      19        5      14        5      17       3     10     12        5      20         1       4       13     12      24      1

Total Valid Responses         28        6      22        6      16        5      19       3     10     15        5      23         1       4       13     15      27      1

Total Respondents             25        6      19        5      14        5      17       3     10     12        5      20         1       4       13     12      24      1
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

Read the questions to me      13        2      11        5       7        3       9       1      4      8        2      11         -       2        3     10      13      -
                           52.0%    33.3%   57.9%   100.0%   50.0%    60.0%   52.9%   33.3%  40.0%  66.7%    40.0%   55.0%             50.0%    23.1%  83.3%   54.2%       

Wrote down the answers I       6        1       5        1       3        1       4       -      1      5        2       4         -       2        4      2       6      -
gave                       24.0%    16.7%   26.3%    20.0%   21.4%    20.0%   23.5%          10.0%  41.7%    40.0%   20.0%             50.0%    30.8%  16.7%   25.0%       

Answered the questions         4        2       2        -       2        1       2       2      1      1        -       4         -       -        4      -       4      -
for me                     16.0%    33.3%   10.5%            14.3%    20.0%   11.8%   66.7%  10.0%   8.3%            20.0%                      30.8%          16.7%       

Translated the questions       2        -       2        -       2        -       2       -      2      -        -       2         -       -        1      1       2      -
into my language            8.0%            10.5%            14.3%            11.8%          20.0%                   10.0%                       7.7%   8.3%    8.3%       

Helped in some other way       3        1       2        -       2        -       2       -      2      1        1       2         1       -        1      2       2      1
                           12.0%    16.7%   10.5%            14.3%            11.8%          20.0%   8.3%    20.0%   10.0%    100.0%             7.7%  16.7%    8.3% 100.0%
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Q52. How often do you visit MHS's website 
(www.managedhealthservices.com)?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        388      115     264       84     193       75     231      74    120    185       82     300        29      53      217    159     316     65
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    127       34      85       30      63       23      78      18     31     70       23      96         9      14       62     57     103     19

Once a week                    3        -       3        -       2        1       1       -      2      1        1       2         -       1        2      1       2      1
                            0.8%             1.1%             1.0%     1.3%    0.4%           1.7%   0.5%     1.2%    0.7%              1.9%     0.9%   0.6%    0.6%   1.5%

2-3 times a week               3        1       2        -       3        -       2       1      -      2        3       -         1       2        1      2       2      1
                            0.8%     0.9%    0.8%             1.6%             0.9%    1.4%          1.1%     3.7%              3.4%    3.8%     0.5%   1.3%    0.6%   1.5%

Once a month                  10        2       8        2       7        1       6       1      3      6        7       3         2       5        3      6       7      3
                            2.6%     1.7%    3.0%     2.4%    3.6%     1.3%    2.6%    1.4%   2.5%   3.2%     8.5%    1.0%      6.9%    9.4%     1.4%   3.8%    2.2%   4.6%

Rarely                        69       21      48       16      35       13      40      16     27     26       21      47         9      12       39     28      54     15
                           17.8%    18.3%   18.2%    19.0%   18.1%    17.3%   17.3%   21.6%  22.5%  14.1%    25.6%   15.7%     31.0%   22.6%    18.0%  17.6%   17.1%  23.1%

Never                        303       91     203       66     146       60     182      56     88    150       50     248        17      33      172    122     251     45
                           78.1%    79.1%   76.9%    78.6%   75.6%    80.0%   78.8%   75.7%  73.3%  81.1%    61.0%   82.7%     58.6%   62.3%    79.3%  76.7%   79.4%  69.2%

TMG SUMMARY RATE -Once a       6        1       5        -       5        1       3       1      2      3        4       2         1       3        3      3       4      2
week/2-3 times a week       1.5%     0.9%    1.9%             2.6%     1.3%    1.3%    1.4%   1.7%   1.6%     4.9%    0.7%      3.4%    5.7%     1.4%   1.9%    1.3%   3.1%

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 141

                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q53. Where do go to use a computer or get on the Internet?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        314       96     211       65     157       59     185      63     96    148       72     237        26      46      181    125     253     58
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    133       35      90       30      67       23      83      18     32     75       23     102         9      14       63     61     108     19

Library                       59       23      36       17      27       15      32      16     19     24       14      45         3      11       27     31      49     10
                           18.8%    24.0%   17.1%    26.2%   17.2%    25.4%   17.3%   25.4%  19.8%  16.2%    19.4%   19.0%     11.5%   23.9%    14.9%  24.8%   19.4%  17.2%

My home                      191       55     130       36      95       30     119      35     59     91       46     141        18      28      116     71     155     33
                           60.8%    57.3%   61.6%    55.4%   60.5%    50.8%   64.3%   55.6%  61.5%  61.5%    63.9%   59.5%     69.2%   60.9%    64.1%  56.8%   61.3%  56.9%

Friend's house                38        9      29        5      21       10      17       5     11     22        6      31         3       3       22     13      28     10
                           12.1%     9.4%   13.7%     7.7%   13.4%    16.9%    9.2%    7.9%  11.5%  14.9%     8.3%   13.1%     11.5%    6.5%    12.2%  10.4%   11.1%  17.2%

Do not use computer or        68       18      48       19      32       16      41      11     23     32       10      57         3       7       35     30      58      7
Internet                 

Other                         26        9      16        7      14        4      17       7      7     11        6      20         2       4       16     10      21      5
                            8.3%     9.4%    7.6%    10.8%    8.9%     6.8%    9.2%   11.1%   7.3%   7.4%     8.3%    8.4%      7.7%    8.7%     8.8%   8.0%    8.3%   8.6%
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Q54. What has most often made you think of MHS?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        355      105     242       80     182       70     212      68    104    175       76     273        27      49      199    149     291     59
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    160       44     107       34      74       28      97      24     47     80       29     123        11      18       80     67     128     25

RosieRoo                       2        1       1        -       2        -       2       1      -      1        1       1         1       -        1      1       2      -
                            0.6%     1.0%    0.4%             1.1%             0.9%    1.5%          0.6%     1.3%    0.4%      3.7%             0.5%   0.7%    0.7%       

Billboards                     4        2       2        2       -        2       -       -      3      1        -       3         -       -        2      1       3      1
                            1.1%     1.9%    0.8%     2.5%             2.9%                   2.9%   0.6%             1.1%                       1.0%   0.7%    1.0%   1.7%

Ads on buses                   6        1       5        -       1        1       2       1      1      4        -       6         -       -        5      1       4      2
                            1.7%     1.0%    2.1%             0.5%     1.4%    0.9%    1.5%   1.0%   2.3%             2.2%                       2.5%   0.7%    1.4%   3.4%

Posters in doctor's          137       33     101       28      82       24      89      19     43     72       34     100        11      23       64     70     117     20
office                     38.6%    31.4%   41.7%    35.0%   45.1%    34.3%   42.0%   27.9%  41.3%  41.1%    44.7%   36.6%     40.7%   46.9%    32.2%  47.0%   40.2%  33.9%

Other                        206       68     133       50      97       43     119      47     57     97       41     163        15      26      127     76     165     36
                           58.0%    64.8%   55.0%    62.5%   53.3%    61.4%   56.1%   69.1%  54.8%  55.4%    53.9%   59.7%     55.6%   53.1%    63.8%  51.0%   56.7%  61.0%
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Q55. Do you know the difference between MHS, Hoosier 
Healthwise, and Medicaid?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        384      112     262       84     190       74     229      72    118    184       82     295        28      54      216    156     313     64
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    131       37      87       30      66       24      80      20     33     71       23     101        10      13       63     60     106     20

Yes                          109       22      83       18      59       16      70      15     30     60       27      79         6      21       69     37      90     18
                           28.4%    19.6%   31.7%    21.4%   31.1%    21.6%   30.6%   20.8%  25.4%  32.6%    32.9%   26.8%     21.4%   38.9%    31.9%  23.7%   28.8%  28.1%

No                           275       90     179       66     131       58     159      57     88    124       55     216        22      33      147    119     223     46
                           71.6%    80.4%   68.3%    78.6%   68.9%    78.4%   69.4%   79.2%  74.6%  67.4%    67.1%   73.2%     78.6%   61.1%    68.1%  76.3%   71.2%  71.9%

TMG SUMMARY RATE - Yes       109       22      83       18      59       16      70      15     30     60       27      79         6      21       69     37      90     18
                           28.4%    19.6%   31.7%    21.4%   31.1%    21.6%   30.6%   20.8%  25.4%  32.6%    32.9%   26.8%     21.4%   38.9%    31.9%  23.7%   28.8%  28.1%
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Q56. Who are you most likely to call when you have 
questions about your benefits?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        369      114     246       85     185       70     223      73    113    174       76     286        27      49      207    153     302     63
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    146       35     103       29      71       28      86      19     38     81       29     110        11      18       72     63     117     21

MHS                          126       33      91       17      79       21      86      21     37     66       31      94         8      23       59     62     108     18
                           34.1%    28.9%   37.0%    20.0%   42.7%    30.0%   38.6%   28.8%  32.7%  37.9%    40.8%   32.9%     29.6%   46.9%    28.5%  40.5%   35.8%  28.6%

Hoosier Healthwise           110       34      72       29      50       22      57      20     36     50       28      78        12      16       65     44      84     26
                           29.8%    29.8%   29.3%    34.1%   27.0%    31.4%   25.6%   27.4%  31.9%  28.7%    36.8%   27.3%     44.4%   32.7%    31.4%  28.8%   27.8%  41.3%

Medicaid                      80       28      52       25      38       16      48      18     26     36       14      66         5       9       46     33      67     11
                           21.7%    24.6%   21.1%    29.4%   20.5%    22.9%   21.5%   24.7%  23.0%  20.7%    18.4%   23.1%     18.5%   18.4%    22.2%  21.6%   22.2%  17.5%

Other                         53       19      31       14      18       11      32      14     14     22        3      48         2       1       37     14      43      8
                           14.4%    16.7%   12.6%    16.5%    9.7%    15.7%   14.3%   19.2%  12.4%  12.6%     3.9%   16.8%      7.4%    2.0%    17.9%   9.2%   14.2%  12.7%
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Q57. Would you recommend your health plan to your family or 
friends?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        322       98     216       71     171       62     201      61     94    159       69     246        24      45      178    135     270     47
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    193       51     133       43      85       36     108      31     57     96       36     150        14      22      101     81     149     37

Definitely Yes               160       21     133       23      98       24     114      11     30    113       34     122         8      26       91     63     139     19
                           49.7%    21.4%   61.6%    32.4%   57.3%    38.7%   56.7%   18.0%  31.9%  71.1%    49.3%   49.6%     33.3%   57.8%    51.1%  46.7%   51.5%  40.4%

Probably Yes                 124       53      69       34      60       28      72      32     51     39       23      99         9      14       63     59     103     19
                           38.5%    54.1%   31.9%    47.9%   35.1%    45.2%   35.8%   52.5%  54.3%  24.5%    33.3%   40.2%     37.5%   31.1%    35.4%  43.7%   38.1%  40.4%

Probably Not                  27       19       8       10      11        8      10      14      7      6       10      16         6       4       18      9      21      5
                            8.4%    19.4%    3.7%    14.1%    6.4%    12.9%    5.0%   23.0%   7.4%   3.8%    14.5%    6.5%     25.0%    8.9%    10.1%   6.7%    7.8%  10.6%

Definitely Not                11        5       6        4       2        2       5       4      6      1        2       9         1       1        6      4       7      4
                            3.4%     5.1%    2.8%     5.6%    1.2%     3.2%    2.5%    6.6%   6.4%   0.6%     2.9%    3.7%      4.2%    2.2%     3.4%   3.0%    2.6%   8.5%

TMG SUMMARY RATE -           284       74     202       57     158       52     186      43     81    152       57     221        17      40      154    122     242     38
Definitely Yes/Probably    88.2%    75.5%   93.5%    80.3%   92.4%    83.9%   92.5%   70.5%  86.2%  95.6%    82.6%   89.8%     70.8%   88.9%    86.5%  90.4%   89.6%  80.9%
Yes                      
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Q58.  If you intend to switch your health plan when you 
next have an opportunity, why would you do so?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        288       96     186       73     142       59     170      61     90    131       62     222        25      37      167    116     235     51
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    227       53     163       41     114       39     139      31     61    124       43     174        13      30      112    100     184     33

My preferred doctor or        53       12      40       10      30        6      35       6     19     27       14      39         3      11       26     25      42     10
hospital is not with MHS   18.4%    12.5%   21.5%    13.7%   21.1%    10.2%   20.6%    9.8%  21.1%  20.6%    22.6%   17.6%     12.0%   29.7%    15.6%  21.6%   17.9%  19.6%
                                                B                                 F              H      H                                  m

Getting billed by MHS          3        -       3        -       3        -       2       -      1      2        2       1         -       2        -      3       2      1
doctors                     1.0%             1.6%             2.1%             1.2%           1.1%   1.5%     3.2%    0.5%              5.4%            2.6%    0.9%   2.0%

My prescription               28       13      13        8      16        7      17       9      9      8        8      19         6       2       13     14      25      3
medicines are not           9.7%    13.5%    7.0%    11.0%   11.3%    11.9%   10.0%   14.8%  10.0%   6.1%    12.9%    8.6%     24.0%    5.4%     7.8%  12.1%   10.6%   5.9%
covered                                 c                                                 j                                        N

My family or friends are      10        3       7        2       3        3       2       2      6      2        3       7         2       1        6      4       6      4
with doctors not on the     3.5%     3.1%    3.8%     2.7%    2.1%     5.1%    1.2%    3.3%   6.7%   1.5%     4.8%    3.2%      8.0%    2.7%     3.6%   3.4%    2.6%   7.8%
MHS network                                                                                      j

My doctor or his office       17        8       9       11       4        8       5       5      6      6        4      13         1       3        8      8      13      4
staff did not treat me      5.9%     8.3%    4.8%    15.1%    2.8%    13.6%    2.9%    8.2%   6.7%   4.6%     6.5%    5.9%      4.0%    8.1%     4.8%   6.9%    5.5%   7.8%
with courtesy and                                        E                G
respect                  

Other                        177       60     114       42      86       35     109      39     49     86       31     143        13      18      114     62     147     29
                           61.5%    62.5%   61.3%    57.5%   60.6%    59.3%   64.1%   63.9%  54.4%  65.6%    50.0%   64.4%     52.0%   48.6%    68.3%  53.4%   62.6%  56.9%
                                                                                                        i                K                          P

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q59.  If you had a problem getting help from your health 
plan's customer service, what was the main reason?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses         98       48      49       33      42       22      51      34     31     32       28      68        17      11       60     38      74     23
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    178       48     118       37      87       33     105      27     45     94       30     139        13      17       91     76     142     29

I didn't have a problem      239       53     182       44     127       43     153      31     75    129       47     189         8      39      128    102     203     32
getting help from        
customer service         

I had to stay on the          28       12      16        9      13        6      16       8      7     13        9      18         4       5       17     11      23      4
line too long waiting      28.6%    25.0%   32.7%    27.3%   31.0%    27.3%   31.4%   23.5%  22.6%  40.6%    32.1%   26.5%     23.5%   45.5%    28.3%  28.9%   31.1%  17.4%
for customer service     

Customer service was           3        -       3        2       1        1       2       -      1      2        -       3         -       -        2      1       3      -
closed when I called        3.1%             6.1%     6.1%    2.4%     4.5%    3.9%           3.2%   6.3%             4.4%                       3.3%   2.6%    4.1%       

The information customer       4        2       2        -       2        2       1       1      2      1        1       3         1       -        2      2       3      1
service gave me was not     4.1%     4.2%    4.1%             4.8%     9.1%    2.0%    2.9%   6.5%   3.1%     3.6%    4.4%      5.9%             3.3%   5.3%    4.1%   4.3%
correct                  

Customer service did not       4        4       -        3       1        2       1       2      2      -        3       1         3       -        2      2       3      1
have the information I      4.1%     8.3%             9.1%    2.4%     9.1%    2.0%    5.9%   6.5%           10.7%    1.5%     17.6%             3.3%   5.3%    4.1%   4.3%
needed                   

I had to wait too long         6        2       4        -       4        -       5       1      4      1        2       4         1       1        4      2       5      1
for someone to call me      6.1%     4.2%    8.2%             9.5%             9.8%    2.9%  12.9%   3.1%     7.1%    5.9%      5.9%    9.1%     6.7%   5.3%    6.8%   4.3%
back                     

No one called me back         12        8       4        5       5        3       6       7      2      3        4       8         2       2        8      4       9      3
                           12.2%    16.7%    8.2%    15.2%   11.9%    13.6%   11.8%   20.6%   6.5%   9.4%    14.3%   11.8%     11.8%   18.2%    13.3%  10.5%   12.2%  13.0%
                                                                                          i

Some other reason             41       20      20       14      16        8      20      15     13     12        9      31         6       3       25     16      28     13
                           41.8%    41.7%   40.8%    42.4%   38.1%    36.4%   39.2%   44.1%  41.9%  37.5%    32.1%   45.6%     35.3%   27.3%    41.7%  42.1%   37.8%  56.5%

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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                                                                                 770-978-3173
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Q60.  When choosing your health plan, what is the most 
important to you?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        365      109     247       80     186       68     222      69    114    173       79     279        27      52      204    154     298     62
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    150       40     102       34      70       30      87      23     37     82       26     117        11      15       75     62     121     22

The selection of doctors     157       42     114       30      91       26      99      28     43     85       37     120         8      29       81     73     126     29
                           43.0%    38.5%   46.2%    37.5%   48.9%    38.2%   44.6%   40.6%  37.7%  49.1%    46.8%   43.0%     29.6%   55.8%    39.7%  47.4%   42.3%  46.8%
                                                                 d                                      i                                  M

If free benefits are          88       25      59       19      42       17      51      11     34     39       11      73         5       6       50     36      72     14
offered                    24.1%    22.9%   23.9%    23.8%   22.6%    25.0%   23.0%   15.9%  29.8%  22.5%    13.9%   26.2%     18.5%   11.5%    24.5%  23.4%   24.2%  22.6%
                                                                                                 H                       K

Friendly customer             45       17      26       10      25       11      27      10     13     20       11      33         4       7       26     18      39      6
service representatives    12.3%    15.6%   10.5%    12.5%   13.4%    16.2%   12.2%   14.5%  11.4%  11.6%    13.9%   11.8%     14.8%   13.5%    12.7%  11.7%   13.1%   9.7%

Disease management            13        6       7        5       6        3       9       5      2      6        5       8         2       3        5      8      12      1
programs                    3.6%     5.5%    2.8%     6.3%    3.2%     4.4%    4.1%    7.2%   1.8%   3.5%     6.3%    2.9%      7.4%    5.8%     2.5%   5.2%    4.0%   1.6%

Other                         62       19      41       16      22       11      36      15     22     23       15      45         8       7       42     19      49     12
                           17.0%    17.4%   16.6%    20.0%   11.8%    16.2%   16.2%   21.7%  19.3%  13.3%    19.0%   16.1%     29.6%   13.5%    20.6%  12.3%   16.4%  19.4%
                                                                                                                                                    P

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q61. In the past 6 months, if you had difficulty finding or 
understanding information about your benefits in printed 
materials, what was the reason?  Mark all that apply.

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        371      110     254       80     186       71     233      72    114    178       82     283        27      55      205    153     312     54

Total Respondents            120       52      66       33      52       28      76      36     37     45       32      87        18      14       65     51     105     14
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

I did not have dificulty     232       52     175       46     126       40     142      31     73    123       45     182         7      38      130     95     189     39
and was able to locate   
the information I needed 

I could not find the          18        8       9        1      13        2      15       8      2      7        5      13         3       2       10      7      17      1
printed materials          15.0%    15.4%   13.6%     3.0%   25.0%     7.1%   19.7%   22.2%   5.4%  15.6%    15.6%   14.9%     16.7%   14.3%    15.4%  13.7%   16.2%   7.1%

I could not understand        18        6      12        3       6        4      10       4      4     10        5      13         3       2       11      6      14      3
the information the way    15.0%    11.5%   18.2%     9.1%   11.5%    14.3%   13.2%   11.1%  10.8%  22.2%    15.6%   14.9%     16.7%   14.3%    16.9%  11.8%   13.3%  21.4%
it was written           

The information was not       13        6       7        3       5        2      10       5      5      3        6       7         3       3        5      7      12      1
well organized or too      10.8%    11.5%   10.6%     9.1%    9.6%     7.1%   13.2%   13.9%  13.5%   6.7%    18.8%    8.0%     16.7%   21.4%     7.7%  13.7%   11.4%   7.1%
complex                  

I did not look for            28       11      17        7      12        6      17       9      7     12        4      24         3       1       15     12      23      5
information in the         23.3%    21.2%   25.8%    21.2%   23.1%    21.4%   22.4%   25.0%  18.9%  26.7%    12.5%   27.6%     16.7%    7.1%    23.1%  23.5%   21.9%  35.7%
materials provided       

I always prefer to talk       62       27      34       20      24       17      39      15     23     23       17      44         8       9       34     26      57      5
with customer service      51.7%    51.9%   51.5%    60.6%   46.2%    60.7%   51.3%   41.7%  62.2%  51.1%    53.1%   50.6%     44.4%   64.3%    52.3%  51.0%   54.3%  35.7%

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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Q62. Do you feel that the medical care you received in the 
last 6 months has improved your health?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        362      105     248       82     188       67     221      66    112    175       80     276        27      53      198    155     296     61
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    153       44     101       32      68       31      88      26     39     80       25     120        11      14       81     61     123     23

Yes                          281       64     209       50     168       45     186      37     83    153       57     219        15      42      152    124     238     40
                           77.6%    61.0%   84.3%    61.0%   89.4%    67.2%   84.2%   56.1%  74.1%  87.4%    71.3%   79.3%     55.6%   79.2%    76.8%  80.0%   80.4%  65.6%
                                                B                D                F              H     HI                                  M                       R

No                            81       41      39       32      20       22      35      29     29     22       23      57        12      11       46     31      58     21
                           22.4%    39.0%   15.7%    39.0%   10.6%    32.8%   15.8%   43.9%  25.9%  12.6%    28.8%   20.7%     44.4%   20.8%    23.2%  20.0%   19.6%  34.4%
                                        C                E                G              IJ      J                                 N                                      Q

TMG SUMMARY RATE - Yes       281       64     209       50     168       45     186      37     83    153       57     219        15      42      152    124     238     40
                           77.6%    61.0%   84.3%    61.0%   89.4%    67.2%   84.2%   56.1%  74.1%  87.4%    71.3%   79.3%     55.6%   79.2%    76.8%  80.0%   80.4%  65.6%
                                                B                D                F              H     HI                                  M                       R

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
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Q63. What is the best way to get information to you about 
your health plan?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        377      111     257       82     190       72     227      72    115    181       80     290        27      53      208    158     308     62
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    138       38      92       32      66       26      82      20     36     74       25     106        11      14       71     58     111     22

Mail                         312       90     214       71     150       64     182      60     91    153       60     247        18      42      174    129     252     54
                           82.8%    81.1%   83.3%    86.6%   78.9%    88.9%   80.2%   83.3%  79.1%  84.5%    75.0%   85.2%     66.7%   79.2%    83.7%  81.6%   81.8%  87.1%
                                                                          g                                              k

Phone                         47       16      30        8      31        6      36       8     19     19       15      30         8       7       24     22      43      3
                           12.5%    14.4%   11.7%     9.8%   16.3%     8.3%   15.9%   11.1%  16.5%  10.5%    18.8%   10.3%     29.6%   13.2%    11.5%  13.9%   14.0%   4.8%
                                                                                  f                              l                 n                               R

Internet                      18        5      13        3       9        2       9       4      5      9        5      13         1       4       10      7      13      5
                            4.8%     4.5%    5.1%     3.7%    4.7%     2.8%    4.0%    5.6%   4.3%   5.0%     6.3%    4.5%      3.7%    7.5%     4.8%   4.4%    4.2%   8.1%

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
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Q64. How would you rate Managed Health Services' Member 
Services' timeliness in responding to your request for 
information or help?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        343       99     237       76     178       66     205      65    102    169       78     259        25      53      190    145     279     58
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    172       50     112       38      78       32     104      27     49     86       27     137        13      14       89     71     140     26

Excellent                    108       11      96        9      73        6      86       6     12     89       23      83         3      20       60     45      93     13
                           31.5%    11.1%   40.5%    11.8%   41.0%     9.1%   42.0%    9.2%  11.8%  52.7%    29.5%   32.0%     12.0%   37.7%    31.6%  31.0%   33.3%  22.4%
                                                B                D                F                    HI                                  M                       r

Very good                     89       17      71       16      50       22      48      11     33     44       16      71         2      14       49     37      73     15
                           25.9%    17.2%   30.0%    21.1%   28.1%    33.3%   23.4%   16.9%  32.4%  26.0%    20.5%   27.4%      8.0%   26.4%    25.8%  25.5%   26.2%  25.9%
                                                B                                                H                                         M

Good                         106       47      56       33      42       26      51      28     48     27       27      79        10      17       60     45      79     24
                           30.9%    47.5%   23.6%    43.4%   23.6%    39.4%   24.9%   43.1%  47.1%  16.0%    34.6%   30.5%     40.0%   32.1%    31.6%  31.0%   28.3%  41.4%
                                        C                E                G               J      J                                                                        q

Fair                          34       21      11       16      10       11      16      18      6      8       10      22         8       2       18     15      29      5
                            9.9%    21.2%    4.6%    21.1%    5.6%    16.7%    7.8%   27.7%   5.9%   4.7%    12.8%    8.5%     32.0%    3.8%     9.5%  10.3%   10.4%   8.6%
                                        C                E                g              IJ                                        N

Poor                           6        3       3        2       3        1       4       2      3      1        2       4         2       -        3      3       5      1
                            1.7%     3.0%    1.3%     2.6%    1.7%     1.5%    2.0%    3.1%   2.9%   0.6%     2.6%    1.5%      8.0%             1.6%   2.1%    1.8%   1.7%

TMG SUMMARY RATE -           197       28     167       25     123       28     134      17     45    133       39     154         5      34      109     82     166     28
Excellent/Very good        57.4%    28.3%   70.5%    32.9%   69.1%    42.4%   65.4%   26.2%  44.1%  78.7%    50.0%   59.5%     20.0%   64.2%    57.4%  56.6%   59.5%  48.3%
                                                B                D                F              H     HI                                  M

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q65. How many times did you have to call your health plan 
to get your issue resolved?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q35)=  = RATING (Q12)=  = RATING (Q21)=  BY GLOBAL PROP.(Q35)  ==SERVICE(Q30)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q31)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               515      149     349      114     256       98     309      92    151    255      105     396        38      67      279    216     419     84

Total Valid Responses        265       78     182       66     142       53     161      49     77    134       72     189        25      47      146    115     217     44
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    250       71     167       48     114       45     148      43     74    121       33     207        13      20      133    101     202     40

1 time                       166       43     119       35      94       30     107      23     47     92       27     137         5      22       93     70     139     24
                           62.6%    55.1%   65.4%    53.0%   66.2%    56.6%   66.5%   46.9%  61.0%  68.7%    37.5%   72.5%     20.0%   46.8%    63.7%  60.9%   64.1%  54.5%
                                                                 d                                      H                K                 M

2 times                       53       11      41       13      28       15      27       8     16     28       22      30         9      13       32     21      42     11
                           20.0%    14.1%   22.5%    19.7%   19.7%    28.3%   16.8%   16.3%  20.8%  20.9%    30.6%   15.9%     36.0%   27.7%    21.9%  18.3%   19.4%  25.0%
                                                b                         g                                      L

3 times                       24       13      11        9      11        4      14       9      8      7       12      12         5       7       11     13      18      6
                            9.1%    16.7%    6.0%    13.6%    7.7%     7.5%    8.7%   18.4%  10.4%   5.2%    16.7%    6.3%     20.0%   14.9%     7.5%  11.3%    8.3%  13.6%
                                        C                                                 J                      L

4 times or more               22       11      11        9       9        4      13       9      6      7       11      10         6       5       10     11      18      3
                            8.3%    14.1%    6.0%    13.6%    6.3%     7.5%    8.1%   18.4%   7.8%   5.2%    15.3%    5.3%     24.0%   10.6%     6.8%   9.6%    8.3%   6.8%
                                        c                                                iJ                      L

TMG SUMMARY RATE - 1         166       43     119       35      94       30     107      23     47     92       27     137         5      22       93     70     139     24
time                       62.6%    55.1%   65.4%    53.0%   66.2%    56.6%   66.5%   46.9%  61.0%  68.7%    37.5%   72.5%     20.0%   46.8%    63.7%  60.9%   64.1%  54.5%
                                                                 d                                      H                K                 M

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q1.  Our records show that you are now in Managed Health 
Services.  Is that right?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------

Total Valid Responses        510      79     67    100     52     74     42     45     51
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      5       1      -      1      2      1      -      -      -

Yes                          510      79     67    100     52     74     42     45     51
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No                             -       -      -      -      -      -      -      -      -
                                                                                         

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q3.  In the last 6 months, did you have an illness, injury, 
or condition that needed care right away in a clinic, 
emergency room or doctor's office?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        508      80     67     99     52     74     40     45     51
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      7       -      -      2      2      1      2      -      -

Yes                          218      35     34     38     19     34     16     23     19
                           42.9%   43.8%  50.7%  38.4%  36.5%  45.9%  40.0%  51.1%  37.3%

No                           290      45     33     61     33     40     24     22     32
                           57.1%   56.3%  49.3%  61.6%  63.5%  54.1%  60.0%  48.9%  62.7%

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
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Q4.  (GCQ)In the last 6 months, when you needed care right 
away, how often did you get care as soon as you thought you 
needed?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               218      35     34     38     19     34     16     23     19

Total Valid Responses        217      35     34     38     19     34     15     23     19
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      1       -      -      -      -      -      1      -      -

Always                       117      18     14     25     11     14      9     11     15
                           53.9%   51.4%  41.2%  65.8%  57.9%  41.2%  60.0%  47.8%  78.9%
                                                    CF                               BCFH

Usually                       64      10      8     11      7     11      5      9      3
                           29.5%   28.6%  23.5%  28.9%  36.8%  32.4%  33.3%  39.1%  15.8%
                                                                                 i

Sometimes                     31       6     10      -      1      9      1      3      1
                           14.3%   17.1%  29.4%          5.3%  26.5%   6.7%  13.0%   5.3%
                                            EGI                  EGI

Never                          5       1      2      2      -      -      -      -      -
                            2.3%    2.9%   5.9%   5.3%                                   

HEDIS/CAHPS SUMMARY RATE     181      28     22     36     18     25     14     20     18
- Always/Usually           83.4%   80.0%  64.7%  94.7%  94.7%  73.5%  93.3%  87.0%  94.7%
                                                   bCF    bCF            CF      C    bCF

HEDIS/CAHPS SUMMARY RATE     117      18     14     25     11     14      9     11     15
- Always                   53.9%   51.4%  41.2%  65.8%  57.9%  41.2%  60.0%  47.8%  78.9%
                                                    CF                               BCFH

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q5.  In the last 6 months, not counting the times you 
needed health care right away, did you make any 
appointments for your health care at a doctor's office or 
clinic?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        511      80     67    100     53     74     41     45     51
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      4       -      -      1      1      1      1      -      -

Yes                          374      61     51     73     40     55     30     34     30
                           73.2%   76.3%  76.1%  73.0%  75.5%  74.3%  73.2%  75.6%  58.8%
                                       I      I      i      i      i             i

No                           137      19     16     27     13     19     11     11     21
                           26.8%   23.8%  23.9%  27.0%  24.5%  25.7%  26.8%  24.4%  41.2%
                                                                                   BCdefh

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q6. (GCQ)In the last 6 months, not counting the times you 
needed health care right away, how often did you get an 
appointment for your health care at a doctor's office or 
clinic as soon as you thought you needed?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               374      61     51     73     40     55     30     34     30

Total Valid Responses        370      61     51     72     38     54     30     34     30
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      4       -      -      1      2      1      -      -      -

Always                       208      40     26     38     19     29     20     15     21
                           56.2%   65.6%  51.0%  52.8%  50.0%  53.7%  66.7%  44.1%  70.0%
                                       H                                  h          cdeH

Usually                       95       9     16     22     14     12      6     11      5
                           25.7%   14.8%  31.4%  30.6%  36.8%  22.2%  20.0%  32.4%  16.7%
                                              B      B     Bi                    b

Sometimes                     55      10      7      8      5     11      4      7      3
                           14.9%   16.4%  13.7%  11.1%  13.2%  20.4%  13.3%  20.6%  10.0%

Never                         12       2      2      4      -      2      -      1      1
                            3.2%    3.3%   3.9%   5.6%          3.7%          2.9%   3.3%

HEDIS/CAHPS SUMMARY RATE     303      49     42     60     33     41     26     26     26
- Always/Usually           81.9%   80.3%  82.4%  83.3%  86.8%  75.9%  86.7%  76.5%  86.7%

HEDIS/CAHPS SUMMARY RATE     208      40     26     38     19     29     20     15     21
- Always                   56.2%   65.6%  51.0%  52.8%  50.0%  53.7%  66.7%  44.1%  70.0%
                                       H                                  h          cdeH

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q7.  In the last 6 months, not counting the times you went 
to an emergency room, how many times did you go to a 
doctor's office or clinic to get care for yourself?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        495      76     66     98     52     72     40     42     49
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                     20       4      1      3      2      3      2      3      2

None                         119      22     13     23     15     13     10      6     17
                           24.0%   28.9%  19.7%  23.5%  28.8%  18.1%  25.0%  14.3%  34.7%
                                       h                    h                         cFH

1                             78      13     11     12      8     11      4     13      6
                           15.8%   17.1%  16.7%  12.2%  15.4%  15.3%  10.0%  31.0%  12.2%
                                                                            cDefGI
                                                                                 b

2                             82      12     14     15      8     11      9      8      5
                           16.6%   15.8%  21.2%  15.3%  15.4%  15.3%  22.5%  19.0%  10.2%
                                              i

3                             71       6     13     14      8     14      6      5      5
                           14.3%    7.9%  19.7%  14.3%  15.4%  19.4%  15.0%  11.9%  10.2%
                                              B                    B

4                             40       7      6      4      5      9      3      4      2
                            8.1%    9.2%   9.1%   4.1%   9.6%  12.5%   7.5%   9.5%   4.1%
                                                                  di

5 to 9                        71      12      6     20      7      8      7      3      8
                           14.3%   15.8%   9.1%  20.4%  13.5%  11.1%  17.5%   7.1%  16.3%
                                                   CfH

10 or more                    34       4      3     10      1      6      1      3      6
                            6.9%    5.3%   4.5%  10.2%   1.9%   8.3%   2.5%   7.1%  12.2%
                                                    EG             e                   Eg

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 7

                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q8.  (HPE)In the last 6 months, how often did you and a 
doctor or other health provider talk about specific things 
you could do to prevent illness?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               376      54     53     75     37     59     30     36     32

Total Valid Responses        373      54     53     74     36     58     30     36     32
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      3       -      -      1      1      1      -      -      -

Always                       125      16     19     25     13     18      9     11     14
                           33.5%   29.6%  35.8%  33.8%  36.1%  31.0%  30.0%  30.6%  43.8%

Usually                       92      14     18     18     10     11      7      8      6
                           24.7%   25.9%  34.0%  24.3%  27.8%  19.0%  23.3%  22.2%  18.8%
                                              f

Sometimes                     94      15      8     21      9     14      9      9      9
                           25.2%   27.8%  15.1%  28.4%  25.0%  24.1%  30.0%  25.0%  28.1%
                                                     c

Never                         62       9      8     10      4     15      5      8      3
                           16.6%   16.7%  15.1%  13.5%  11.1%  25.9%  16.7%  22.2%   9.4%
                                                                 deI

HEDIS/CAHPS SUMMARY RATE     217      30     37     43     23     29     16     19     20
- Always/Usually           58.2%   55.6%  69.8%  58.1%  63.9%  50.0%  53.3%  52.8%  62.5%
                                              F

HEDIS/CAHPS SUMMARY RATE     125      16     19     25     13     18      9     11     14
- Always                   33.5%   29.6%  35.8%  33.8%  36.1%  31.0%  30.0%  30.6%  43.8%

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 8

                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q9.  In the last 6 months, did a doctor or other health 
provider tell you there was more than one choice for your 
treatment or health care?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               376      54     53     75     37     59     30     36     32

Total Valid Responses        368      54     52     71     36     58     30     35     32
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      8       -      1      4      1      1      -      1      -

Yes                          197      34     26     41     13     27     20     15     21
                           53.5%   63.0%  50.0%  57.7%  36.1%  46.6%  66.7%  42.9%  65.6%
                                     Efh             E                  EfH           Efh

No                           171      20     26     30     23     31     10     20     11
                           46.5%   37.0%  50.0%  42.3%  63.9%  53.4%  33.3%  57.1%  34.4%
                                                         BDGI    bgi           bGi

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 9

                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q10.  (SDM)In the last 6 months, did a doctor or other 
health provider talk with you about the pros and cons of 
each choice for your treatment or health care? 

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------

Total Eligible               197      34     26     41     13     27     20     15     21

Total Valid Responses        192      33     25     39     13     27     20     14     21
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      5       1      1      2      -      -      -      1      -

Definitely Yes               120      21     15     26      7     13     13     10     15
                           62.5%   63.6%  60.0%  66.7%  53.8%  48.1%  65.0%  71.4%  71.4%

Somewhat Yes                  62      10     10     12      6     10      6      2      6
                           32.3%   30.3%  40.0%  30.8%  46.2%  37.0%  30.0%  14.3%  28.6%

Somewhat No                    5       1      -      -      -      1      1      2      -
                            2.6%    3.0%                        3.7%   5.0%  14.3%       

Definitely No                  5       1      -      1      -      3      -      -      -
                            2.6%    3.0%          2.6%         11.1%                     

HEDIS/CAHPS SUMMARY RATE     120      21     15     26      7     13     13     10     15
- Definitely Yes           62.5%   63.6%  60.0%  66.7%  53.8%  48.1%  65.0%  71.4%  71.4%

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 10

                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q11.  (SDM)In the last 6 months, when there was more than 
one choice for your treatment or health care, did a doctor 
or other health provider ask which choice you thought was 
best for you?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------

Total Eligible               197      34     26     41     13     27     20     15     21

Total Valid Responses        194      34     25     40     13     27     19     15     21
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      3       -      1      1      -      -      1      -      -

Definitely Yes               117      24     16     26      5     15     10      6     15
                           60.3%   70.6%  64.0%  65.0%  38.5%  55.6%  52.6%  40.0%  71.4%

Somewhat Yes                  59       7      9     10      7      8      7      6      5
                           30.4%   20.6%  36.0%  25.0%  53.8%  29.6%  36.8%  40.0%  23.8%

Somewhat No                    7       1      -      2      1      1      1      1      -
                            3.6%    2.9%          5.0%   7.7%   3.7%   5.3%   6.7%       

Definitely No                 11       2      -      2      -      3      1      2      1
                            5.7%    5.9%          5.0%         11.1%   5.3%  13.3%   4.8%

HEDIS/CAHPS SUMMARY RATE     117      24     16     26      5     15     10      6     15
- Definitely Yes           60.3%   70.6%  64.0%  65.0%  38.5%  55.6%  52.6%  40.0%  71.4%

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 11

                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q12.  What number would you use to rate all your health 
care in the last 6 months?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               376      54     53     75     37     59     30     36     32

Total Valid Responses        370      54     53     71     37     58     29     36     32
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      6       -      -      4      -      1      1      -      -

10 - Best health care        117      14     14     22      9     19     13     12     14
possible                   31.6%   25.9%  26.4%  31.0%  24.3%  32.8%  44.8%  33.3%  43.8%
                                                                        bce            be

9                             64      13      6     14     11      8      4      2      6
                           17.3%   24.1%  11.3%  19.7%  29.7%  13.8%  13.8%   5.6%  18.8%
                                      cH             H    CfH                           h

8                             75      13      9     19      9      9      6      3      7
                           20.3%   24.1%  17.0%  26.8%  24.3%  15.5%  20.7%   8.3%  21.9%
                                       H             H      h

7                             50       8      6      5      2     15      2     10      2
                           13.5%   14.8%  11.3%   7.0%   5.4%  25.9%   6.9%  27.8%   6.3%
                                                               CDEGI         cDEGI

6                             23       1      6      5      2      1      1      6      1
                            6.2%    1.9%  11.3%   7.0%   5.4%   1.7%   3.4%  16.7%   3.1%
                                             BF                               BFgi

5                             18       3      3      4      1      3      1      2      1
                            4.9%    5.6%   5.7%   5.6%   2.7%   5.2%   3.4%   5.6%   3.1%

4                             10       1      5      1      -      1      1      -      1
                            2.7%    1.9%   9.4%   1.4%          1.7%   3.4%          3.1%
                                            bdf

3                              4       -      1      -      1      -      1      1      -
                            1.1%           1.9%          2.7%          3.4%   2.8%       

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 12
                                                                                                                                                                   (Continued)
                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q12.  What number would you use to rate all your health 
care in the last 6 months?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

2                              3       -      3      -      -      -      -      -      -
                            0.8%           5.7%                                          

1                              4       1      -      1      1      1      -      -      -
                            1.1%    1.9%          1.4%   2.7%   1.7%                     

0 - Worst health care          2       -      -      -      1      1      -      -      -
possible                    0.5%                         2.7%   1.7%                     

HEDIS/CAHPS SUMMARY RATE     256      40     29     55     29     36     23     17     27
- 8-10                     69.2%   74.1%  54.7%  77.5%  78.4%  62.1%  79.3%  47.2%  84.4%
                                      CH           CfH    CfH           CfH           CFH

HEDIS/CAHPS SUMMARY RATE     181      27     20     36     20     27     17     14     20
- 9-10                     48.9%   50.0%  37.7%  50.7%  54.1%  46.6%  58.6%  38.9%  62.5%
                                                                          c            CH

Mean                        8.07    8.20   7.32   8.28   8.00   8.02   8.48   7.81   8.72

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 13

                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q13.  Do you have a personal doctor?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        503      78     65     97     54     73     41     45     50
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                     12       2      2      4      -      2      1      -      1

Yes                          419      64     56     85     44     59     33     43     35
                           83.3%   82.1%  86.2%  87.6%  81.5%  80.8%  80.5%  95.6%  70.0%
                                              I      I                      cdEFGI
                                                                                 B

No                            84      14      9     12     10     14      8      2     15
                           16.7%   17.9%  13.8%  12.4%  18.5%  19.2%  19.5%   4.4%  30.0%
                                       H      h      h      H      H      H           CDH

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 14

                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q14.  In the last 6 months, how many times did you visit 
your personal doctor to get care for yourself?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               419      64     56     85     44     59     33     43     35

Total Valid Responses        408      63     56     82     44     56     32     42     33
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                     11       1      -      3      -      3      1      1      2

None                          89      17     11     17      9      8      7     10     10
                           21.8%   27.0%  19.6%  20.7%  20.5%  14.3%  21.9%  23.8%  30.3%
                                       f                                                f

1                             82      12     13     14     11     12      4     12      4
                           20.1%   19.0%  23.2%  17.1%  25.0%  21.4%  12.5%  28.6%  12.1%
                                                                                gi

2                             83      13     13     21      6      6      9      7      8
                           20.3%   20.6%  23.2%  25.6%  13.6%  10.7%  28.1%  16.7%  24.2%
                                              f     eF                    f

3                             50       6      9      7      5     14      3      5      1
                           12.3%    9.5%  16.1%   8.5%  11.4%  25.0%   9.4%  11.9%   3.0%
                                              I               BDeGhI

4                             31       6      2      6      4      7      1      4      1
                            7.6%    9.5%   3.6%   7.3%   9.1%  12.5%   3.1%   9.5%   3.0%
                                                                 cgi

5 to 9                        58       7      7     13      8      8      5      3      7
                           14.2%   11.1%  12.5%  15.9%  18.2%  14.3%  15.6%   7.1%  21.2%
                                                                                        h

10 or more                    15       2      1      4      1      1      3      1      2
                            3.7%    3.2%   1.8%   4.9%   2.3%   1.8%   9.4%   2.4%   6.1%

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 15

                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q15.  (HWDC)In the last 6 months, how often did your 
personal doctor explain things in a way that was easy to 
understand?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               319      46     45     65     35     48     25     32     23

Total Valid Responses        317      46     45     64     35     47     25     32     23
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      2       -      -      1      -      1      -      -      -

Always                       225      32     30     47     24     33     20     21     18
                           71.0%   69.6%  66.7%  73.4%  68.6%  70.2%  80.0%  65.6%  78.3%

Usually                       55       7     10      9      8      7      5      6      3
                           17.4%   15.2%  22.2%  14.1%  22.9%  14.9%  20.0%  18.8%  13.0%

Sometimes                     28       7      5      5      2      4      -      3      2
                            8.8%   15.2%  11.1%   7.8%   5.7%   8.5%          9.4%   8.7%

Never                          9       -      -      3      1      3      -      2      -
                            2.8%                  4.7%   2.9%   6.4%          6.3%       

HEDIS/CAHPS SUMMARY RATE     280      39     40     56     32     40     25     27     21
- Always/Usually           88.3%   84.8%  88.9%  87.5%  91.4%  85.1% 100.0%  84.4%  91.3%
                                                                     BCDeFH

HEDIS/CAHPS SUMMARY RATE     225      32     30     47     24     33     20     21     18
- Always                   71.0%   69.6%  66.7%  73.4%  68.6%  70.2%  80.0%  65.6%  78.3%

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 16

                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q16.  (HWDC)In the last 6 months, how often did your 
personal doctor listen carefully to you?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               319      46     45     65     35     48     25     32     23

Total Valid Responses        315      46     45     63     34     47     25     32     23
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      4       -      -      2      1      1      -      -      -

Always                       230      28     32     51     23     34     20     23     19
                           73.0%   60.9%  71.1%  81.0%  67.6%  72.3%  80.0%  71.9%  82.6%
                                                     B                    b             B

Usually                       47      10      8      6      7      5      4      4      3
                           14.9%   21.7%  17.8%   9.5%  20.6%  10.6%  16.0%  12.5%  13.0%
                                       d

Sometimes                     29       7      4      4      3      6      1      3      1
                            9.2%   15.2%   8.9%   6.3%   8.8%  12.8%   4.0%   9.4%   4.3%
                                       g

Never                          9       1      1      2      1      2      -      2      -
                            2.9%    2.2%   2.2%   3.2%   2.9%   4.3%          6.3%       

HEDIS/CAHPS SUMMARY RATE     277      38     40     57     30     39     24     27     22
- Always/Usually           87.9%   82.6%  88.9%  90.5%  88.2%  83.0%  96.0%  84.4%  95.7%
                                                                         Bf            bf

HEDIS/CAHPS SUMMARY RATE     230      28     32     51     23     34     20     23     19
- Always                   73.0%   60.9%  71.1%  81.0%  67.6%  72.3%  80.0%  71.9%  82.6%
                                                     B                    b             B

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 17

                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q17. (HWDC)In the last 6 months, how often did your 
personal doctor show respect for what you had to say?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               319      46     45     65     35     48     25     32     23

Total Valid Responses        315      46     45     63     34     48     25     32     22
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      4       -      -      2      1      -      -      -      1

Always                       236      32     33     53     21     38     19     21     19
                           74.9%   69.6%  73.3%  84.1%  61.8%  79.2%  76.0%  65.6%  86.4%
                                                   bEh             e                  bEh

Usually                       48       7      8      6      9      5      5      6      2
                           15.2%   15.2%  17.8%   9.5%  26.5%  10.4%  20.0%  18.8%   9.1%
                                                          Dfi

Sometimes                     23       6      3      2      4      3      1      3      1
                            7.3%   13.0%   6.7%   3.2%  11.8%   6.3%   4.0%   9.4%   4.5%
                                       d

Never                          8       1      1      2      -      2      -      2      -
                            2.5%    2.2%   2.2%   3.2%          4.2%          6.3%       

HEDIS/CAHPS SUMMARY RATE     284      39     41     59     30     43     24     27     21
- Always/Usually           90.2%   84.8%  91.1%  93.7%  88.2%  89.6%  96.0%  84.4%  95.5%
                                                                          b

HEDIS/CAHPS SUMMARY RATE     236      32     33     53     21     38     19     21     19
- Always                   74.9%   69.6%  73.3%  84.1%  61.8%  79.2%  76.0%  65.6%  86.4%
                                                   bEh             e                  bEh

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q18. (HWDC)In the last 6 months, how often did your 
personal doctor spend enough time with you?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               319      46     45     65     35     48     25     32     23

Total Valid Responses        315      46     45     61     35     48     25     32     23
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      4       -      -      4      -      -      -      -      -

Always                       193      23     30     41     19     28     19     17     16
                           61.3%   50.0%  66.7%  67.2%  54.3%  58.3%  76.0%  53.1%  69.6%
                                                     b                  Beh

Usually                       68      12      7      9     10     10      5     10      5
                           21.6%   26.1%  15.6%  14.8%  28.6%  20.8%  20.0%  31.3%  21.7%
                                                                                 d

Sometimes                     45      11      7      9      6      7      1      2      2
                           14.3%   23.9%  15.6%  14.8%  17.1%  14.6%   4.0%   6.3%   8.7%
                                     GHi      g      g      g      g

Never                          9       -      1      2      -      3      -      3      -
                            2.9%           2.2%   3.3%          6.3%          9.4%       

HEDIS/CAHPS SUMMARY RATE     261      35     37     50     29     38     24     27     21
- Always/Usually           82.9%   76.1%  82.2%  82.0%  82.9%  79.2%  96.0%  84.4%  91.3%
                                                                      BCDeF             b

HEDIS/CAHPS SUMMARY RATE     193      23     30     41     19     28     19     17     16
- Always                   61.3%   50.0%  66.7%  67.2%  54.3%  58.3%  76.0%  53.1%  69.6%
                                                     b                  Beh

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q19. In the last 6 months, did you get care from a doctor 
or other health provider besides your personal doctor?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               319      46     45     65     35     48     25     32     23

Total Valid Responses        316      45     45     63     35     48     25     32     23
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      3       1      -      2      -      -      -      -      -

Yes                          173      21     29     31     19     28     11     20     14
                           54.7%   46.7%  64.4%  49.2%  54.3%  58.3%  44.0%  62.5%  60.9%
                                             bg

No                           143      24     16     32     16     20     14     12      9
                           45.3%   53.3%  35.6%  50.8%  45.7%  41.7%  56.0%  37.5%  39.1%
                                       c                                  c

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q20. (CC)In the last 6 months, how often did your personal 
doctor seem informed and up-to-date about the care you got 
from these doctors or other health providers?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               173      21     29     31     19     28     11     20     14

Total Valid Responses        167      20     29     29     18     27     11     20     13
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      6       1      -      2      1      1      -      -      1

Always                       103      11     19     14     10     17      7     16      9
                           61.7%   55.0%  65.5%  48.3%  55.6%  63.0%  63.6%  80.0%  69.2%
                                                                               bDe

Usually                       27       2      6      6      2      4      2      2      3
                           16.2%   10.0%  20.7%  20.7%  11.1%  14.8%  18.2%  10.0%  23.1%

Sometimes                     27       6      4      7      5      2      2      -      1
                           16.2%   30.0%  13.8%  24.1%  27.8%   7.4%  18.2%          7.7%
                                      Fi             f      f

Never                         10       1      -      2      1      4      -      2      -
                            6.0%    5.0%          6.9%   5.6%  14.8%         10.0%       

HEDIS/CAHPS SUMMARY RATE     130      13     25     20     12     21      9     18     12
- Always/Usually           77.8%   65.0%  86.2%  69.0%  66.7%  77.8%  81.8%  90.0%  92.3%
                                              b                                Bde    BDe

HEDIS/CAHPS SUMMARY RATE     103      11     19     14     10     17      7     16      9
- Always                   61.7%   55.0%  65.5%  48.3%  55.6%  63.0%  63.6%  80.0%  69.2%
                                                                               bDe

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q21. What number would you use to rate your personal doctor?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               419      64     56     85     44     59     33     43     35

Total Valid Responses        407      61     53     82     43     59     33     43     33
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                     12       3      3      3      1      -      -      -      2

10 - Best personal           179      23     16     40     12     34     17     20     17
doctor possible            44.0%   37.7%  30.2%  48.8%  27.9%  57.6%  51.5%  46.5%  51.5%
                                                    CE           BCE     CE     ce     CE

9                             61       7     11     11     12      4      6      6      4
                           15.0%   11.5%  20.8%  13.4%  27.9%   6.8%  18.2%  14.0%  12.1%
                                              F          BdFi

8                             69      18      8     12      8      6      6      5      6
                           17.0%   29.5%  15.1%  14.6%  18.6%  10.2%  18.2%  11.6%  18.2%
                                    cDFH

7                             37       2      5     13      6      6      1      2      2
                            9.1%    3.3%   9.4%  15.9%  14.0%  10.2%   3.0%   4.7%   6.1%
                                                  BGHi     bg

6                             13       3      2      -      2      2      -      3      1
                            3.2%    4.9%   3.8%          4.7%   3.4%          7.0%   3.0%

5                             25       6      5      3      3      2      1      3      2
                            6.1%    9.8%   9.4%   3.7%   7.0%   3.4%   3.0%   7.0%   6.1%

4                             11       1      2      2      -      2      -      3      1
                            2.7%    1.6%   3.8%   2.4%          3.4%          7.0%   3.0%

3                              3       -      1      -      -      1      1      -      -
                            0.7%           1.9%                 1.7%   3.0%              

2                              5       1      3      -      -      -      -      1      -
                            1.2%    1.6%   5.7%                               2.3%       

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                                                                                                   (Continued)
                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q21. What number would you use to rate your personal doctor?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

1                              2       -      -      -      -      2      -      -      -
                            0.5%                                3.4%                     

0 - Worst personal             2       -      -      1      -      -      1      -      -
doctor possible             0.5%                  1.2%                 3.0%              

HEDIS/CAHPS SUMMARY RATE     309      48     35     63     32     44     29     31     27
- 8-10                     75.9%   78.7%  66.0%  76.8%  74.4%  74.6%  87.9%  72.1%  81.8%
                                                                        Cfh             c

HEDIS/CAHPS SUMMARY RATE     240      30     27     51     24     38     23     26     21
- 9-10                     59.0%   49.2%  50.9%  62.2%  55.8%  64.4%  69.7%  60.5%  63.6%
                                                                   b     Bc

Mean                        8.40    8.28   7.77   8.65   8.40   8.49   8.70   8.26   8.73

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q22. In the last 6 months, did you try to make any 
appointments to see a specialist?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        505      78     67     97     54     73     40     45     51
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                     10       2      -      4      -      2      2      -      -

Yes                          170      25     24     29     18     23     13     19     19
                           33.7%   32.1%  35.8%  29.9%  33.3%  31.5%  32.5%  42.2%  37.3%

No                           335      53     43     68     36     50     27     26     32
                           66.3%   67.9%  64.2%  70.1%  66.7%  68.5%  67.5%  57.8%  62.7%

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q23. (GNC)In the last 6 months, how often was it easy to 
get appointments with specialists?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               170      25     24     29     18     23     13     19     19

Total Valid Responses        166      25     23     29     17     22     13     18     19
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      4       -      1      -      1      1      -      1      -

Always                        87      12     15     12      6     13      9      8     12
                           52.4%   48.0%  65.2%  41.4%  35.3%  59.1%  69.2%  44.4%  63.2%
                                             dE                          dE             e

Usually                       46       6      1     10      9      5      3      8      4
                           27.7%   24.0%   4.3%  34.5%  52.9%  22.7%  23.1%  44.4%  21.1%
                                       C             C  bCFgI      c             C

Sometimes                     19       4      3      5      1      3      1      1      1
                           11.4%   16.0%  13.0%  17.2%   5.9%  13.6%   7.7%   5.6%   5.3%

Never                         14       3      4      2      1      1      -      1      2
                            8.4%   12.0%  17.4%   6.9%   5.9%   4.5%          5.6%  10.5%

HEDIS/CAHPS SUMMARY RATE     133      18     16     22     15     18     12     16     16
- Always/Usually           80.1%   72.0%  69.6%  75.9%  88.2%  81.8%  92.3%  88.9%  84.2%
                                                                         bc

HEDIS/CAHPS SUMMARY RATE      87      12     15     12      6     13      9      8     12
- Always                   52.4%   48.0%  65.2%  41.4%  35.3%  59.1%  69.2%  44.4%  63.2%
                                             dE                          dE             e

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q24.  How many specialists have you seen in the last 6 
months?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               170      25     24     29     18     23     13     19     19

Total Valid Responses        170      25     24     29     18     23     13     19     19
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      -       -      -      -      -      -      -      -      -

None                          11       3      2      1      -      1      1      2      1
                            6.5%   12.0%   8.3%   3.4%          4.3%   7.7%  10.5%   5.3%

1 specialist                 108      17     18     17     11     16      7      9     13
                           63.5%   68.0%  75.0%  58.6%  61.1%  69.6%  53.8%  47.4%  68.4%
                                              h

2                             33       5      1      9      5      6      2      3      2
                           19.4%   20.0%   4.2%  31.0%  27.8%  26.1%  15.4%  15.8%  10.5%
                                       c            Ci      C      C

3                             13       -      2      2      1      -      3      4      1
                            7.6%           8.3%   6.9%   5.6%         23.1%  21.1%   5.3%

4                              3       -      -      -      1      -      -      1      1
                            1.8%                         5.6%                 5.3%   5.3%

5 or more specialist           2       -      1      -      -      -      -      -      1
                            1.2%           4.2%                                      5.3%

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q25.  What number would you use to rate that specialist?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               159      22     22     28     18     22     12     17     18

Total Valid Responses        154      22     21     28     18     19     12     16     18
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      5       -      1      -      -      3      -      1      -

10 - Best specialist          69       8     12     12      7      8      5     10      7
possible                   44.8%   36.4%  57.1%  42.9%  38.9%  42.1%  41.7%  62.5%  38.9%
                                                                                 b

9                             24       4      2      4      5      3      -      1      5
                           15.6%   18.2%   9.5%  14.3%  27.8%  15.8%          6.3%  27.8%
                                                            h                           h

8                             24       4      2      6      3      4      3      -      2
                           15.6%   18.2%   9.5%  21.4%  16.7%  21.1%  25.0%         11.1%

7                             14       3      -      3      3      2      2      1      -
                            9.1%   13.6%         10.7%  16.7%  10.5%  16.7%   6.3%       

6                              7       -      3      2      -      1      -      1      -
                            4.5%          14.3%   7.1%          5.3%          6.3%       

5                              4       1      1      -      -      1      -      -      1
                            2.6%    4.5%   4.8%                 5.3%                 5.6%

4                              2       -      -      -      -      -      -      -      2
                            1.3%                                                    11.1%

3                              1       -      -      1      -      -      -      -      -
                            0.6%                  3.6%                                   

2                              5       2      1      -      -      -      1      1      -
                            3.2%    9.1%   4.8%                        8.3%   6.3%       

1                              3       -      -      -      -      -      1      2      -
                            1.9%                                       8.3%  12.5%       

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                                                                                                   (Continued)
                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q25.  What number would you use to rate that specialist?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

0 - Worst specialist           1       -      -      -      -      -      -      -      1
possible                    0.6%                                                     5.6%

HEDIS/CAHPS SUMMARY RATE     117      16     16     22     15     15      8     11     14
- 8-10                     76.0%   72.7%  76.2%  78.6%  83.3%  78.9%  66.7%  68.8%  77.8%

HEDIS/CAHPS SUMMARY RATE      93      12     14     16     12     11      5     11     12
- 9-10                     60.4%   54.5%  66.7%  57.1%  66.7%  57.9%  41.7%  68.8%  66.7%

Mean                        8.32    8.09   8.52   8.57   8.89   8.63   7.58   7.88   8.00

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q26.  In the last 6 months, did you get any kind of care, 
tests or treatment through your health plan?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        497      78     67     94     53     74     37     43     51
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                     18       2      -      7      1      1      5      2      -

Yes                          248      41     33     46     24     35     17     29     23
                           49.9%   52.6%  49.3%  48.9%  45.3%  47.3%  45.9%  67.4%  45.1%
                                                                            cDEFGI

No                           249      37     34     48     29     39     20     14     28
                           50.1%   47.4%  50.7%  51.1%  54.7%  52.7%  54.1%  32.6%  54.9%
                                              h      H      H      H      H             H

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q27. (GNC)In the last 6 months, how often was it easy to 
get the care, tests or treatment you thought you needed 
through your health plan?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               248      41     33     46     24     35     17     29     23

Total Valid Responses        246      40     33     46     24     34     17     29     23
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      2       1      -      -      -      1      -      -      -

Always                       112      19     14     21      7     15      7     16     13
                           45.5%   47.5%  42.4%  45.7%  29.2%  44.1%  41.2%  55.2%  56.5%
                                                                                 E      E

Usually                       73      14      8     13     12      9      6      6      5
                           29.7%   35.0%  24.2%  28.3%  50.0%  26.5%  35.3%  20.7%  21.7%
                                                        CdfHI

Sometimes                     46       6      8     10      4      6      4      4      4
                           18.7%   15.0%  24.2%  21.7%  16.7%  17.6%  23.5%  13.8%  17.4%

Never                         15       1      3      2      1      4      -      3      1
                            6.1%    2.5%   9.1%   4.3%   4.2%  11.8%         10.3%   4.3%

HEDIS/CAHPS SUMMARY RATE     185      33     22     34     19     24     13     22     18
- Always/Usually           75.2%   82.5%  66.7%  73.9%  79.2%  70.6%  76.5%  75.9%  78.3%

HEDIS/CAHPS SUMMARY RATE     112      19     14     21      7     15      7     16     13
- Always                   45.5%   47.5%  42.4%  45.7%  29.2%  44.1%  41.2%  55.2%  56.5%
                                                                                 E      E

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q28.  In the last 6 months, did you look for any 
information in written materials or on the Internet about 
how your health plan works?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        500      77     65     96     53     72     41     45     51
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                     15       3      2      5      1      3      1      -      -

Yes                           93      19      8     14     13      9      9     10     11
                           18.6%   24.7%  12.3%  14.6%  24.5%  12.5%  22.0%  22.2%  21.6%
                                     cdf                   cf

No                           407      58     57     82     40     63     32     35     40
                           81.4%   75.3%  87.7%  85.4%  75.5%  87.5%  78.0%  77.8%  78.4%
                                             be      b            be

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q29. In the last 6 months, how often did the written 
materials or the Internet provide the information you 
needed about how your health plan works?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible                93      19      8     14     13      9      9     10     11

Total Valid Responses         93      19      8     14     13      9      9     10     11
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      -       -      -      -      -      -      -      -      -

Always                        29       5      1      9      1      2      4      3      4
                           31.2%   26.3%  12.5%  64.3%   7.7%  22.2%  44.4%  30.0%  36.4%
                                                 BCEFh                    E             e

Usually                       28       8      2      3      4      4      3      3      1
                           30.1%   42.1%  25.0%  21.4%  30.8%  44.4%  33.3%  30.0%   9.1%
                                       I                           i

Sometimes                     28       5      3      2      7      2      2      3      4
                           30.1%   26.3%  37.5%  14.3%  53.8%  22.2%  22.2%  30.0%  36.4%
                                                            D

Never                          8       1      2      -      1      1      -      1      2
                            8.6%    5.3%  25.0%          7.7%  11.1%         10.0%  18.2%

HEDIS/CAHPS SUMMARY RATE      57      13      3     12      5      6      7      6      5
- Always/Usually           61.3%   68.4%  37.5%  85.7%  38.5%  66.7%  77.8%  60.0%  45.5%
                                       e           CEI                   cE

HEDIS/CAHPS SUMMARY RATE      29       5      1      9      1      2      4      3      4
- Always                   31.2%   26.3%  12.5%  64.3%   7.7%  22.2%  44.4%  30.0%  36.4%
                                                 BCEFh                    E             e

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q30.  In the last 6 months, did you try to get information 
or help from your health plan's customer service?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        501      76     65     96     53     74     41     45     51
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                     14       4      2      5      1      1      1      -      -

Yes                          105      13     11     16     14     17     10     12     12
                           21.0%   17.1%  16.9%  16.7%  26.4%  23.0%  24.4%  26.7%  23.5%

No                           396      63     54     80     39     57     31     33     39
                           79.0%   82.9%  83.1%  83.3%  73.6%  77.0%  75.6%  73.3%  76.5%

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q31. (CS)In the last 6 months, how often did your health 
plan's customer service give you the information or help 
you needed?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               105      13     11     16     14     17     10     12     12

Total Valid Responses        105      13     11     16     14     17     10     12     12
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      -       -      -      -      -      -      -      -      -

Always                        47       5      3      9      3      7      6      8      6
                           44.8%   38.5%  27.3%  56.3%  21.4%  41.2%  60.0%  66.7%  50.0%
                                                     E                    E     CE

Usually                       20       1      2      4      6      2      1      2      2
                           19.0%    7.7%  18.2%  25.0%  42.9%  11.8%  10.0%  16.7%  16.7%
                                                          BFG

Sometimes                     34       5      5      3      5      8      3      2      3
                           32.4%   38.5%  45.5%  18.8%  35.7%  47.1%  30.0%  16.7%  25.0%
                                                                  dh

Never                          4       2      1      -      -      -      -      -      1
                            3.8%   15.4%   9.1%                                      8.3%

HEDIS/CAHPS SUMMARY RATE      67       6      5     13      9      9      7     10      8
- Always/Usually           63.8%   46.2%  45.5%  81.3%  64.3%  52.9%  70.0%  83.3%  66.7%
                                                   BCf                         BCf

HEDIS/CAHPS SUMMARY RATE      47       5      3      9      3      7      6      8      6
- Always                   44.8%   38.5%  27.3%  56.3%  21.4%  41.2%  60.0%  66.7%  50.0%
                                                     E                    E     CE

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q32. (CS)In the last 6 months, how often did your health 
plan's customer service staff treat you with courtesy and 
respect?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               105      13     11     16     14     17     10     12     12

Total Valid Responses        104      12     11     16     14     17     10     12     12
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      1       1      -      -      -      -      -      -      -

Always                        63       9      4     12      7     10      6      9      6
                           60.6%   75.0%  36.4%  75.0%  50.0%  58.8%  60.0%  75.0%  50.0%
                                       C             C                           C

Usually                       24       2      4      1      4      3      3      2      5
                           23.1%   16.7%  36.4%   6.3%  28.6%  17.6%  30.0%  16.7%  41.7%
                                              d             d                           D

Sometimes                     15       1      3      3      1      4      1      1      1
                           14.4%    8.3%  27.3%  18.8%   7.1%  23.5%  10.0%   8.3%   8.3%

Never                          2       -      -      -      2      -      -      -      -
                            1.9%                        14.3%                            

HEDIS/CAHPS SUMMARY RATE      87      11      8     13     11     13      9     11     11
- Always/Usually           83.7%   91.7%  72.7%  81.3%  78.6%  76.5%  90.0%  91.7%  91.7%

HEDIS/CAHPS SUMMARY RATE      63       9      4     12      7     10      6      9      6
- Always                   60.6%   75.0%  36.4%  75.0%  50.0%  58.8%  60.0%  75.0%  50.0%
                                       C             C                           C

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q33.  In the last 6 months, did your health plan give you 
any forms to fill out?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        496      79     65     94     52     74     41     43     48
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                     19       1      2      7      2      1      1      2      3

Yes                          124      16     13     22     18     17     14     14     10
                           25.0%   20.3%  20.0%  23.4%  34.6%  23.0%  34.1%  32.6%  20.8%
                                                           bc

No                           372      63     52     72     34     57     27     29     38
                           75.0%   79.7%  80.0%  76.6%  65.4%  77.0%  65.9%  67.4%  79.2%
                                       e      e

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q34. In the last 6 months, how often were the forms from 
your health plan easy to fill out?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               496      79     65     94     52     74     41     43     48

Total Valid Responses        493      79     65     94     51     73     40     43     48
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      3       -      -      -      1      1      1      -      -

Always                       445      73     60     86     42     68     35     35     46
                           90.3%   92.4%  92.3%  91.5%  82.4%  93.2%  87.5%  81.4%  95.8%
                                       h                          eh                   EH

Usually                       35       3      4      6      7      2      4      7      2
                            7.1%    3.8%   6.2%   6.4%  13.7%   2.7%  10.0%  16.3%   4.2%
                                                          bFi                  BFi

Sometimes                     11       3      1      2      1      2      1      1      -
                            2.2%    3.8%   1.5%   2.1%   2.0%   2.7%   2.5%   2.3%       

Never                          2       -      -      -      1      1      -      -      -
                            0.4%                         2.0%   1.4%                     

HEDIS/CAHPS SUMMARY RATE     480      76     64     92     49     70     39     42     48
- Always/Usually           97.4%   96.2%  98.5%  97.9%  96.1%  95.9%  97.5%  97.7% 100.0%
                                                                                       bf

HEDIS/CAHPS SUMMARY RATE     445      73     60     86     42     68     35     35     46
- Always                   90.3%   92.4%  92.3%  91.5%  82.4%  93.2%  87.5%  81.4%  95.8%
                                       h                          eh                   EH

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q35. What number would you use to rate your health plan? 

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        498      78     64     94     53     73     41     45     50
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                     17       2      3      7      1      2      1      -      1

10 - Best health plan        174      26     17     46     14     23     16     15     17
possible                   34.9%   33.3%  26.6%  48.9%  26.4%  31.5%  39.0%  33.3%  34.0%
                                                BCEFhi

9                             81      17      7     11     15     12      7      5      7
                           16.3%   21.8%  10.9%  11.7%  28.3%  16.4%  17.1%  11.1%  14.0%
                                      cd                 CDHi

8                             94      11     15     15     11     13      6     13     10
                           18.9%   14.1%  23.4%  16.0%  20.8%  17.8%  14.6%  28.9%  20.0%
                                                                                bd

7                             57      13     11      3      3     10      6      6      5
                           11.4%   16.7%  17.2%   3.2%   5.7%  13.7%  14.6%  13.3%  10.0%
                                      DE     DE                    D      D      d

6                             26       2      3      7      3      4      2      1      4
                            5.2%    2.6%   4.7%   7.4%   5.7%   5.5%   4.9%   2.2%   8.0%

5                             40       5      3      7      5      7      2      5      6
                            8.0%    6.4%   4.7%   7.4%   9.4%   9.6%   4.9%  11.1%  12.0%

4                              9       3      2      1      -      2      1      -      -
                            1.8%    3.8%   3.1%   1.1%          2.7%   2.4%              

3                              9       1      4      2      1      1      -      -      -
                            1.8%    1.3%   6.3%   2.1%   1.9%   1.4%                     

2                              3       -      2      -      -      -      1      -      -
                            0.6%           3.1%                        2.4%              

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                                                                                                                   (Continued)
                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q35. What number would you use to rate your health plan? 

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

1                              3       -      -      1      -      1      -      -      1
                            0.6%                  1.1%          1.4%                 2.0%

0 - Worst health plan          2       -      -      1      1      -      -      -      -
possible                    0.4%                  1.1%   1.9%                            

SUMMARY  - 0-3                17       1      6      4      2      2      1      -      1
                            3.4%    1.3%   9.4%   4.3%   3.8%   2.7%   2.4%          2.0%
                                             Bi

SUMMARY - 4-7                132      23     19     18     11     23     11     12     15
                           26.5%   29.5%  29.7%  19.1%  20.8%  31.5%  26.8%  26.7%  30.0%
                                                                   d

HEDIS/CAHPS SUMMARY RATE     349      54     39     72     40     48     29     33     34
- 8-10                     70.1%   69.2%  60.9%  76.6%  75.5%  65.8%  70.7%  73.3%  68.0%
                                                     C      c

HEDIS/CAHPS SUMMARY RATE     255      43     24     57     29     35     23     20     24
- 9-10                     51.2%   55.1%  37.5%  60.6%  54.7%  47.9%  56.1%  44.4%  48.0%
                                       C            Ch      c             c

Mean                         8.1     8.3    7.6    8.4    8.1    8.0    8.3    8.3    8.1

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q36.  In general, how would you rate your overall health?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        508      79     67     98     54     74     41     45     50
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      7       1      -      3      -      1      1      -      1

Excellent                     52       3      4     15      6      8      1      4     11
                           10.2%    3.8%   6.0%  15.3%  11.1%  10.8%   2.4%   8.9%  22.0%
                                                   BCG      g     bg                 BCGh

Very good                    133      31     11     21     15     16     17      8     14
                           26.2%   39.2%  16.4%  21.4%  27.8%  21.6%  41.5%  17.8%  28.0%
                                    CDFH                               CDFH

Good                         183      26     27     32     22     24     14     19     19
                           36.0%   32.9%  40.3%  32.7%  40.7%  32.4%  34.1%  42.2%  38.0%

Fair                         106      15     22     23      4     20      8     10      4
                           20.9%   19.0%  32.8%  23.5%   7.4%  27.0%  19.5%  22.2%   8.0%
                                      Ei    bEI     EI            EI      e     Ei

Poor                          34       4      3      7      7      6      1      4      2
                            6.7%    5.1%   4.5%   7.1%  13.0%   8.1%   2.4%   8.9%   4.0%
                                                           Gi

HEDIS/CAHPS SUMMARY RATE     185      34     15     36     21     24     18     12     25
- Excellent/Very good      36.4%   43.0%  22.4%  36.7%  38.9%  32.4%  43.9%  26.7%  50.0%
                                      Ch             C      C            Ch           CFH

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q37.  Do you now smoke cigarettes every day, some days, or 
not at all?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        510      80     67     98     53     75     41     45     51
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      5       -      -      3      1      -      1      -      -

Every day                    151      24     25     27     17     15     10     15     18
                           29.6%   30.0%  37.3%  27.6%  32.1%  20.0%  24.4%  33.3%  35.3%
                                              F                                         f

Some days                     62      12      7     12      5     12      3      9      2
                           12.2%   15.0%  10.4%  12.2%   9.4%  16.0%   7.3%  20.0%   3.9%
                                       I             i             I            gI

Not at all                   292      44     31     59     31     47     28     21     31
                           57.3%   55.0%  46.3%  60.2%  58.5%  62.7%  68.3%  46.7%  60.8%
                                                     c            Ch     CH

Don't know                     5       -      4      -      -      1      -      -      -
                            1.0%           6.0%                 1.3%                     

HEDIS/CAHPS SUMMARY RATE     213      36     32     39     22     27     13     24     20
- % Smokers                41.8%   45.0%  47.8%  39.8%  41.5%  36.0%  31.7%  53.3%  39.2%
                                              g                                 fG

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q38.  In the last 6 months, on how many visits were you 
advised to quit smoking by a doctor or other health 
provider in your plan?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               213      36     32     39     22     27     13     24     20

Total Valid Responses        195      34     32     33     20     26     11     22     17
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      3       1      -      2      -      -      -      -      -

None                          58      14      9      8      8      7      3      3      6
                           29.7%   41.2%  28.1%  24.2%  40.0%  26.9%  27.3%  13.6%  35.3%
                                       H                    H

1 visit                       48       6      6     13      3      5      2      8      5
                           24.6%   17.6%  18.8%  39.4%  15.0%  19.2%  18.2%  36.4%  29.4%
                                                  BcEf

2 to 4 visits                 56       7     14      3      7      8      5      8      4
                           28.7%   20.6%  43.8%   9.1%  35.0%  30.8%  45.5%  36.4%  23.5%
                                             BD             D      D      D      D

5 to 9 visits                 15       2      2      5      1      3      -      1      1
                            7.7%    5.9%   6.3%  15.2%   5.0%  11.5%          4.5%   5.9%

10 or more visits             18       5      1      4      1      3      1      2      1
                            9.2%   14.7%   3.1%  12.1%   5.0%  11.5%   9.1%   9.1%   5.9%
                                       c

Had no visits                 15       1      -      4      2      1      2      2      3

CURRENT YEAR SUMMARY         137      20     23     25     12     19      8     19     11
RATE - CURRENT YEAR ASTQ   70.3%   58.8%  71.9%  75.8%  60.0%  73.1%  72.7%  86.4%  64.7%
RATE                                                                            BE

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q39.  On how many visits was medication recommended or 
discussed to assist you with quitting smoking (for example: 
nicotine gum, patch, nasal spray, inhaler, prescription 
medication)?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               213      36     32     39     22     27     13     24     20

Total Valid Responses        190      32     31     33     20     26     11     20     17
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      8       3      1      2      -      -      -      2      -

None                         121      22     15     22     14     17      5     13     13
                           63.7%   68.8%  48.4%  66.7%  70.0%  65.4%  45.5%  65.0%  76.5%
                                       c                                               Cg

1 visit                       29       4      6      9      3      1      3      1      2
                           15.3%   12.5%  19.4%  27.3%  15.0%   3.8%  27.3%   5.0%  11.8%
                                             fh     FH                    f

2 to 4 visits                 28       2      9      -      2      7      1      5      2
                           14.7%    6.3%  29.0%         10.0%  26.9%   9.1%  25.0%  11.8%
                                            Beg                    B             b

5 to 9 visits                  6       2      1      1      -      -      1      1      -
                            3.2%    6.3%   3.2%   3.0%                 9.1%   5.0%       

10 or more visits              6       2      -      1      1      1      1      -      -
                            3.2%    6.3%          3.0%   5.0%   3.8%   9.1%              

Had no visits                 15       1      -      4      2      1      2      2      3

CURRENT YEAR SUMMARY          69      10     16     11      6      9      6      7      4
RATE - Discussing          36.3%   31.3%  51.6%  33.3%  30.0%  34.6%  54.5%  35.0%  23.5%
Smoking Cessation                            bI                           i
Medications              

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q40.  On how many visits did your doctor or health provider 
recommend or discuss methods and strategies (other than 
medications) to assist you with quitting smoking?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               213      36     32     39     22     27     13     24     20

Total Valid Responses        193      32     31     34     20     26     11     22     17
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      5       3      1      1      -      -      -      -      -

None                         120      23     14     22     11     17      7     14     12
                           62.2%   71.9%  45.2%  64.7%  55.0%  65.4%  63.6%  63.6%  70.6%
                                       C                                                c

1 visit                       32       2      8      7      4      4      1      3      3
                           16.6%    6.3%  25.8%  20.6%  20.0%  15.4%   9.1%  13.6%  17.6%
                                              B      b

2 to 4 visits                 29       3      8      4      3      4      3      3      1
                           15.0%    9.4%  25.8%  11.8%  15.0%  15.4%  27.3%  13.6%   5.9%
                                             bI

5 to 9 visits                  7       2      -      1      1      -      -      2      1
                            3.6%    6.3%          2.9%   5.0%                 9.1%   5.9%

10 or more visits              5       2      1      -      1      1      -      -      -
                            2.6%    6.3%   3.2%          5.0%   3.8%                     

Had no visits                 15       1      -      4      2      1      2      2      3

CURRENT YEAR SUMMARY          73       9     17     12      9      9      4      8      5
RATE - Discussing          37.8%   28.1%  54.8%  35.3%  45.0%  34.6%  36.4%  36.4%  29.4%
Smoking Cessation                            Bi
Strategies               

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q41.  In the last 6 months, have you seen a doctor or other 
health provider 3 or more times for the same condition or 
problem?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        506      78     65     98     54     75     40     45     51
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      9       2      2      3      -      -      2      -      -

Yes                          190      32     23     36     16     31     14     19     19
                           37.5%   41.0%  35.4%  36.7%  29.6%  41.3%  35.0%  42.2%  37.3%

No                           316      46     42     62     38     44     26     26     32
                           62.5%   59.0%  64.6%  63.3%  70.4%  58.7%  65.0%  57.8%  62.7%

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 45
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Q42.  Is this a condition or problem that has lasted for at 
least 3 months?  Do not include pregnancy or menopause.

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               190      32     23     36     16     31     14     19     19

Total Valid Responses        187      31     22     36     16     31     14     18     19
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      3       1      1      -      -      -      -      1      -

Yes                          149      26     18     28     14     24     11     16     12
                           79.7%   83.9%  81.8%  77.8%  87.5%  77.4%  78.6%  88.9%  63.2%
                                                            i                    i

No                            38       5      4      8      2      7      3      2      7
                           20.3%   16.1%  18.2%  22.2%  12.5%  22.6%  21.4%  11.1%  36.8%
                                                                                       eh

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q43.  Do you now need or take medicine prescribed by a 
doctor?  Do not include birth control.

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        505      79     66     97     53     74     41     44     51
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                     10       1      1      4      1      1      1      1      -

Yes                          271      41     37     51     25     46     23     28     20
                           53.7%   51.9%  56.1%  52.6%  47.2%  62.2%  56.1%  63.6%  39.2%
                                              i                   eI            eI

No                           234      38     29     46     28     28     18     16     31
                           46.3%   48.1%  43.9%  47.4%  52.8%  37.8%  43.9%  36.4%  60.8%
                                                           fh                         cFH

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 47

                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q44.  Is this to treat a condition that has lasted for at 
least 3 months?  Do not include pregnancy or menopause.

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               271      41     37     51     25     46     23     28     20

Total Valid Responses        267      41     37     50     25     44     22     28     20
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      4       -      -      1      -      2      1      -      -

Yes                          234      35     35     43     23     35     18     27     18
                           87.6%   85.4%  94.6%  86.0%  92.0%  79.5%  81.8%  96.4%  90.0%
                                              F                                bdF

No                            33       6      2      7      2      9      4      1      2
                           12.4%   14.6%   5.4%  14.0%   8.0%  20.5%  18.2%   3.6%  10.0%
                                       h             h            CH

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q45.  What is your age?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        509      79     67     98     53     75     41     45     51
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      6       1      -      3      1      -      1      -      -

18 to 24                     196      34     27     41     19     23     12     18     22
                           38.5%   43.0%  40.3%  41.8%  35.8%  30.7%  29.3%  40.0%  43.1%

25 to 34                     158      22     19     24     19     26     18     11     19
                           31.0%   27.8%  28.4%  24.5%  35.8%  34.7%  43.9%  24.4%  37.3%

35 to 44                      99      15     15     23     10     15      6      8      7
                           19.4%   19.0%  22.4%  23.5%  18.9%  20.0%  14.6%  17.8%  13.7%

45 to 54                      45       6      5      8      5      9      3      6      3
                            8.8%    7.6%   7.5%   8.2%   9.4%  12.0%   7.3%  13.3%   5.9%

55 to 64                       9       1      1      2      -      2      1      2      -
                            1.8%    1.3%   1.5%   2.0%          2.7%   2.4%   4.4%       

65 to 74                       2       1      -      -      -      -      1      -      -
                            0.4%    1.3%                               2.4%              

75 or older                    -       -      -      -      -      -      -      -      -
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Q46.  Are you male or female?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        509      80     67     98     54     74     41     45     50
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      6       -      -      3      -      1      1      -      1

Male                          75      17     12     11      5      9      7      9      5
                           14.7%   21.3%  17.9%  11.2%   9.3%  12.2%  17.1%  20.0%  10.0%

Female                       434      63     55     87     49     65     34     36     45
                           85.3%   78.8%  82.1%  88.8%  90.7%  87.8%  82.9%  80.0%  90.0%
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Q47.  What is the highest grade or level of school that you 
have completed?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        505      80     65     97     54     72     41     45     51
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                     10       -      2      4      -      3      1      -      -

8th grade or less             18       3      2      3      3      1      2      3      1
                            3.6%    3.8%   3.1%   3.1%   5.6%   1.4%   4.9%   6.7%   2.0%

Some high school, but        103      14     13     27      9     14      7      9     10
did not graduate           20.4%   17.5%  20.0%  27.8%  16.7%  19.4%  17.1%  20.0%  19.6%

High school graduate or      234      39     36     46     22     30     19     17     25
GED                        46.3%   48.8%  55.4%  47.4%  40.7%  41.7%  46.3%  37.8%  49.0%

Some college or 2-year       142      23     14     20     20     25     12     15     13
degree                     28.1%   28.8%  21.5%  20.6%  37.0%  34.7%  29.3%  33.3%  25.5%

4-year college graduate        6       1      -      1      -      1      -      1      2
                            1.2%    1.3%          1.0%          1.4%          2.2%   3.9%

More than 4-year college       2       -      -      -      -      1      1      -      -
degree                      0.4%                                1.4%   2.4%              
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Q48.  Are you of Hispanic or Latino origin or descent?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        482      76     64     91     52     68     40     42     49
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                     33       4      3     10      2      7      2      3      2

Yes, Hispanic or Latino       20       3      3      8      1      3      -      -      2
                            4.1%    3.9%   4.7%   8.8%   1.9%   4.4%                 4.1%

No, not Hispanic or          462      73     61     83     51     65     40     42     47
Latino                     95.9%   96.1%  95.3%  91.2%  98.1%  95.6% 100.0% 100.0%  95.9%
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Q49.  What is your race?  Please mark one or more.

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        524      81     68     96     56     82     43     48     50

Total Respondents            500      78     66     93     53     74     41     45     50
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

White                        370      56     55     69     45     24     38     41     42
                           74.0%   71.8%  83.3%  74.2%  84.9%  32.4%  92.7%  91.1%  84.0%

Black or African-            120      21      8     20      9     49      3      5      5
American                   24.0%   26.9%  12.1%  21.5%  17.0%  66.2%   7.3%  11.1%  10.0%

Asian                          5       -      2      2      -      1      -      -      -
                            1.0%           3.0%   2.2%          1.4%                     

Native Hawaiian or other       -       -      -      -      -      -      -      -      -
Pacific Islander                                                                         

American Indian or            11       1      -      1      1      4      2      1      1
Alaska Native               2.2%    1.3%          1.1%   1.9%   5.4%   4.9%   2.2%   2.0%

Other                         18       3      3      4      1      4      -      1      2
                            3.6%    3.8%   4.5%   4.3%   1.9%   5.4%          2.2%   4.0%

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 53

                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q50.  Did someone help you complete this survey?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------

Total Eligible               272      37     40     47     32     41     16     29     30

Total Valid Responses        269      37     40     46     31     41     16     28     30
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                      3       -      -      1      1      -      -      1      -

Yes                           24       3      3      5      3      2      1      4      3
                            8.9%    8.1%   7.5%  10.9%   9.7%   4.9%   6.3%  14.3%  10.0%

No                           245      34     37     41     28     39     15     24     27
                           91.1%   91.9%  92.5%  89.1%  90.3%  95.1%  93.8%  85.7%  90.0%
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Q51.  How did that person help you?  Mark all that apply.

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------

Total Eligible                25       4      3      5      3      2      1      4      3

Total Valid Responses         28       5      3      5      3      2      1      6      3

Total Respondents             25       4      3      5      3      2      1      4      3
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

Read the questions to me      13       2      2      3      2      1      -      2      1
                           52.0%   50.0%  66.7%  60.0%  66.7%  50.0%         50.0%  33.3%

Wrote down the answers I       6       2      -      2      -      -      -      2      -
gave                       24.0%   50.0%         40.0%                       50.0%       

Answered the questions         4       -      1      -      -      -      -      1      2
for me                     16.0%          33.3%                              25.0%  66.7%

Translated the questions       2       1      -      -      -      -      1      -      -
into my language            8.0%   25.0%                             100.0%              

Helped in some other way       3       -      -      -      1      1      -      1      -
                           12.0%                        33.3%  50.0%         25.0%       
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Q52. How often do you visit MHS's website 
(www.managedhealthservices.com)?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        388      61     47     72     46     58     24     36     44
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                    127      19     20     29      8     17     18      9      7

Once a week                    3       1      1      -      -      -      1      -      -
                            0.8%    1.6%   2.1%                        4.2%              

2-3 times a week               3       -      -      -      -      2      -      -      1
                            0.8%                                3.4%                 2.3%

Once a month                  10       3      -      3      -      -      2      2      -
                            2.6%    4.9%          4.2%                 8.3%   5.6%       

Rarely                        69       8      8     11      9      7      3      9     14
                           17.8%   13.1%  17.0%  15.3%  19.6%  12.1%  12.5%  25.0%  31.8%

Never                        303      49     38     58     37     49     18     25     29
                           78.1%   80.3%  80.9%  80.6%  80.4%  84.5%  75.0%  69.4%  65.9%

TMG SUMMARY RATE -Once a       6       1      1      -      -      2      1      -      1
week/2-3 times a week       1.5%    1.6%   2.1%                 3.4%   4.2%          2.3%

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 56

                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q53. Where do go to use a computer or get on the Internet?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        314      52     31     54     37     54     18     29     39
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                    133      21     19     32      9     19     18      8      7

Library                       59      13      6     11      6     10      3      7      3
                           18.8%   25.0%  19.4%  20.4%  16.2%  18.5%  16.7%  24.1%   7.7%

My home                      191      30     21     30     22     30     12     19     27
                           60.8%   57.7%  67.7%  55.6%  59.5%  55.6%  66.7%  65.5%  69.2%

Friend's house                38       4      2      8      5      9      2      2      6
                           12.1%    7.7%   6.5%  14.8%  13.5%  16.7%  11.1%   6.9%  15.4%

Do not use computer or        68       7     17     15      8      2      6      8      5
Internet                 

Other                         26       5      2      5      4      5      1      1      3
                            8.3%    9.6%   6.5%   9.3%  10.8%   9.3%   5.6%   3.4%   7.7%
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Q54. What has most often made you think of MHS?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        355      55     44     63     42     53     23     33     42
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                    160      25     23     38     12     22     19     12      9

RosieRoo                       2       -      -      1      -      1      -      -      -
                            0.6%                  1.6%          1.9%                     

Billboards                     4       -      1      -      2      -      -      1      -
                            1.1%           2.3%          4.8%                 3.0%       

Ads on buses                   6       3      -      2      -      1      -      -      -
                            1.7%    5.5%          3.2%          1.9%                     

Posters in doctor's          137      21     13     22     18     22     13     13     15
office                     38.6%   38.2%  29.5%  34.9%  42.9%  41.5%  56.5%  39.4%  35.7%

Other                        206      31     30     38     22     29     10     19     27
                           58.0%   56.4%  68.2%  60.3%  52.4%  54.7%  43.5%  57.6%  64.3%

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 58

                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q55. Do you know the difference between MHS, Hoosier 
Healthwise, and Medicaid?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        384      60     47     70     46     56     24     36     45
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                    131      20     20     31      8     19     18      9      6

Yes                          109      18     11     16     16     10     11     14     13
                           28.4%   30.0%  23.4%  22.9%  34.8%  17.9%  45.8%  38.9%  28.9%

No                           275      42     36     54     30     46     13     22     32
                           71.6%   70.0%  76.6%  77.1%  65.2%  82.1%  54.2%  61.1%  71.1%

TMG SUMMARY RATE - Yes       109      18     11     16     16     10     11     14     13
                           28.4%   30.0%  23.4%  22.9%  34.8%  17.9%  45.8%  38.9%  28.9%
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Q56. Who are you most likely to call when you have 
questions about your benefits?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        369      58     46     64     44     52     24     36     45
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                    146      22     21     37     10     23     18      9      6

MHS                          126      22     12     20     13     20     11     12     16
                           34.1%   37.9%  26.1%  31.3%  29.5%  38.5%  45.8%  33.3%  35.6%

Hoosier Healthwise           110      19     18     13     19     14      7      9     11
                           29.8%   32.8%  39.1%  20.3%  43.2%  26.9%  29.2%  25.0%  24.4%

Medicaid                      80       8      9     16      8      9      5     13     12
                           21.7%   13.8%  19.6%  25.0%  18.2%  17.3%  20.8%  36.1%  26.7%

Other                         53       9      7     15      4      9      1      2      6
                           14.4%   15.5%  15.2%  23.4%   9.1%  17.3%   4.2%   5.6%  13.3%
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Q57. Would you recommend your health plan to your family or 
friends?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        322      51     43     53     37     48     23     32     35
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                    193      29     24     48     17     27     19     13     16

Definitely Yes               160      28     11     32     17     22     14     20     16
                           49.7%   54.9%  25.6%  60.4%  45.9%  45.8%  60.9%  62.5%  45.7%

Probably Yes                 124      12     24     15     18     20      7     10     18
                           38.5%   23.5%  55.8%  28.3%  48.6%  41.7%  30.4%  31.3%  51.4%

Probably Not                  27       9      5      3      2      4      1      2      1
                            8.4%   17.6%  11.6%   5.7%   5.4%   8.3%   4.3%   6.3%   2.9%

Definitely Not                11       2      3      3      -      2      1      -      -
                            3.4%    3.9%   7.0%   5.7%          4.2%   4.3%              

TMG SUMMARY RATE -           284      40     35     47     35     42     21     30     34
Definitely Yes/Probably    88.2%   78.4%  81.4%  88.7%  94.6%  87.5%  91.3%  93.8%  97.1%
Yes                      
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Q58.  If you intend to switch your health plan when you 
next have an opportunity, why would you do so?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        288      43     38     50     38     41     17     26     35
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                    227      37     29     51     16     34     25     19     16

My preferred doctor or        53       7      2     10      7     10      4      4      9
hospital is not with MHS   18.4%   16.3%   5.3%  20.0%  18.4%  24.4%  23.5%  15.4%  25.7%
                                       c             C      c      C      c             C

Getting billed by MHS          3       -      -      -      1      -      -      -      2
doctors                     1.0%                         2.6%                        5.7%

My prescription               28       2      4      5      2      7      1      4      3
medicines are not           9.7%    4.7%  10.5%  10.0%   5.3%  17.1%   5.9%  15.4%   8.6%
covered                                                           be

My family or friends are      10       4      2      2      1      -      1      -      -
with doctors not on the     3.5%    9.3%   5.3%   4.0%   2.6%          5.9%              
MHS network              

My doctor or his office       17       1      3      2      1      2      2      5      1
staff did not treat me      5.9%    2.3%   7.9%   4.0%   2.6%   4.9%  11.8%  19.2%   2.9%
with courtesy and                                                            BdEfI
respect                  

Other                        177      29     27     31     26     22      9     13     20
                           61.5%   67.4%  71.1%  62.0%  68.4%  53.7%  52.9%  50.0%  57.1%
                                              h

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q59.  If you had a problem getting help from your health 
plan's customer service, what was the main reason?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses         98      17     16     13     17      9      5     11     10
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                    178      28     23     42     11     28     21     11     14

I didn't have a problem      239      35     28     46     26     38     16     23     27
getting help from        
customer service         

I had to stay on the          28       3      5      2      4      4      1      7      2
line too long waiting      28.6%   17.6%  31.3%  15.4%  23.5%  44.4%  20.0%  63.6%  20.0%
for customer service                                                        BcDEgI

Customer service was           3       1      -      -      -      -      1      1      -
closed when I called        3.1%    5.9%                              20.0%   9.1%       

The information customer       4       1      -      -      1      1      -      -      1
service gave me was not     4.1%    5.9%                 5.9%  11.1%                10.0%
correct                  

Customer service did not       4       1      1      -      -      1      -      1      -
have the information I      4.1%    5.9%   6.3%                11.1%          9.1%       
needed                   

I had to wait too long         6       1      -      -      3      1      -      -      1
for someone to call me      6.1%    5.9%                17.6%  11.1%                10.0%
back                     

No one called me back         12       1      3      5      1      -      1      1      -
                           12.2%    5.9%  18.8%  38.5%   5.9%         20.0%   9.1%       
                                                   BEh

Some other reason             41       9      7      6      8      2      2      1      6
                           41.8%   52.9%  43.8%  46.2%  47.1%  22.2%  40.0%   9.1%  60.0%
                                      fH      H      H      H                          fH

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q60.  When choosing your health plan, what is the most 
important to you?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        365      58     46     66     46     50     23     34     42
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                    150      22     21     35      8     25     19     11      9

The selection of doctors     157      23     18     26     18     26     12     15     19
                           43.0%   39.7%  39.1%  39.4%  39.1%  52.0%  52.2%  44.1%  45.2%

If free benefits are          88      17     13     16     14     10      2      6     10
offered                    24.1%   29.3%  28.3%  24.2%  30.4%  20.0%   8.7%  17.6%  23.8%
                                       G      G      G      G                           g

Friendly customer             45       9      4      9      6      5      3      4      5
service representatives    12.3%   15.5%   8.7%  13.6%  13.0%  10.0%  13.0%  11.8%  11.9%

Disease management            13       3      1      2      1      2      1      2      1
programs                    3.6%    5.2%   2.2%   3.0%   2.2%   4.0%   4.3%   5.9%   2.4%

Other                         62       6     10     13      7      7      5      7      7
                           17.0%   10.3%  21.7%  19.7%  15.2%  14.0%  21.7%  20.6%  16.7%

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q61. In the past 6 months, if you had difficulty finding or 
understanding information about your benefits in printed 
materials, what was the reason?  Mark all that apply.

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        371      56     45     67     50     47     23     38     45

Total Respondents            120      20     20     18     19     11      3     14     15
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

I did not have dificulty     232      35     23     48     26     35     20     22     23
and was able to locate   
the information I needed 

I could not find the          18       1      4      4      3      -      -      2      4
printed materials          15.0%    5.0%  20.0%  22.2%  15.8%                14.3%  26.7%

I could not understand        18       2      2      1      5      1      -      2      5
the information the way    15.0%   10.0%  10.0%   5.6%  26.3%   9.1%         14.3%  33.3%
it was written           

The information was not       13       4      1      -      3      2      -      1      2
well organized or too      10.8%   20.0%   5.0%         15.8%  18.2%          7.1%  13.3%
complex                  

I did not look for            28       4      6      3      4      5      1      3      2
information in the         23.3%   20.0%  30.0%  16.7%  21.1%  45.5%  33.3%  21.4%  13.3%
materials provided       

I always prefer to talk       62      10      9     11      9      4      2      8      9
with customer service      51.7%   50.0%  45.0%  61.1%  47.4%  36.4%  66.7%  57.1%  60.0%
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Q62. Do you feel that the medical care you received in the 
last 6 months has improved your health?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        362      55     44     65     46     52     24     34     42
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                    153      25     23     36      8     23     18     11      9

Yes                          281      41     37     52     33     38     20     25     35
                           77.6%   74.5%  84.1%  80.0%  71.7%  73.1%  83.3%  73.5%  83.3%

No                            81      14      7     13     13     14      4      9      7
                           22.4%   25.5%  15.9%  20.0%  28.3%  26.9%  16.7%  26.5%  16.7%

TMG SUMMARY RATE - Yes       281      41     37     52     33     38     20     25     35
                           77.6%   74.5%  84.1%  80.0%  71.7%  73.1%  83.3%  73.5%  83.3%

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q63. What is the best way to get information to you about 
your health plan?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        377      59     46     70     45     52     23     37     45
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                    138      21     21     31      9     23     19      8      6

Mail                         312      49     38     61     34     45     21     31     33
                           82.8%   83.1%  82.6%  87.1%  75.6%  86.5%  91.3%  83.8%  73.3%
                                                     i                   eI

Phone                         47       6      6      8     10      6      1      4      6
                           12.5%   10.2%  13.0%  11.4%  22.2%  11.5%   4.3%  10.8%  13.3%
                                                            G

Internet                      18       4      2      1      1      1      1      2      6
                            4.8%    6.8%   4.3%   1.4%   2.2%   1.9%   4.3%   5.4%  13.3%
                                                                                      DEF

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q64. How would you rate Managed Health Services' Member 
Services' timeliness in responding to your request for 
information or help?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        343      55     43     63     43     45     21     35     38
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                    172      25     24     38     11     30     21     10     13

Excellent                    108      21      9     21      8     17      9     11     12
                           31.5%   38.2%  20.9%  33.3%  18.6%  37.8%  42.9%  31.4%  31.6%
                                      cE             e            cE     cE

Very good                     89       9      9     14     15     13      7     12     10
                           25.9%   16.4%  20.9%  22.2%  34.9%  28.9%  33.3%  34.3%  26.3%
                                                            B                    b

Good                         106      19     14     21     14     10      5     10     13
                           30.9%   34.5%  32.6%  33.3%  32.6%  22.2%  23.8%  28.6%  34.2%

Fair                          34       6     10      7      3      5      -      1      2
                            9.9%   10.9%  23.3%  11.1%   7.0%  11.1%          2.9%   5.3%
                                            EHI      h

Poor                           6       -      1      -      3      -      -      1      1
                            1.7%           2.3%          7.0%                 2.9%   2.6%

TMG SUMMARY RATE -           197      30     18     35     23     30     16     23     22
Excellent/Very good        57.4%   54.5%  41.9%  55.6%  53.5%  66.7%  76.2%  65.7%  57.9%
                                                                   C   bCde      C

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                   Managed Health Services of Indiana, Inc.
                                                                2009 CAHPS 4.0H Medicaid Adult Survey (46472) 

Q65. How many times did you have to call your health plan 
to get your issue resolved?

                                  ======================== REGION =======================
                                                                                        
                                                                                        
                                                                                        
                           Total    CN     EC     NC     NE     NW     SE     SW     WC  
                          ------  ------ ------ ------ ------ ------ ------ ------ ------
                             (A)     (B)    (C)    (D)    (E)    (F)    (G)    (H)    (I)

Total Eligible               515      80     67    101     54     75     42     45     51

Total Valid Responses        265      46     33     45     35     34     18     28     26
                          100.0%  100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0% 100.0%

No Answer                    250      34     34     56     19     41     24     17     25

1 time                       166      22     22     33     18     23     11     20     17
                           62.6%   47.8%  66.7%  73.3%  51.4%  67.6%  61.1%  71.4%  65.4%
                                              b     BE             b            Be

2 times                       53      10      4      7     11      5      5      5      6
                           20.0%   21.7%  12.1%  15.6%  31.4%  14.7%  27.8%  17.9%  23.1%
                                                          Cdf

3 times                       24       6      3      4      2      4      1      1      3
                            9.1%   13.0%   9.1%   8.9%   5.7%  11.8%   5.6%   3.6%  11.5%

4 times or more               22       8      4      1      4      2      1      2      -
                            8.3%   17.4%  12.1%   2.2%  11.4%   5.9%   5.6%   7.1%       
                                      Df

TMG SUMMARY RATE - 1         166      22     22     33     18     23     11     20     17
time                       62.6%   47.8%  66.7%  73.3%  51.4%  67.6%  61.1%  71.4%  65.4%
                                              b     BE             b            Be

Comparison Groups: BCDEFGHI
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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12. Glossary of Terms 
 
Accreditation is an official authorization or designation to an organization determined by a 
set of industry-derived standards.  
 
Attributes are the questions that relate to a specific service area or composite as defined by 
NCQA. 
 
Augments are stratified samples used to target specific responses in a particular segment, 
such as region, language, or member status.  These responses are for internal use only, and 
are not to be included in the HEDIS sample or reported to public entities.  Project deliverables 
for augmented samples can range from banner tables and/or a segmentation chart, to 
question summaries and finally, a complete Final Report. 
 
Composites are the mean of the Summary Rates of attributes within a given service area as 
specified by NCQA.  Each composite category represents an overall aspect of plan quality 
and is comprised of similar questions.   
 
Confidence level is the degree of confidence, expressed as a percentage, that a reported 
number’s true value is between the lower and upper specified range. 
 
Correlation Coefficient is a statistical measure of how closely two variables or measures are 
related to each other.  Coefficients are usually reported as r values. 
 
Disposition (Disposition Category) is the final status assignment given to a member record 
within the sample.  The category signifies both the survey administration protocol used to 
complete the survey (M=Mail, and T=Phone) and the status of the record (M10= mail 
complete, T22= phone, language barrier).  All record code assignments of “10” are considered 
valid responses according to NCQA. 
 
Global Proportions are a breakout of response option results according to the Three-Point 
Score definition, shown as a percentage, not a mean score.  Refer to the Three-Point Score 
definition. 
 
Key Drivers are composites that have been found to impact overall health plan ratings or 
health care ratings among the plan members as determined by a regression analysis.   
 
NCQA HEDIS Compliance Audit is a two-part program comprised an information-systems 
capabilities assessment (IS standards) and an evaluation of the health plan’s ability to comply 
with HEDIS specifications (HD standards).  NCQA-Certified auditors use standard audit 
methodologies to enable purchasers to make reliable comparisons among health plans. 
 
Over-sampling is sampling more the minimum required sample size. The required sample 
size for adult Medicaid plans is 1,350 in accordance with NCQA protocol.  The overall NCQA 
target number of complete responses is 411.  Therefore, plans may choose to over-sample 
their population to achieve this target number if necessary.  NCQA allows over-sampling of up 
to 30% of the database to aid plans in collecting a suitable amount of survey returns. 
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Quality Compass 2008 (Medicaid Adult – All Plans) is a collection of CAHPS® 4.0H mean 
summary ratings for those Medicaid adult plans (177 samples with at least 100 valid 
responses per question item) allowing NCQA to use their data to be compiled into an 
aggregate, or national summary, without releasing their plan-level scores. 
 
Quality Compass 2008 (Medicaid Adult – Public Report) is a collection of CAHPS® 4.0H 
mean summary ratings for those Medicaid adult plans (115 plan-specific samples) choosing to 
report their scores publicly, in addition to submitting their scores to be compiled anonymously 
into a Quality Compass aggregate, or national summary.  The scores shown in this report 
reflect the mean Summary Rates from these plans.   
 
Rating questions use a scale of 0 to 10 for assessing overall experience (doctor, specialist, 
health care and health plan) with zero being the worst and 10 being the best. 
 
Significance test is a test to determine if an observed difference is too large to have occurred 
by chance alone. 
 
Summary Rates are single statistics generated for a survey question.  In general, Summary 
Rates represent the percentage of respondents who chose the most favorable response 
options (“Always” and “Usually”; “Definitely Yes”; or “8” to “10”).  Not all questions are 
assigned a Summary Rate by NCQA.   
 
The Myers Group Book of Business (calculated on a plan-level) consists of all Medicaid 
adult samples that conducted surveys with TMG and submitted data to NCQA.  In 2009 there 
were 36 samples included in the Book of Business.  This benchmark is shown throughout the 
report and is used in the Opportunity Analysis.  The 2008 Book of Business consists of 38 
samples that were submitted to NCQA in 2008, and is used for Custom Question benchmark 
and correlation analysis, and Loyalty benchmarks. 
 
Three-Point Score is the result of the process of assigning a value of 1, 2, or 3 to each 
question response category and then computing a numerical average based upon the valid 
responses for each question.  The Three-Point values are assigned to question answer 
categories as follows: 
 

Response 
Choice 1 

Score 
Value 

 Response 
Choice 2 

Score 
Value 

 Response 
Choice 3 

Score 
Value 

Definitely no 1  Never 1  0-6 1 

Somewhat no 1  Sometimes 1  7 & 8 2 

Somewhat yes 2  Usually 2  9 & 10 3 

Definitely yes 3  Always 3    

 
Trending is the practice of looking at several years of data in a comparative format to identify 
trends or common links. 
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Introduction 
Your Account Executive for this project is Kim Rhyne (770-978-3173, ext. 1351), and your 
Project Manager is Deborah Johnson (770-978-3173, ext. 1314).  Should you have any 
questions or comments regarding any aspect of the survey or reporting process, please feel free 
to call either your Account Executive or your Project Manager.  Additionally, Sherrelle Kyle, 
Operations Manager – Project Management, is available to address questions at 770-978-3173, 
ext. 1313. 
 
New in 2009 – Survey and Reporting Changes  
Based on analysis of the 2008 Consumer Assessment of Healthcare Providers and Systems 
(CAHPS®1) 4.0H results, the following changes have been made to the Healthcare 
Effectiveness Data and Information Set (HEDIS®)2 technical specifications, as reported in 
HEDIS 2009, Volume 3: Technical Update: 
 
 The CAHPS Health Plan Survey 4.0H, Child Version replaced the CAHPS 3.0H Child 

Survey.   
 
 
 Changes to the CAHPS Health Plan Survey 4.0H, Child Version are expected to affect 

trending; therefore, the measures are not eligible for rotation in HEDIS 2009. 
 
 

Throughout this report, information essential for understanding the report and suggestions for 
a course of action for developing quality initiatives are identified by this symbol. 
  

 

                                                      
1 CAHPS® is a registered trademark of the Agency for Healthcare Research and Quality (AHRQ). 
2 HEDIS® is a registered trademark of the National Committee for Quality Assurance (NCQA). 
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1. Executive Summary 
The Myers Group (TMG), a National Committee for Quality Assurance (NCQA) certified HEDIS 
Survey Vendor, was selected by Managed Health Services Indiana, Inc. to conduct its 2009 
CAHPS® 4.0H Medicaid Child Member Satisfaction Survey.  NCQA requires health plans to 
submit CAHPS survey results in compliance with HEDIS accreditation requirements. 
 
The overall objective of the CAHPS® study is to capture accurate and complete information 
about consumer-reported experiences with health care.  Specifically, the objectives are to 
measure how well plans are meeting their members’ expectations and goals; to determine 
which areas of service have the greatest effect on members’ overall satisfaction; and to identify 
areas of opportunity for improvement, which could aid plans in increasing the quality of care 
provided. 
 
Using a mixed (mail and telephone) survey administration methodology, per NCQA protocol, the 
Myers Group collected 454 valid surveys from the eligible member population from January 
through May of 2009, yielding a response rate of 30.3%.3   
 
This report summarizes results derived from the CAHPS® 4.0H Medicaid Child Survey as 
applied to a random sample of your health plan members and presents the findings by plan 
service area (composite) and by each individual question (attribute).  In general, satisfaction is 
presented by Summary Rates, which represent the percent of respondents who chose the most 
positive question responses as specified by NCQA.   
 
The 2009 and 2008 Summary Rate composite and rating scores for Managed Health Services 
Indiana, Inc. are presented in the following tables.  The composites and ratings are shown for 
the Health Plan domain and the Health Care domain.  Included in each table is the 2009 TMG 
Medicaid Child Book of Business4 and significance testing.   
 
Health Plan Domain 

Composites/Ratings 
2009 

Summary 
Rates 

2008 
Summary   

Rates 
*

2009 
TMG MCS 

BoB 
**

Rating of Health Plan (Q36) 81.4%  78.3%  80.6% 

Getting Needed Care 85.8% NA  78.9% 

Customer Service 82.5%***  NA  81.4% 

 *
**
***

 

indicates significant difference when compared to 2008.
indicates significant difference when compared to the 2009 TMG MCS Book of Business. 
indicates this measure received less than 100 completed responses and will, therefore, receive 
an NA in the NCQA submission report. 
 

 

                                                      
3 Please refer to Section 2 - Project Overview for the calculation used to determine the response rate. 
4 The 2009 TMG Medicaid Child Book of Business consists of 22 Medicaid Child (Non-CCC) samples, from plans that conducted 
surveys with TMG in 2009 and submitted data to NCQA. 
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Health Care Domain 

Composites/Measures/ Ratings 
2009 

Summary 
Rates 

2008 
Summary 

Rates *

2009 
TMG MCS 

BoB ** 
Rating of Health Care (Q12) 82.2% 82.8%  79.9% 
Getting Care Quickly 89.6% 88.8%  87.0% 
How Well Doctors Communicate 91.1% 92.6%  91.4% 
Shared Decision Making 65.7% NA  65.3% 
Health Promotion and Education (Q8) 59.0% NA  60.8% 
Coordination of Care (Q23) 78.3% NA  77.4% 
Rating of Personal Doctor (Q24) 85.9% 80.7%  83.9% 
Rating of Specialist (Q28) 73.4%*** 81.1%  81.0% 

*
**
***

 

indicates significant difference when compared to 2008. 
indicates significant difference when compared to the 2009 TMG MCS Book of Business. 
indicates this measure received less than 100 completed responses and will, therefore, receive an 
NA in the NCQA submission report. 
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Noteworthy Findings  
The following analyses provide comparisons of your plan’s 2009 survey results to the 2009 
TMG Medicaid Child Book of Business, as well as to your plan’s Summary Rates from 2008, 
where applicable: 
 

 
Health Plan Domain 

 
Evaluation 
Area Results 
Rating of 
Health Plan 
(Q36) 

How members rate their health plan is an important indicator of plan quality.  
On a scale of 0 to 10, 81.4% of Managed Health Services Indiana, Inc. 
members rated their plan an 8, 9, or 10.  This score is not significantly 
different than the TMG Medicaid Child Book of Business Summary Rate and 
ranks at the 52nd percentile.   
 

Your plan is not significantly different when compared to your 2008 
Summary Rate of 78.3%. 
 

 
Getting 
Needed 
Care 

This composite measures the experiences members had when attempting to 
get care from doctors and specialists.  Your 2009 Summary Rate for the 
Getting Needed Care composite is 85.8%, which is significantly higher than 
TMG’s Book of Business and falls at the 85th percentile.  This composite is 
important because analysis of the 2009 TMG Book of Business shows it to 
be a Key Driver of Rating of Health Plan. 
 
Due to significant changes in the CAHPS® survey tool, this composite is not 
trendable to 2008.  
 
 

Customer 
Service 

This composite is another Key Driver of Rating of Health Plan. It measures 
the member’s experiences with getting information and treatment by 
customer service staff.  Your 2009 Customer Service composite Summary 
Rate is 82.5%.  When compared to the 2009 TMG Book of Business, 
Managed Health Services Indiana, Inc.’s Customer Service Summary Rate 
is not significantly different and ranks at the 57th percentile.   
 
Due to significant changes in the CAHPS® survey tool, this composite is not 
trendable to 2008.  
 

The number of responses for this measure is less than 100; therefore, this 
measure will receive an NA by NCQA. 
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Health Care Domain 
 

Evaluation 
Area Results 
Rating of 
Health Care 
(Q12)  

This survey item gives members an opportunity to rate all the health care 
they have received in the last six months.  The percentage of respondents 
that rate their child’s health care an 8, 9, or 10 is 82.2%.  This score is not 
significantly different when compared to the mean Summary Rate of the 
TMG Medicaid Child Book of Business.  Additional comparison to TMG’s 
Book of Business shows this score is at the 71st percentile. 
 

A comparison of your current Summary Rate of 82.2% to your 2008 score 
of 82.8% shows no significant difference. 
 
 

Getting Care 
Quickly 

This composite measures members’ experiences with receiving care and 
getting appointments in a reasonable time.  Your 2009 Getting Care 
Quickly composite Summary Rate is 89.6%.  When compared to TMG’s 
Book of Business mean, your plan’s Summary Rate is not significantly 
different and falls at the 71st percentile.   
 

A comparison to your 2008 score of 88.8% shows no significant 
differences. 
 

How Well 
Doctors 
Communicate 

TMG analysis of our current Book of Business shows this composite has 
the greatest impact on members’ ratings of their health care, as well as 
their ratings of doctors.  It measures how well providers listen, explain, 
spend enough time with members, and show respect for what members 
have to say.  The Summary Rate indicates that 91.1% of members are 
always or usually satisfied, indicating a high level of effective 
communication between members and their doctors.  This score is not 
significantly different than the TMG Book of Business and ranks at the 38th 
percentile. 
 

Your plan Summary Rate shows no significant difference when compared 
to your 2008 Summary Rate of 92.6%. 
 
 

Shared 
Decision 
Making 

Managed Health Services Indiana, Inc.’s survey results show that 65.7% of 
members feel that their doctors or health care providers definitely 
discussed options and asked their opinions regarding those options.  
These results are not significantly different than TMG’s Book of Business 
average Summary Rate.  A comparison to all plans in TMG’s Book of 
Business reveals your Summary Rate is at the 47th percentile. 
 

This composite is new to the Medicaid Child survey and is, therefore, not 
trendable to 2008.  
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Health Care Domain 

 
Evaluation 
Area Results 
Health 
Promotion 
and 
Education 
(Q8) 

This measure gauges the member’s opinion of how often their doctors or 
health care providers discussed specific ways to prevent illnesses.  
Managed Health Services Indiana, Inc.’s Summary Rate of 59.0% is not 
significantly different when compared to TMG’s Book of Business, placing 
it at the 28th percentile. 
 

This composite is new to the Medicaid Child survey and is, therefore, not 
trendable to 2008.  
 
 

Coordination 
of Care (Q23) 

Your Summary Rate indicates 78.3% of respondents feel their doctor was 
always or usually informed and up-to-date about their care, which is not 
significantly different than TMG’s Book of Business.  Compared to all other 
Medicaid Child plans in TMG’s Book of Business, this score is at the 61st 
percentile. 
 

This composite is new to the Medicaid Child survey and is, therefore, not 
trendable to 2008.  
 

Rating of 
Personal 
Doctor (Q24) 

Analysis of our current Book of Business reveals this survey item is highly 
correlated to overall rating of health care (Q12).  Therefore, high Summary 
Rates in this measure should reflect highly in health care satisfaction.  
Your current Summary Rate of 85.9% is not significantly different from 
TMG’s Book of Business mean and ranks at the 66th percentile. 
 

Your 2009 score is significantly higher when compared to last year’s 
Summary Rate of 80.7%. 
 

 
Rating of 
Specialist 
(Q28) 

Managed Health Services Indiana, Inc.’s rating of specialist (73.4%) is not 
significantly different when compared to TMG’s Book of Business, and 
ranks below the 10th percentile. 
 

When compared to last year’s results (81.1%), your Summary Rate for this 
survey item has shown no significant change in score. 
 

The number of responses for this measure is less than 100; therefore, this 
measure will receive an NA by NCQA. 

 
 
 
 
 

 



 
2009 Final Report for Managed Health Services Indiana, Inc. 
Consumer Assessment of Healthcare Providers and Systems (CAHPS®) Survey 
 

The Myers Group Medicaid Child Survey – 2009  1-6 

Key Drivers of Health Plan Rating  
Some composites will impact the Rating of Health Plan (Q36) among your health plan members 
more than others and are considered Key Drivers.  Key Drivers are those health plan service 
areas that are positively tied to the overall rating of the health plan.  A regression analysis was 
performed using the 2009 TMG Medicaid Child Book of Business.  This analysis measures the 
relationship between each composite area and the overall health plan rating.  It is used to 
determine which areas of service have the greatest effect on members’ overall satisfaction, 
which helps plans to develop a strategy to focus attention on those key areas.  
 
Two composites have been identified as Key Drivers of Rating of Health Plan based on the 
regression analysis: Customer Service and Getting Needed Care.  Depending on your health 
plan’s composite percentile ranking when compared to the 2009 TMG Medicaid Child Book of 
Business, the following Opportunity Analysis is provided for use in developing your quality 
initiatives. 
 
Opportunity Analysis for Managed Health Services Indiana, Inc. 
Strengths - Key Drivers of health plan satisfaction with Summary Rates at or above the 75th 
percentile when compared to the 2009 TMG Medicaid Child Book of Business should be 
marketed and maintained. 
 
Opportunities - Key Drivers of health plan satisfaction with Summary Rates that fall below the 
50th percentile when compared to the 2009 TMG Medicaid Child Book of Business should be 
investigated and improved upon. 
 
Areas to Monitor - Key Drivers of health plan satisfaction with Summary Rates between the 50th 
and 75th percentile when compared to the 2009 TMG Medicaid Child Book of Business should 
be monitored, as they do have a significant impact on members’ overall ratings of their health 
plan. 
  
Key Drivers of  
Health Plan Rating   Percentile Ranking Opportunity Analysis 

Customer Service 57th Monitor 

Getting Needed Care 85th Strength 
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Key Drivers of Health Care Rating  
How members rate their health care (Q12) is an important measure of quality, as it gives 
members an opportunity to rate all of the health care they have received in the last six months. 
The health care rating provides feedback to health plans to help improve their members’ quality 
of care.  TMG performed a regression analysis on the results from plans represented in the 
2009 TMG Medicaid Child Book of Business to determine the Key Drivers for the Rating of 
Health Care.  
 
Three composites have been identified as Key Drivers for the Rating of Health Care based on 
the regression analysis: How Well Doctors Communicate, Customer Service and Getting 
Needed Care.  The Rating of Health Care is also highly correlated with the Rating of Personal 
Doctor (Q24). 
 
Opportunity Analysis for Managed Health Services Indiana, Inc. 
Strengths - Key Drivers of health care satisfaction with Summary Rates at or above the 75th 
percentile when compared to the 2009 TMG Medicaid Child Book of Business should be 
marketed and maintained. 
 
Opportunities - Key Drivers of health care satisfaction with Summary Rates that fall below the 
50th percentile when compared to the 2009 TMG Medicaid Child Book of Business should be 
investigated and improved upon. 
 
Areas to Monitor - Key Drivers of health care satisfaction with Summary Rates between the 50th 
and 75th percentile when compared to the 2009 TMG Medicaid Child Book of Business should 
be monitored, as they do have a significant impact on members’ overall ratings of their health 
care. 
  
Key Drivers of  
Health Care Rating   Percentile Ranking Opportunity Analysis 

How Well Doctors Communicate 38th Opportunity 

Customer Service 57th Monitor 

Getting Needed Care 85th Strength 
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Key Drivers of Personal Doctor Rating 
A positive relationship between doctor and patient is an important part of health care.  Question 
24 gives members an opportunity to rate their personal doctor. Ratings can be influenced by a 
number of factors.  TMG performed a regression analysis on the results from plans represented 
in the 2009 TMG Medicaid Child Book of Business to determine the Key Drivers for the Rating 
of Personal Doctor.  
 
Two composites have been identified as Key Drivers for the Rating of Personal Doctor based on 
the regression analysis: How Well Doctors Communicate and Coordination of Care.   
 
Opportunity Analysis for Managed Health Services Indiana, Inc. 
Strengths - Key Drivers of doctor satisfaction with Summary Rates at or above the 75th 
percentile when compared to the 2009 TMG Medicaid Child Book of Business should be 
marketed and maintained. 
 
Opportunities - Key Drivers of doctor satisfaction with Summary Rates that fall below the 50th 
percentile when compared to the 2009 TMG Medicaid Child Book of Business should be 
investigated and improved upon. 
 
Areas to Monitor - Key Drivers of doctor satisfaction with Summary Rates between the 50th and 
75th percentile when compared to the 2009 TMG Medicaid Child Book of Business should be 
monitored, as they do have a significant impact on members’ ratings of their personal doctor. 
 
 
Key Drivers of  
Personal Doctor Rating   Percentile Ranking Opportunity Analysis 

How Well Doctors Communicate 38th Opportunity 

Coordination of Care 61st Monitor 
 
 

 

 



 
2009 Final Report for Managed Health Services Indiana, Inc. 
Consumer Assessment of Healthcare Providers and Systems (CAHPS®) Survey 
 

The Myers Group Medicaid Child Survey – 2009   2-1

2. Methodology 
The CAHPS® 4.0H protocol allows plans to select one of two options for survey administration: 
1) a 5-wave mail-only methodology or 2) a mixed methodology (mail and telephone), which 
includes four waves of mail (two questionnaire mailings and two reminder post cards) with a 
telephone follow-up of at least three attempts.  Managed Health Services Indiana, Inc. chose 
a mixed (mail and telephone) survey administration methodology.  

 
Response Rate 
The required sample size is 1,650 in accordance with NCQA protocol for Child Medicaid 
plans, although plans may choose to over-sample or augment5 their population if desired.  
Your plan’s sample size is 1,650.  The Myers Group collected 454 valid surveys from the 
eligible member population from January through May of 2009.  After adjusting for ineligible 
members, your survey response rate is 30.3%.   
 
The Myers Group collected your health plan’s 454 valid surveys via the mixed collection 
method (240 Mail and 214 Telephone).  The overall NCQA target number of valid surveys is 
411. 
 
A response rate is only calculated for those members who were eligible and able to respond.  
According to NCQA protocol, ineligible members include those who are deceased, do not 
meet the eligible population criteria, have a language barrier, or are either mentally or 
physically incapacitated.  Non-respondents include those members who have refused to 
participate in the survey, could not be reached due to a bad address or telephone number, or 
members that reached a maximum attempt threshold and were unable to be contacted during 
the survey time period.   
 
The table below shows the total number of members in the sample that fell into each of the 
various disposition categories.  Depending upon the survey protocol, some of the groupings 
below may not apply. 
 

Disposition Group Disposition Category N 

Ineligible 

Deceased  (M20/T20) 1 

Does not meet eligibility criteria  (M21/T21) 97 

Language barrier  (M22/T22) 54 

Mentally/physically incapacitated  (M24/T24) 0 

Total Ineligible 152 

Non-response 

Bad address/phone (M23/T23) 174 

Refusal  (M32/T32) 112 

Maximum attempts made  (M33/T33) 758 

Total Non-response 1044 

 
 
 
 

                                                      
5 Although plans may choose to augment their population, augments are not included in the Response Rate calculation or survey 
disposition groupings. 
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Ineligible members are subtracted from the sample size when computing a response rate as 
shown below. 
 

Completed surveys 
=  Response Rate 

Sample size – Ineligible members 
 
Using the final figures from Managed Health Services Indiana, Inc.’s Medicaid Child survey, 
the numerator and denominator used to compute your response rate are presented below. 
 

240 (Mail) + 214 (Phone)  
=

454 
= 30.3% 

1,650 (Sample) – 152 (Ineligible) 1,498 
 
Refer to the Technical Notes for the protocol used to calculate the response rate and 
administer the survey. 
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Profile of Survey Respondents  
The demographic characteristics of respondents surveyed should be representative of your 
member population.  The Myers Group follows NCQA protocol to help achieve a 
representative sample of your plan’s member population.  Page 2A shows the percentage of 
respondents by demographics (respondent’s age, respondent’s gender, respondent’s relation 
to child, respondent’s education) within your plan.  Page 2B provides the percentage of child 
members surveyed by demographic category (child’s age, child’s gender, child’s duration with 
plan, child’s health status, and child’s race/ethnicity). 
 
Page 2C provides the percentage of respondents by demographic category compared to the 
2009 TMG Medicaid Child Book of Business and the 2008 CAHPS Booklet. The demographic 
makeup of your plan’s member base may not mirror the “average” plan; therefore, caution is 
recommended when making comparisons to benchmark data. Page 2D provides the 
percentage of respondents by demographic category compared to your plan’s 2008 and 2007 
demographics. To help you identify how your plan’s population compares to other plans and to 
previous data, significant differences are determined by a z-test for statistical significance and 
then highlighted.  (Refer to the Technical Notes for more information on this topic.) 
 
 Demographic comparisons (TMG Book of Business): Page 2C shows there are 

significant differences between your plan and the 2009 TMG Medicaid Child Book of 
Business in the following demographic categories: Child's Race/Ethnicity and Child’s Age. 

 
 
 Demographic comparisons (Trending): Page 2D shows that when comparing your 

current demographics with that of 2008, there have been no significant changes in your 
plan’s population. 

 
Through years of experience and analysis of our books of business, The Myers Group has 
observed that the demographics of a response group may have an effect on the overall 
satisfaction results.  For example, higher satisfaction ratings are usually given by members 
who are older and report better health status. In contrast, members who are more educated 
tend to give lower ratings of overall satisfaction.   A larger proportion of these types of 
respondents (i.e., older, better health status, more educated) could affect your plan’s 
satisfaction scores.  A comprehensive detail of demographic results for your plan is presented 
in Segmentation Analysis – Section 7. 
 
 
 
Charts 2A – 2D 
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Survey Demographic Comparisons Medicaid Child CAHPS® 

454  Total Respondents

24 or 
younger
20.7%

25 - 34
33.5%

35 - 44
28.1%

45 or older
17.8%

RESPONDENT'S AGE

Male
12.3%

Female
87.7%

RESPONDENT'S GENDER

College 
Graduate 
or more

8.0%

RESPONDENT'S EDUCATION

Other
8.9%

RELATION TO CHILD

HS 
Graduate 

or less
58.5%

Some 
College
33.5%

Parent
91.1%
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Survey Demographic Comparisons Medicaid Child CAHPS® 

454  Total Respondents

0 - 4
31.6%

5 - 8
20.9%

9-13
27.1%

14 or older
20.4%

CHILD'S AGE

Male
50.7%

Female
49.3%

CHILD'S GENDER

Good
18.6%

Fair/Poor
4.3%

CHILD'S HEALTH STATUS*

* Health status is defined by respondent.

** Race and Ethnicity are separate questions and respondents may chose more than one 
race option, therefore figures will not equal 100%.  "Other" includes respondents who 
answered "Other."

Excellent/ 
Very good

77.1%

0% 25% 50% 75% 100%

White

Black/African-American

Hispanic/Latino

Asian

Hawaiian/Pacific Is.

Am. Indian /Alaskan 

Other

81.0%

17.2%

10.6%

1.9%

0.2%

4.4%

6.7%

RACE/ETHNICITY**
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Profile of Survey Respondents Managed Health Services Indiana, Inc.

Benchmark Comparisons Medicaid Child CAHPS® 

454  Total Respondents

Managed 
Health 

Services 
Indiana, Inc.

TMG Book of 
Business*

CAHPS® 
Booklet 

(Medicaid 
Child)*

2009 2009 2008 Plan to TMG
Plan to 
CAHPS 
Booklet

Male 12.3% 11.3% 9.8% ↔ ↔
Female 87.7% 88.7% 90.2% ↔ ↔

24 or younger 20.7% 19.8% 19.9% ↔ ↔
25 - 34 years 33.5% 31.1% 32.8% ↔ ↔
35 - 44 years 28.1% 28.6% 27.5% ↔ ↔
45 or older 17.8% 20.6% 19.8% ↔ ↔

Parent 91.1% 91.6% 90.1% ↔ ↔
Other 8.9% 8.4% 9.9% ↔ ↔

High School Graduate or less 58.5% 56.7% 59.4% ↔ ↔
Some College 33.5% 33.5% 32.1% ↔ ↔
College Graduate or more 8.0% 9.7% 8.5% ↔ ↔

White 81.0% 60.7% 55.6% ↑ ↑
Black/African-American 17.2% 33.4% 24.3% ↓ ↓
Hispanic/Latino 10.6% 13.8% 22.1% ↔ ↔
Asian 1.9% 3.0% 2.8% ↔ ↔
Hawaiian/Pacific Is. 0.2% 0.4% 0.5% ─ ─
Am. Indian/Alaskan 4.4% 2.6% 2.0% ↑ ↑
Other 6.7% 8.7% 14.8% ↔ ↓

0 - 4 years 31.6% 29.6% ↔
5 - 8 years 20.9% 20.1% ↔
9 - 13 years 27.1% 25.6% ↔
14 or older 20.4% 24.8% ↓

Excellent/Very good 77.1% 76.6% 76.7% ↔ ↔
Good 18.6% 18.5% 18.1% ↔ ↔
Fair/Poor 4.3% 4.8% 5.2% ↔ ↔

Child's

Race/Ethnicity (Q40 & Q41)***

Not Available Not Available

Demographic Category

Significance Testing**

Health Status (Q37)

* The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  The 2008 CAHPS® 
Booklet, represents approximately 39 Medicaid child (non-CCC) samples,that submitted data to NCQA in 2008, utilizing the CAHPS 3.0H survey tool.  Due to significant changes between 
the CAHPS 3.0H child survey tool and the CAHPS 4.0H child survey tool, this benchmark does not include results for new CAHPS measures. 

*** Race and Ethnicity are separate questions and respondents may chose more than one race option, therefore figures will not equal 100%.  "Other" includes respondents who answered 
"Other." 

**  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to 

benchmarks;  ↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All 
significance testing is performed at the 95% significance level.

Respondent Gender (Q43)

Respondent Age (Q42)

Relation to Child (Q45)

Respondent Education (Q44)

Child's

Child's Age (Q38)
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Profile of Survey Respondents Managed Health Services Indiana, Inc.

Demographic Trending Medicaid Child CAHPS® 

454  Total Respondents Current

since 
2008

since 
2007 

Male 12.3% 9.3% 8.4% ↔ ↔
Female 87.7% 90.7% 91.6% ↔ ↔

24 or younger 20.7% 21.8% 17.0% ↔ ↔
25 - 34 years 33.5% 31.0% 36.9% ↔ ↔
35 - 44 years 28.1% 28.7% 23.3% ↔ ↔
45 or older 17.8% 18.5% 22.8% ↔ ↔

Parent 91.1% 87.9% 88.9% ↔ ↔
Other 8.9% 12.1% 11.1% ↔ ↔

High School Graduate or less 58.5% 57.5% 60.2% ↔ ↔

Some College 33.5% 34.0% 31.9% ↔ ↔
College Graduate or more 8.0% 8.5% 7.9% ↔ ↔

White 81.0% 77.4% 75.7% ↔ ↔
Black/African-American 17.2% 20.1% 19.1% ↔ ↔
Hispanic/Latino 10.6% 10.0% 11.7% ↔ ↔
Asian 1.9% 0.5% 0.7% ─ ─
Other 11.4% 12.3% 10.7% ↔ ↔

Child's Age (Q39) 0 - 4 years 31.6% 34.3% 31.9% ↔ ↔
5 - 8 years 20.9% 20.7% 21.2% ↔ ↔
9 - 13 years 27.1% 24.0% 21.4% ↔ ↑
14 or older 20.4% 21.1% 25.4% ↔ ↔

Excellent/Very good 77.1% 78.1% 75.1% ↔ ↔
Good 18.6% 16.2% 18.5% ↔ ↔
Fair/Poor 4.3% 5.8% 6.4% ↔ ↔

2009 20072008Category

*  Significance Testing - "↓" denotes significant decrease when compared to previous years.  "↑" denotes significant increase when compared to previous years.  "↔" 
denotes that there was no significant difference between the  percentages.  "─" denotes that there was insufficient sample size to conduct the statistical test.  All 
significance testing is performed at the 95% significance level.

** Race and Ethnicity figures will not equal 100% because they are separate questions.  "Other" includes Native Hawaiian or Other Pacific Islander, American Indian or 
Alaska Native, and respondents who answered "Other."

Significance 
Testing*

Child's

Child's
Health Status (Q37)

Demographic

Respondent Gender (Q43)

Respondent Age (Q42)

Relation to Child (Q45)

Respondent Education (Q44)

Race/Ethnicity (Q40 & Q41)**
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3. Trend Comparisons 
The CAHPS® 4.0H survey is designed to use composite scores to facilitate the aggregation of 
information and the communication of results.  Questions are combined into composite 
categories comprising a particular service area managed by your plan.  These composites, 
the questions that make up composites (attributes), additional measures, and rating questions 
are shown on the following trend pages.   Trending to 2008, 2007, and 2006 data is also 
shown when available. 
 
Page 3A Trend Comparisons 

Shows how your health plan’s 2009 composite and key question Summary 
Rates compare to your scores from 2008, 2007, and 2006.  Significant 
differences are highlighted. 

 
Pages 3B-3C Drill-Down of Trend Comparisons  

Show graphical presentations of year-to-year comparisons of response options 
for composites and key questions. Page 3B shows the two trendable 
composites, Getting Needed Care and How Well Doctors Communicate, and 
Page 3C shows rating questions. 

 
 

 
 
 
Charts 3A – 3C 
 
 
 

Due to significant differences between the CAHPS® 4.0H and CAHPS® 3.0H surveys (used prior to 2009), many 
questions and composites are not trendable.  The following composites and measures are affected: Getting 
Needed Care, Customer Service, Shared Decision Making, Health Promotion and Education, and Coordination 
of Care.    



Trend Comparisons Managed Health Services Indiana, Inc.

Composites and Key Questions of Member Satisfaction Medicaid Child CAHPS® 

454  Total Respondents

Valid 
n

Summary 
Rate* Valid n 

Summary 
Rate* 

Valid 
n 

Summary 
Rate* 

Valid 
n 

Summary 
Rate* 

since 
2008

since 
2007

since 
2006

Getting Care Quickly
325

89.6%
278

88.8%
275

87.4%
245

91.5% ↔ ↔ ↔

Q4. Obtaining needed care right away 186 92.5% 180 90.6% 179 88.3% 137 92.0% ↔ ↔ ↔

Q6.
Obtaining care when needed, not when 
needed right away

325 86.8% 278 87.1% 275 86.5% 245 91.0% ↔ ↔ ↔

How Well Doctors Communicate
352

91.1%
369

92.6%
343

91.3%
272

92.1% ↔ ↔ ↔

Q15.
Doctors explaining things in an understandable 
way

349 93.1% 369 95.9% 342 90.6% 272 94.9% ↔ ↔ ↔

Q16. Doctors listening carefully to you 349 93.7% 368 91.3% 343 92.4% 271 91.5% ↔ ↔ ↔

Q17.
Doctors showing respect for what you had to 
say

352 93.5% 365 93.4% 341 93.3% 269 92.9% ↔ ↔ ↔

Q20 Doctors spending enough time with your child 350 84.0% 368 89.7% 340 88.8% 272 89.0% ↓ ↔ ↔

Rating of Health Care  (Q12) 348 82.2% 367 82.8% 344 81.7% 274 84.3% ↔ ↔ ↔

Rating of Personal Doctor  (Q24) 418 85.9% 404 80.7% 400 77.3% 334 77.8% ↑ ↑ ↑

Rating of Specialist  (Q28) 79 73.4% 106 81.1% 88 77.3% 82 84.1% ↔ ↔ ↔

Rating of Health Plan  (Q36) 440 81.4% 447 78.3% 446 82.5% 363 77.1% ↔ ↔ ↔

Current

Composites and Key Questions

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages.  Refer to the Technical Notes for 
more information.  

**  Significance Testing - ↓ denotes significant decrease when compared to previous years;  ↑ denotes significant increase when compared to previous years;  ↔ denotes that there was no 
significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is performed at the 95% 
significance level.

2008 (3.0H)2009 (4.0H) 2006 (3.0H)2007 (3.0H) Significance Testing **
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Drill-Down of Trend Comparisons Managed Health Services Indiana, Inc.
Composites of Member Satisfaction Medicaid Child CAHPS® 

454  Total Respondents

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% Always 67.2% 64.3% 69.4% 75.2% ↑ ↑ ↔
% Usually 24.3% 23.1% 19.4% 14.5% ↓ ↓ ↔
% Never/Sometimes 8.5% 12.6% 11.2% 10.4% ↔ ↔ ↔

Getting Care Quickly

Significance Test*

8.5% 12.6% 11.2% 10.4%

24.3% 23.1% 19.4% 14.5%

67.2% 64.3% 69.4% 75.2%

0%

20%

40%

60%

80%

100%

2006 2007 2008 2009

Getting Care Quickly 

Always

Usually

Never/ Sometimes

72.8% 74.1% 72.8% 77.4%

40%

60%

80%

100%

How Well Doctors Communicate 

Always

Usually

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% Always 72.8% 74.1% 72.8% 77.4% ↔ ↔ ↔
% Usually 19.3% 17.2% 19.8% 13.6% ↔ ↔ ↓
% Never/Sometimes 7.9% 8.7% 7.4% 8.9% ↔ ↔ ↔

How Well Doctors Communicate

Significance Test*

*  Significance Testing - ↓ denotes significant decrease when compared to previous years;  ↑ denotes significant increase when compared to previous years;  ↔ denotes 
that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is 
performed at the 95% significance level.

7.9% 8.7% 7.4% 8.9%
19.3% 17.2% 19.8% 13.6%

0%

20%

2006 2007 2008 2009

Never/ Sometimes
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Drill-Down of Trend Comparisons Managed Health Services Indiana, Inc.
Global Ratings of Member Satisfaction Medicaid Child CAHPS® 

454  Total Respondents

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% 9-10 65.7% 63.7% 67.6% 63.2% ↔ ↔ ↔

% 7-8 23.4% 26.5% 22.3% 26.7% ↔ ↔ ↔

% 0-6 10.9% 9.9% 10.1% 10.1% ↔ ↔ ↔

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% 9-10 58.4% 62.8% 63.9% 71.3% ↑ ↑ ↑

Rating of Health Care (Q12)

Significance Test*

Rating of Personal Doctor (Q24)

Significance Test*

10.9% 9.9% 10.1% 10.1%
23.4% 26.5% 22.3% 26.7%

65.7% 63.7% 67.6% 63.2%

0%

20%

40%

60%

80%

100%
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Rating of Health Care ‐ Q12 

9‐10

7‐8

0‐6

11.1% 12.0% 12.6% 10.8%

30.5% 25.3% 23.5% 17.9%

58.4% 62.8% 63.9% 71.3%

0%

20%

40%

60%

80%

100%

2006 2007 2008 2009

Rating of Personal Doctor ‐ Q24 

9‐10

7‐8

0‐6

% 7-8 30.5% 25.3% 23.5% 17.9% ↓ ↓ ↓
% 0-6 11.1% 12.0% 12.6% 10.8% ↔ ↔ ↔

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% 9-10 61.0% 60.2% 67.0% 57.0% ↔ ↔ ↔
% 7-8 26.8% 26.1% 20.8% 26.6% ↔ ↔ ↔
% 0-6 12.2% 13.6% 12.3% 16.5% ↔ ↔ ↔

2006 (3.0H) 2007 2008 2009
since 
2006

since 
2007

since 
2008

% 9-10 57.9% 61.7% 63.1% 66.1% ↑ ↔ ↔
% 7-8 25.9% 28.9% 23.3% 24.8% ↔ ↔ ↔
% 0-6 16.3% 9.4% 13.6% 9.1% ↓ ↔ ↓

Rating of Specialist (Q28)

Significance Test*

*  Significance Testing - ↓ denotes significant decrease when compared to previous years;  ↑ denotes significant increase when compared to previous years;  ↔ denotes that 
there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All significance testing is 
performed at the 95% significance level.

Rating of Health Plan (Q36)

Significance Test*
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4. Benchmark Comparisons 
Your plan’s 2009 member satisfaction summary data, as well as several benchmarks for 
comparison, are all organized into the following charts. 
 
 
Page 4A 2009 TMG Medicaid Child Book of Business Percentiles 

Shows how your health plan’s composite and key question Summary Rates 
compare to the mean and percentile (25th, 50th, 75th, and 90th) scores 
generated from the 22 plan-specific Medicaid Child (Non-CCC) samples 
contracted with TMG to administer the CAHPS 4.0H survey and to submit 
data to NCQA in 2009.  This is currently the only benchmark available for the 
HEDIS version of the Medicaid Child 4.0H survey. Your plan’s percentile 
ranking is shown beside each score.   
 

Page 4B 2009 TMG Medicaid Child Book of Business and the 2008 CAHPS® Booklet 
(Medicaid Child) Summary Rate Comparison 
Page 4C shows how your health plan’s composite and key question 
Summary Rates compare to the mean scores of the 2009 TMG Book of 
Business and the 2008 CAHPS® Booklet.  The CAHPS® Booklet includes 39 
Medicaid Child samples that were submitted to NCQA in 2008, using the 
CAHPS 3.0H survey tool. Significant differences are highlighted. 

 
Page 4C 2008 National CAHPS® Benchmarking Database (NCBD) 

Shows how your health plan’s composite and key question Summary Rates 
compare to the NCBD Benchmark. Note: NCBD Summary Rate definitions 
are not the same as NCQA Summary Rate definitions.  Your plan’s Summary 
Rate has been recalculated on this page to match NCBD Summary Rate 
definitions. The NCBD data presented includes the summary-level results of 
29 Medicaid Child CAHPS® 4.0 Health Plan Survey results from 2008.  The 
4.0 tool used does not include all composites that are in the CAHPS 4.0H 
tool; therefore, only composites that are comparable are shown.  Additionally, 
plans submitting to NCBD are not required to follow HEDIS protocol. 

  
Charts 4A – 4C 
 

  
 



Benchmark Comparisons Managed Health Services Indiana, Inc.
2009 TMG Percentiles Medicaid Child CAHPS® 

454  Total Respondents

Mean 25th 50th 75th 90th

Getting Needed Care 85.8% 85th 78.9% 74.2% 79.2% 84.8% 87.3%

Q26. Ease of getting appointment with a specialist 85.9% 99th 74.1% 69.8% 74.5% 80.6% 84.7%

Q30. Getting care, tests, or treatments necessary 85.7% 57th 83.7% 78.9% 85.0% 88.1% 90.4%

Getting Care Quickly 89.6% 71st 87.0% 83.7% 88.4% 90.0% 93.0%

Q4. Obtaining needed care right away 92.5% 76th 89.2% 87.0% 90.0% 92.4% 95.2%

Q6. Obtaining care when needed, not when needed right away 86.8% 61st 84.8% 81.7% 86.5% 88.2% 90.6%

How Well Doctors Communicate 91.1% 38th 91.4% 90.1% 91.7% 93.0% 94.2%

Q15. Doctors explaining things in an understandable way 93.1% 61st 92.1% 90.1% 92.5% 93.6% 95.0%

Q16. Doctors listening carefully to you 93.7% 66th 92.8% 92.1% 93.2% 94.1% 94.8%

Q17. Doctors showing respect for what you had to say 93.5% 33rd 94.0% 92.2% 94.7% 95.3% 96.4%

Q20. Doctors spending enough time with your child 84.0% 23rd 86.7% 84.1% 86.2% 89.4% 92.1%

Customer Service 82.5% 57th 81.4% 77.9% 82.3% 86.4% 88.6%

Q32. Getting information/help from customer service 74.1% 42nd 75.2% 71.8% 75.2% 80.3% 85.0%

Q33. 
Treated with courtesy and respect by customer service 
staff 

90.9% 71st 87.5% 83.6% 88.6% 92.5% 93.8%

Shared Decision Making 65.7% 47th 65.3% 62.8% 65.7% 68.9% 70.6%

Q10.
Health provider talked about pros and cons of choice of 
treatment

65.5% 23rd 67.9% 65.5% 68.0% 71.2% 72.8%

Q11.
Doctor/provider asked which choice you thought was best 
for you

65.9% 76th 62.8% 59.4% 62.7% 65.9% 68.7%

Health Promotion and Education (Q8) 59.0% 28th 60.8% 58.8% 60.6% 62.7% 66.0%

Coordination of Care (Q23) 78.3% 61st 77.4% 76.1% 76.7% 79.7% 80.8%

Rating of Health Care  (Q12) 82.2% 71st 79.9% 77.0% 80.3% 82.3% 84.0%

Rating of Personal Doctor  (Q24) 85.9% 66th 83.9% 81.2% 85.0% 86.9% 87.9%

Rating of Specialist  (Q28) 73.4% <10th 81.0% 76.3% 82.5% 85.0% 85.9%

Rating of Health Plan  (Q36) 81.4% 52nd 80.6% 75.0% 81.4% 84.6% 86.8%

*** The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  

** Ranking indicates where your plan's Summary Rate ranks when compared to all other Medicaid child (Non-CCC) plans that submitted data to NCQA through TMG in 2009.  
Summary Rates that are below the 10th percentile are shown as "<10th."

Composites and Key Questions

Your Plan 
Summary 

Rate*

2009 TMG Mean & Percentiles***Your Plan's 
Ranking**

*  Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages.  The Summary Rates for 
the Effectiveness of Care Measures are calculated on a two-year rolling average due to anticipated small denominators.  Refer to the Technical Notes for more information.  
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Benchmark Comparisons Managed Health Services Indiana, Inc.

2009 TMG Book of Business & 2008 CAHPS® Booklet Medicaid Child CAHPS® 

454  Total Respondents

Getting Needed Care
168

85.8% 78.9% ↑

Q26. Ease of getting appointment with a specialist 85 85.9% 74.1% ↑

Q30. Getting care, tests, or treatments necessary 168 85.7% 83.7% ↔

Getting Care Quickly
325

89.6% 87.0% 86.0% ↔ ↔

Q4. Obtaining needed care right away 186 92.5% 89.2% 87.4% ↔ ↑

Q6. Obtaining care when needed, not when needed right away 325 86.8% 84.8% 84.5% ↔ ↔

How Well Doctors Communicate
352

91.1% 91.4% 90.1% ↔ ↔

Q15. Doctors explaining things in an understandable way 349 93.1% 92.1% 90.3% ↔ ↔

Q16. Doctors listening carefully to you 349 93.7% 92.8% 91.5% ↔ ↔

Q17. Doctors showing respect for what you had to say 352 93.5% 94.0% 92.8% ↔ ↔

Q20. Doctors spending enough time with your child 350 84.0% 86.7% 85.7% ↔ ↔

Customer Service 
55

82.5% 81.4% ↔

Q32. Getting information/help from customer service 54 74.1% 75.2% ↔

Q33. Treated with courtesy and respect by customer service staff 55 90.9% 87.5% ↔

Shared Decision Making
142

65.7% 65.3% ↔

Q10.
Health provider talked about pros and cons of choice of 
treatment

142 65.5% 67.9% ↔

Q11.
Doctor/provider asked which choice you thought was best for 
you

138 65.9% 62.8% ↔

344 59.0% 60.8% ↔

129 78.3% 77.4% ↔

Rating of Health Care  (Q12) 348 82.2% 79.9% 81.0% ↔ ↔

Rating of Personal Doctor  (Q24) 418 85.9% 83.9% 81.5% ↔ ↑

Rating of Specialist  (Q28) 79 73.4% 81.0% 77.8% ↔ ↔

Rating of Health Plan  (Q36) 440 81.4% 80.6% 79.5% ↔ ↔

Not Available Not Available

Not Available Not Available

** The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  The 2008 
CAHPS® Booklet, represents approximately 39 Medicaid child (non-CCC) samples,that submitted data to NCQA in 2008, utilizing the CAHPS 3.0H survey tool.  Due to significant 
changes between the CAHPS 3.0H child survey tool and the CAHPS 4.0H child survey tool, this benchmark does not include results for new CAHPS measures. 

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared to 
benchmarks;  ↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical test.  All 
significance testing is performed at the 95% significance level.

* Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS® 4.0H guidelines and generally represent the most favorable response percentages. 

Health Promotion and Education (Q8) - Doctor discussed 
specific things to do to prevent illnesses. 

Coordination of Care (Q23) - Doctor seemed informed/up-to-
date about the care received from other doctors/providers. 

Valid 
n

Composites and Key Questions
2009 TMG 
Book of 

Business**

Summary 
Rate*

To CAHPS 
Booklet

 2008 CAHPS 
Booklet - 
Medicaid 
Child**

Significance 
Testing***

To TMG 
BoB
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Benchmark Comparisons Managed Health Services Indiana, Inc.
2008 NCBD Benchmark Medicaid Child CAHPS® 

454  Total Respondents

Significance Testing***

Your Plan to NCBD

Getting Needed Care Always 63% 50% ↑

Q26. Ease of getting appointment with a specialist 58% 48% ↔

Q30. Getting care, tests, or treatments necessary 69% 53% ↑

Getting Care Quickly Always 75% 69% ↑

Q4. Obtaining needed care right away 80% 72% ↑

Q6. Obtaining care when needed, not when needed right away 71% 65% ↑

How Well Doctors Communicate Always 77% 75% ↔

Q15. Doctors explaining things in an understandable way 81% 78% ↔

Q16. Doctors listening carefully to you 81% 79% ↔

Q17. Doctors showing respect for what you had to say 81% 83% ↔

Q20. Doctors spending enough time with your child 67% 63% ↔

Customer Service Always 61% 58% ↔

Q32. Getting information/help from customer service 56% 50% ↔

Q33. 
Treated with courtesy and respect by customer service 
staff 

67% 67% ↔

Rating of Health Care  (Q12) 9-10 63% 60% ↔

Rating of Personal Doctor  (Q24) 9-10 71% 70% ↔

Rating of Specialist  (Q28) 9-10 57% 64% ↔

Rating of Health Plan  (Q36) 9-10 66% 57% ↑

NCBD 
Summary 

Rate 
Definition

Always

***  Significance Testing - ↓ denotes plan percentage is significantly lower when compared to benchmarks;  ↑ denotes plan percentage is significantly higher when compared 
to benchmarks;  ↔ denotes that there was no significant difference between the  percentages;  ─ denotes that there was insufficient sample size to conduct the statistical 
test.  All significance testing is performed at the 95% significance level.

Always

*  Summary Rates calculations are defined by National CAHPS Benchmarking Database (NCBD). Your Summary Rates are recalulated to match the NCBD benchmark 
Summary Rate definition, and are shown in the column labeled "Your Plan's Summary Rate." 

**  Source for the benchmark data is NCBD 2008 Chartbook, which presents 29 Medicaid child summary-level results for the CAHPS 4.0 Health Plan Survey.  NCBD 
benchmark also includes results from CAHPS surveys that have not been administered according to CAHPS 4.0H specification.  

Always

Always

Composites and Key Questions

Your Plan 
Summary Rate*

NCBD 
Benchmark 

Summary Rate**
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5. Global Proportions and Three-Point Scores 
Pages 5A-C show graphical presentations of the percentage of members who answered 
each response choice, organized by composite category, attributes contained within each 
composite, additional single question measures, and each of the four global rating 
questions.  Beside each chart is the equivalent Three-Point Score calculation.  Global 
proportions are a useful tool for understanding how dissatisfied, or even neutral, 
respondents are when they rate a particular question or composite area.  Summary Rates 
alone are not as complete of an indication of performance since they only address the most 
favorable responses. 
 
Example: 
 
Summary Rate – 75% (Always and Usually) 
 
By focusing on all the response categories of a question, a high Summary Rate becomes 
less telling as: (1) a relatively large percentage of members are found to be very satisfied 
(“Always”) or (2) a large proportion of the Summary Rate responses are “Usually” 
responses, rather than the more favorable response of “Always.”  As an example, the first 
case would show a higher average rating than the second, even though the Summary Rates 
are equal. 
 

 Summary Rate  
 Always Usually Sometimes/Never 
Case 1. 65% 10% 25% 
Case 2.    15% 60% 25% 

 

 
Global Proportions are the basis of Three-Point Scores. In Three-Point scoring, a value of 1, 
2, or 3 is assigned to each question response category, and then a numerical average is 
computed based upon the valid responses for each question.  The Three-Point values are 
assigned to response option categories as follows: 
 

Scale 1 Score 
Value 

 Scale 2 Score 
Value 

 Scale 3 Score 
Value 

Never 1  Definitely no 1  0-6 1 

Sometimes 1  Somewhat no 1  7 & 8 2 

Usually 2 
 Somewhat 

yes 
2 

 
9 & 10 3 

Always 3  Definitely yes 3    
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How to interpret the following charts: 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
. 

 
 
Charts 5A – 5C  
 

 

Graphical 
presentation of 
response 
distribution

Three-Point 
Score 
calculation at a 
composite and 
question level 

 3 PT Score*

23

27

Valid n

62

104Getting care, tests, or treatments necessary

2.215

2.161

2.269

Ease of getting appointment with a specialist 

Q# Getting Needed Care



Global Proportions/Three-Point Scores Managed Health Services Indiana, Inc.
Composite/Attribute Response Distributions Medicaid Child CAHPS® 

454  Total Respondents

 3 PT Score*

 3 PT Score*

Q# Getting Needed Care

Getting Care Quickly

2.720

2.491

2.435

2.548

2.648

4 Obtaining needed care right away

Ease of getting appointment with a specialist 26

30

186

Valid n

Valid nQ#

85

168Getting care, tests, or treatments necessary

14%

14%

14%

22%

28%

17%

63%

58%

69%

Never/ Sometimes Usually Always

10%

8%

14%

13%

75%

80%

Never/ Sometimes Usually Always

 3 PT Score*

2.736

2.751

2.747

2.506

2.685

2.720

2.575

4

6

Obtaining needed care right away  

325Obtaining care when needed, not when 
needed right away

186

Q#

349

349Doctors explaining things in an 
understandable way

How Well Doctors Communicate

16

Valid n

15

Doctors listening carefully to you

352Doctors showing respect for what you had to 
say

Doctors spending enough time with your child 350

17

20

*Three-Point Score is the sum of three scores: percent in red has a score of 1, percent in light blue has a score of 2, and percent in dark blue has a score of 
3.   The composite Three-Point Score is the average of its attributes' Three-Point Score.   

13% 16% 71%

9%

7%

6%

7%

16%

14%

13%

12%

12%

17%

77%

81%

81%

81%

67%

Never/ Sometimes Usually Always
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Global Proportions/Three-Point Scores Managed Health Services Indiana, Inc.
Composite/Attribute/Additional Measure Response Distributions Medicaid Child CAHPS® 

454  Total Respondents

 3 PT Score*

 3 PT Score*

2.596
Q# Shared Decision Making Valid n

2.296

33 Treated with courtesy and respect by customer 
service staff 55 2.582

Q# Customer Service Valid n

32 Getting information/help from customer service 54

2.439

6% 28% 66%

Def/Somewhat No Somewhat yes Def. yes

18%

26%

9%

21%

19%

24%

61%

56%

67%

Never/ Sometimes Usually Always

Valid n

2.59910 Health provider talked about pros and cons of 
choice of treatment 142

2.36423
Coordination of Care - Doctor seemed informed/up-
to-date about the care received from other 
doctors/providers. 

129

11 Doctor/provider asked which choice you thought 
was best for you 138

Q# Additional Measures

*Three-Point Score is the sum of three scores: percent in red has a score of 1, percent in light blue has a score of 2, and percent in dark blue has a score of 3.   The composite 
Three-Point Score is the average of its attributes' Three-Point Score.   

2.594

8 Health Promotion and Education - Doctor discussed 
specific things to do to prevent illnesses. 344

 3 PT Score*

2.006

6%

6%

7%

28%

29%

28%

66%

65%

66%

41%

22%

17%

20%

42%

58%

Never/ Sometimes Usually Always
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Global Proportions/Three-Point Scores Managed Health Services Indiana, Inc.
Composite/Attribute/Rating Response Distributions Medicaid Child CAHPS® 

454  Total Respondents

Q#

28

12 Rating of Health Care 348

79Rating of Specialist

Rating of Personal Doctor 418

Rating Questions Valid n

2.605

2.532

3 PT Score*

2.405

24

10%

11%

16%

27%

18%

27%

63%

71%

57%

0-6 7-8 9-10

2.570

*Three-Point Score is the sum of three scores: percent in red has a score of 1, percent in light blue has a score of 2, and percent in dark blue has a score of 3.   The 
composite Three-Point Score is the average of its attributes' Three-Point Score.   

36 Rating of Health Plan 440
9% 25% 66%
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6. Question Summaries  
The proportion of respondents that fall into each response category for all questions is shown 
beginning on Page 6A.  Benchmark data and trend information are also presented where 
available.  
 
Not all questions are included in composite calculations.  Therefore, the code found in the 
following table is used to indicate which attributes are included in the corresponding 
composite calculations.  Their code can be found under the question number in the following 
charts beginning on Page 6A. 
  

Code Composites/Measures 
GNC Getting Needed Care 
GCQ Getting Care Quickly 

HWDC How Well Doctors Communicate 
CS Customer Service 

SDM Shared Decision Making 
HPE Health Promotion and Education 
CC Coordination of Care 

 
 
Custom Questions  
Your plan’s custom questions are shown beginning on Page 6L.  All custom questions are 
shown in this section, regardless of their placement in the survey tool.  Your plan’s Summary 
Rate for the current year is shown alongside the Summary Rate for the identical question from 
the previous year (if asked the previous year).  The Summary Rates shown represent the 
percentage of respondents who answered in a positive way.  Not all questions are designed 
for the assignment of Summary Rates, such as “Mark all that apply” questions.  In that case, 
an “NA” is shown under the Summary Rate column. 
 
 
 

Charts 6A – 6N 
 
 



Question Summaries Managed Health Services Indiana, Inc.
Urgent and Routine Care Medicaid Child CAHPS® 

454  Total Respondents

TMG Book of 
Business*

2009 2008 2009 2009 to 
2008

2009 to 
TMG

Yes No

41.4% 58.6%

4
Never Sometimes Usually Always

41.4%

Not sig.90.6%

Not Sig.

Not Sig.

38.5%

92.5% 89.2%

Not sig.40.2%3
In the last 6 months, did your child have an illness, 
injury, or condition that needed care right away in a 
clinic, emergency room or doctor's office?

452

In the last 6 months, when your child needed care right 
away, how often did you get care as soon as you 
thought he or she needed? 186

Q# Survey Item Valid 
n

Plan's
Summary RateCategory Responses 

(Summary Rate responses in gray)

Significance 
Testing**

GCQ 0.0% 7.5% 12.9% 79.6%

Yes No

72.8% 27.2%

6
Never Sometimes Usually Always

GCQ 0.9% 12.3% 16.0% 70.8%

None 1 2 3 4 5 to 9 10 or more

19.8% 22.1% 23.9% 16.6% 7.5% 8.0% 2.1%

77.2%

72.8%

Not sig. Not Sig.

Not Sig.

87.1%

61.9% Sig. 
increase72.1%

84.8%

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were selected
by TMG to facilitate comparisons.  Refer to the Technical Notes for more information.

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the
results that were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All
significance testing is performed at the 95% significance level.  

* The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  

80.2% 81.8% Not sig.
In the last 6 months, not counting times your child went 
to an emergency room, how many times did he or she 
go to a doctor's office or clinic to get health care?

439

86.8%

Not Sig.

449

7

5

thought he or she needed?                                                 
(If "Yes" in Q3)

In the last 6 months, not counting the times your child 
needed care right away, how often did you get an 
appointment for health care at a doctor's office or clinic 
as soon as you thought your child needed?                      
(If "Yes" in Q5)

325

In the last 6 months, not counting the times your child 
needed health care right away, did you make any 
appointments for your child's health care at a doctor's 
office or clinic?
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Question Summaries Managed Health Services Indiana, Inc.
Discussion of Options Medicaid Child CAHPS® 

454  Total Respondents

TMG Book of 
Business*

2009 2008 2009 2009 to 
2008

2009 to 
TMG

8
Never Sometimes Usually Always

HPE 14.2% 26.7% 17.4% 41.6%

Yes No 41.0%

Significance Testing**

NA60.8%

Plan's
Summary RateCategory Responses 

(Summary Rate responses in gray)

In the last 6 months, did your child's doctor or other 
health provider tell you there was more than one 
choice for your child's treatment or health care?             NA

59.0%

42.2%

NA

Q#

341

Survey Item Valid n

9 NA

In the last 6 months, how often did your child's doctor 
or other health provider talk about specific things you 
could do to prevent illness in your child?                         
(If "1 or more" in Q7)

344 Not Sig.

Not Sig.
42.2% 57.8%

10
Definitely yes Somewhat yes Somewhat no Definitely no

SDM 65.5% 28.9% 2.8% 2.8%

11
Definitely yes Somewhat yes Somewhat no Definitely no

SDM 65.9% 27.5% 2.9% 3.6%

0 - 3 4 - 7 8 - 10

1.4% 16.4% 82.2%

348

In the last 6 months, when there was more than one 
choice for your child's treatment or health care, did 
your child's doctor or other health provider ask which 
choice you thought was best for your child?                    
(If "1 or more" in Q7 and "Yes" in Q9)

In the last 6 months, did your child's doctor or other 
health provider talk with you about the pros and cons 
of each choice for your child's treatment or health 
care?                                                                                    
(If "1 or more" in Q7 and "Yes" in Q9)

138

12

142

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above"
denotes the results that were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the
statistical test.  All significance testing is performed at the 95% significance level.  

Using any number from 0 to 10, where 0 is the worst 
health care possible and 10 is the best health care 
possible, what number would you use to rate your 
child's health care in the last 6 months?                           
(If "1 or more" in Q7)

79.9% Not Sig.82.8% Not sig.

(If "1 or more" in Q7)

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were
selected by TMG to facilitate comparisons.  Refer to the Technical Notes for more information.

* The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  

65.9% NA NA

82.2%

65.5% NA

62.8%

Not Sig.

Not Sig.

NA67.9%

The Myers Group Medicaid Child Survey—2009  6B



Question Summaries Managed Health Services Indiana, Inc.
Your Child's Personal Doctor Medicaid Child CAHPS® 

454  Total Respondents

TMG Book of 
Business*

2009 2008 2009 2009 to 
2008 2009 to TMG

Yes No

95.7% 4.3%

None 1 2 3 4 5 to 9 10 or more

Plan's
Summary Rate

NA

91.2%

In the last 6 months, how many times did your child 
visit his or her personal doctor for care?                          
(If "Y " i Q13)

420 84.3%14 79.8%

Q# Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

13

NA

A personal doctor is the one your child would see if he 
or she needs a checkup or gets sick or hurt. Does your 
child have a personal doctor? 95.7% 90.6%445

Above

Above

Significance Testing**

Sig. 
increase

15.7% 27.9% 25.2% 14.0% 7.1% 7.9% 2.1%

15
Never Sometimes Usually Always

HWDC 1.1% 5.7% 12.6% 80.5%

16
Never Sometimes Usually Always

HWDC 1.1% 5.2% 12.3% 81.4%

17
Never Sometimes Usually Always

HWDC 1.7% 4.8% 12.2% 81.3%

92.1%

92.8%

93.1% 95.9%

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were selected by
TMG to facilitate comparisons.  Refer to the Technical Notes for more information.

* The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  

(If "Yes" in Q13)

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the results
that were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance
testing is performed at the 95% significance level.  

In the last 6 months, how often did your child's 
personal doctor show respect for what you had to say?  
(If "Yes" in Q13 and If "1" or higher in Q14)

93.5% 93.4% Not sig. Not Sig.94.0%

91.3%93.7%

352

349

In the last 6 months, how often did your child's 
personal doctor explain things in a way that was easy 
to understand?                                                                    
(If "Yes" in Q13 and If "1" or higher in Q14)

In the last 6 months, how often did your child's 
personal doctor listen carefully to you?                            
(If "Yes" in Q13 and If "1" or higher in Q14)

349

Not Sig.

Not Sig.

Not sig.

Not sig.
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Question Summaries Managed Health Services Indiana, Inc.
Your Child's Personal Doctor (Continued) Medicaid Child CAHPS® 

454  Total Respondents

TMG Book of 
Business*

2009 2008 2009 2009 to 
2008

2009 to 
TMG

Yes No

60.3% 39.7%

Never Sometimes Usually Always

2.4% 7.2% 16.3% 74.0%

Significance 
Testing**

Not Sig.

Above

In the last 6 months, how often did your child's 
personal doctor explain things in a way that was easy 
for your child to understand?                                             
(If "Yes to Q18)

208 90.4%

60.3%350

Plan's
Summary Rate

63.5%

87.2%

Not sig.

89.7%

Q# Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

18 Is your child able to talk with doctors about his or her 
health care?

Not sig.19

47.6%

20
Never Sometimes Usually Always

HWDC 3.7% 12.3% 17.4% 66.6%

Yes No

83.7% 16.3%
61.8%

In the last 6 months, did your child's personal doctor 
talk with you about how your child is feeling, growing, 
or behaving?

349

350

Sig. 
increase

Not Sig.

Above

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were selected by
TMG to facilitate comparisons.  Refer to the Technical Notes for more information.

* The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the
results that were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All
significance testing is performed at the 95% significance level.  

21

84.0%

83.7% 70.0%

Sig. 
decrease

In the last 6 months, how often did your child's 
personal doctor spend enough time with your child?       89.7% 86.7%
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Question Summaries Managed Health Services Indiana, Inc.
Care Coordination Medicaid Child CAHPS® 

454  Total Respondents

TMG Book of 
Business*

2009 2008 2009 2009 to 
2008

2009 to 
TMG

Yes No

38.5% 61.5%

23

Q# Valid nSurvey Item

348

Category Responses 
(Summary Rate responses in gray)

Plan's
Summary Rate

In the last 6 months, did your child get care from a 
doctor or other health provider besides his or her 
personal doctor?
(If "Yes" in Q13 and If "1" or higher in Q14)

38.5%22 40.9%NA NA

Significance Testing**

Not Sig.

In the last 6 months, how often did your child's 
personal doctor seem informed and up-to-date about 

Never Sometimes Usually Always

CC 11.6% 10.1% 20.2% 58.1%

0 - 3 4 - 7 8 - 10

2.6% 11.5% 85.9%

85.9%24

129

418 80.7%

NA77.4% Not Sig.

Not Sig.

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were selected
by TMG to facilitate comparisons.  Refer to the Technical Notes for more information.

* The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  

78.3% NA

Using any number from 0 to 10, where 0 is the worst 
personal doctor possible and 10 is the best personal 
doctor possible, what number would you use to rate 
your child's personal doctor?
(If "Yes" in Q13)

83.9%

the care your child got from these doctors or other 
health providers?
(If "Yes" in Q13, "1" or higher in Q14, and "Yes" in Q22)

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes the
results that were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All
significance testing is performed at the 95% significance level.  

Sig. 
increase
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Question Summaries Managed Health Services Indiana, Inc.
Access to Specialist Medicaid Child CAHPS® 

454  Total Respondents

TMG Book of 
Business*

2009 2008 2009 2009 to 
2008

2009 to 
TMG

Yes No

19.5% 80.5%

26
Never Sometimes Usually Always

Not Sig.

Above

Not sig.

85 9%

19.5%

NANA85

Specialists are doctors like surgeons, heart, allergy 
and skin doctors, and other doctors who specialize in 
one area of health care. In the last 6 months, did you 
try to make any appointments for your child to see a 
specialist?

In the last 6 months, how often was it easy to get 
appointments for your child with specialists?

447

Q# Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

Plan's
Summary Rate

25 24.0%

Significance Testing**

22.4%

74 1%

GNC 4.7% 9.4% 28.2% 57.6%

None 1 specialist 2 3 4
5 or more 
specialists

8.0% 67.8% 16.1% 8.0% 0.0% 0.0%

0 - 3 4 - 7 8 - 10

2.5% 24.1% 73.4%

Above85.9%

81.1%

Not Sig.89.6%

NA

NA

NA85

How many specialists has your child seen in the last 
6 months?                                                                         
(If "Yes"  in Q25)

appointments for your child with specialists?                
(If "Yes" in Q25)

87

28

Using any number from 0 to 10, where 0 is the worst 
specialist possible and 10 is the best specialist 
possible, what number would you use to rate that 
specialist?                                                                         
(If "Yes" in Q25 and "1 or more" in Q27)

Not Sig.81.0%79

NA27

73.4%

92.0%

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were
selected by TMG to facilitate comparisons.  Refer to the Technical Notes for more information.

* The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  
** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above" denotes
the results that were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical
test.  All significance testing is performed at the 95% significance level.  

Not sig.

74.1%
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Question Summaries Managed Health Services Indiana, Inc.
Care and Treatment/Written Materials Medicaid Child CAHPS® 

454  Total Respondents

TMG Book of 
Business*

2009 2008 2009 2009 to 2008 2009 to TMG

Yes No

38.5% 61.5%

30
Never Sometimes Usually Always

Category Responses 
(Summary Rate responses in gray)

Sig. 
decrease

In the last 6 months, did you try to get any kind of care, 
tests or treatment for your child through his or her 
health plan?

NA

In the last 6 months, how often was it easy to get the 
care, tests or treatment you thought your child needed 
through his or her health plan? 168

29

NA

38.5%

Q# Survey Item Valid n

439 36.3%

83.7%

57.8%

85.7%

Plan's
Summary Rate

Not Sig.

Not Sig.

Significance Testing**

GNC 2.4% 11.9% 16.7% 69.0%

* The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  
** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above"
denotes the results that were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct
the statistical test.  All significance testing is performed at the 95% significance level.  
Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were
selected by TMG to facilitate comparisons.  Refer to the Technical Notes for more information.

through his or her health plan?                                          
(If "Yes" in Q29)
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Question Summaries Managed Health Services Indiana, Inc.
Customer Service Medicaid Child CAHPS® 

454  Total Respondents

TMG Book of 
Business*

2009 2008 2009 2009 to 2008 2009 to TMG

Yes No

12.5% 87.5%

32
Never Sometimes Usually Always

CS 7.4% 18.5% 18.5% 55.6%

17.2%

Category Responses 
(Summary Rate responses in gray)

Plan's
Summary Rate

Not Sig.75.2%

Significance Testing**

12.5%

54 NA74.1%

Q# Survey Item Valid n

31 440In the last 6 months, did you try to get information or 
help from customer service at your child's health plan?

In the last 6 months, how often did customer service at 
your child's health plan give you the information or 
help you needed?                                                                
(If "Yes" in Q31)

NA

19.4% Sig. 
decrease Below

CS 7.4% 18.5% 18.5% 55.6%

33
Never Sometimes Usually Always

CS 1.8% 7.3% 23.6% 67.3%

Yes No

20.2% 79.8%

Never Sometimes Usually Always***

0.5% 2.3% 3.4% 93.8%

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were
selected by TMG to facilitate comparisons.  Refer to the Technical Notes for more information.

* The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  

20.2% 17.8%

*** Members who respond "No" to Q34 are included in "Always" of Q35, per NCQA in Volume 3, HEDIS 2009 guidelines.

Not Sig.

Not Sig.NA

24.8%

** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above"
denotes the results that were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct
the statistical test.  All significance testing is performed at the 95% significance level.  

In the last 6 months, did your child's health plan give 
you any forms to fill out?

90.9% 87.5%

34 441

(If Yes  in Q31)

55

NA

In the last 6 months, how often did customer service 
staff at your child's health plan treat you with courtesy 
and respect?                                                                        
(If "Yes" in Q31)

Not sig. Below

NA

35 NAIn the last 6 months, how often were the forms from 
your child's health plan easy to fill out? 438 96.2%97.3%
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Question Summaries Managed Health Services Indiana, Inc.
Health Status Medicaid Child CAHPS® 

454  Total Respondents

TMG Book 
of Business*

2009 2008 2009 2009 to 2008 2009 to TMG

0 - 3 4 - 7 8 - 10

1.6% 17.0% 81.4%

Plan's
Summary Rate

Q# Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

81.4% 78.3% Not sig.80.6%36 440

Using any number from 0 to 10, where 0 is the worst 
health plan possible and 10 is the best health plan 
possible, what number would you use to rate your 
child's health plan? 

Not Sig.

Significance Testing**

Excellent Very good Good Fair Poor

37.4% 39.7% 18.6% 4.0% 0.2%

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response percentages. Other Summary Rates were
selected by TMG to facilitate comparisons.  Refer to the Technical Notes for more information.

* The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to NCQA.  
** Significance Testing - "Sig. decrease"/"Below" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"/"Above"
denotes the results that were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct
the statistical test.  All significance testing is performed at the 95% significance level.  

Not sig.In general, how would you rate your child's overall 
health? 446 78.1%77.1% 76.6%37 Not Sig.
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Question Summaries Managed Health Services Indiana, Inc.
Child Demographics Medicaid Child CAHPS® 

454  Total Respondents

Q# Survey Item Valid n

0 to 4 5 to 8 9-13 14 and older

31.6% 20.9% 27.1% 20.4%

Male Female

50.7% 49.3%

Yes No

Category Responses

38 What is your child's age?

40 Is your child of Hispanic or Latino origin or descent?

446

39 Is your child male or female? 444

436 Yes No

10.6% 89.4%

White
Black/African-

American Asian

Native Hawaiian or 
other Pacific 

Islander
American Indian or 

Alaska Native Other

81.0% 17.2% 1.9% 0.2% 4.4% 6.7%

40 Is your child of Hispanic or Latino origin or descent?

41 What is your child's race?                                                    
(Please mark one or more) 431 *

* The base for the Race question is the total number of respondents. Members were allowed to choose more than one option, therefore figures may equal more than 100%.

436
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Question Summaries Managed Health Services Indiana, Inc.
Respondent Demographics/ Completing this Survey Medicaid Child CAHPS® 

454  Total Respondents

Q# Survey Item Valid n

24 or under 25-34 35-44 45-54 55-64 65-74 75 or older

20.7% 33.5% 28.1% 12.4% 3.8% 1.6% 0.0%

Male Female

12.3% 87.7%

8th grade or less Some high school
High school 

graduate/GED
Some college or 2-

year degree 4-year college
More than 4-year 
college degree436

Category Responses

42 What is your age?

44 What is the highest grade or level of school that you 

445

43 Are you male or female? 447

8th grade or less Some high school graduate/GED year degree 4 year college college degree

1.6% 15.4% 41.5% 33.5% 6.4% 1.6%

Mother or father Grandparent Aunt or uncle Older sibling Other relative Legal guardian

91.1% 6.3% 0.7% 0.0% 0.4% 1.6%

Yes No

3.8% 96.2%

Read questions to 
me

Wrote down my 
answers Answered for me

Translated 
questions

Helped in some 
other way

37.5% 25.0% 12.5% 25.0% 62.5%

45 How are you related to the child? 447

43644 have completed?

47 How did that person help you? (Check all that apply.)       
(If "Yes" in Q46) 8

Did someone help you complete this survey?46 236
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Question Summaries Managed Health Services Indiana, Inc.
Custom Questions Medicaid Child CAHPS® 

454  Total Respondents
Significance 

Testing*

2009 2008 2009 to 2008

Once a week
2-3 times a 

month
once a 
month Rarely Never

0.3% 0.6% 1.7% 17.3% 80.1%

Friend's 
Do not use the 

computer or 

NA

Q# Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

48

Plan's 
Summary Rate

NAHow often do you visit MHS' website 
(www.managedhealthservices.com)? NA347

Where do you go to use a computer or get on the
Library My home

Friend s 
house

computer or 
Internet Other

17.4% 65.9% 8.0% n=54 8.7%

RosieRoo Billboards
Ads on 
buses

Posters in 
doctor's office Other

0.0% 3.2% 1.0% 41.6% 54.2%

Yes No

28.8% 71.2%

MHS
Hoosier 

Healthwise Medicaid Other

24.1% 44.8% 18.0% 13.1%

NA

NA52 328

What has most often made you think of MHS? NA

28.8%

* Significance Testing - "Sig. decrease" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"
denotes the results that were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample
size to conduct the statistical test.  All significance testing is performed at the 95% significance level.  

340

NAWho are you most likely to call when you have 
questions about your benefits?

NA

NA

51 Do you know the difference between MHS, Hoosier 
Healthwise, and Medicaid? NA

49

50

NAWhere do you go to use a computer or get on the 
Internet? NA

NANA308

287
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Question Summaries Managed Health Services Indiana, Inc.
Custom Questions Medicaid Child CAHPS® 

454  Total Respondents
Significance 

Testing*

2009 2008 2009 to 2008

Definitely yes Probably yes Probably not Definitely not

55.3% 38.3% 4.9% 1.4%

My family or 
My doctor or his 

office staff did not 

NA53 347Would you recommend your health plan to your 
family or friends?

Q# Survey Item Valid n

Plan's 
Summary Rate

NA

Category Responses 
(Summary Rate responses in gray)

93.6%

My preferred 
doctor or hospital 
is not with MHS

Getting billed by 
MHS doctors

My prescription 
medicines are not 

covered

friends are with 
doctors not on the 

MHS network

treat me with 
courtesy and 

respect Other

22.2% 1.3% 6.8% 1.7% 4.7% 63.2%

I didn't have a 
problem getting 

help from 
customer service

I had to stay on 
the line too long 

waiting for 
customer service

Customer service 
was closed when 

I called

The information 
customer service 
gave me was not 

correct

Customer service 
did not have the 

information I 
needed

I had to wait too 
long for someone 

to call me back

No one 
called me 

back
Some other 

reason

n=213 32.3% 3.1% 1.5% 7.7% 4.6% 9.2% 41.5%

The selection of 
doctors

If free benefits 
are offered

Friendly customer 
service 

representatives

Disease 
management 

programs Other

52.6% 19.6% 5.4% 2.1% 20.2%

I did not have the 
difficulty and was 
able to locate the 

information I 
needed

I could not find 
the printed 
materials

I could not 
understand the 
information the 

way it was written

The information 
was not well 

organized or too 
complex

I did not look for 
information in the 
materials provided

I always prefer to 
talk with customer 

service

n=210 17.9% 17.9% 5.3% 23.2% 43.2%

NA

55

56

234If you intend to switch your health plan when you 
next have an opportunity, why would you do so?54 NANA

* Significance Testing - "Sig. decrease" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase" denotes the results that were found
when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient sample size to conduct the statistical test. All significance testing is
performed at the 95% significance level.  

NA65

331

NA

If you had a problem getting help from your child's 
health plan's customer service, what was the main 
reason?

In the past 6 months, if you had difficulty finding or 
understanding information about your benefits in 
printed materials, what was the reason? 

NA NA

NA

NA NA

NAWhen choosing your health plan, what is the most 
important to you? NA

57 95
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Question Summaries Managed Health Services Indiana, Inc.
Custom Questions Medicaid Child CAHPS® 

454  Total Respondents
Significance 

Testing*

2009 2008 2009 to 2008

Yes No

82.1% 17.9%

NA

Plan's 
Summary Rate

324Do you feel that medical care you received in the 
last 6 months has improved your health?

Q# Survey Item Valid n Category Responses 
(Summary Rate responses in gray)

82.1% NA58

Mail Phone Internet

78.3% 13.8% 7.9%

Excellent Very good Good Fair Poor

27.2% 33.2% 32.3% 5.7% 1.6%

1 time 2 times 3 times
4 times or 

more

69.7% 17.2% 8.1% 5.0%

22161 How many times did you have to call your health 
plan to get your issue resolved?

NA

NA

59

60
How would you rate Managed Health Services' 
Member Services' timeliness in responding to your 
request for information or help?

NA

316

69.7% NA

60.4%

* Significance Testing - "Sig. decrease" denotes the results that were found when hypothesis tests were conducted to determine if the percentage is lower. "Sig. increase"
denotes the results that were found when hypothesis tests were conducted to determine if the percentage is higher. "Unable to Test" denotes that there was insufficient
sample size to conduct the statistical test.  All significance testing is performed at the 95% significance level.  

NA

NAWhat is the best way to get information to you about 
your health plan? 341

NA
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2009 Final Report for Managed Health Services Indiana, Inc. 
Consumer Assessment of Healthcare Providers and Systems (CAHPS®) Survey 
 

 
 

The Myers Group Medicaid Child Survey – 2009 7-1 

7. Segmentation Analysis 
The CAHPS® 4.0H survey asks demographic questions about the respondent.  This 
information allows for a market segmentation of your members.  Reviewing the set of 
measures across the assortment of demographic categories may indicate a health plan’s 
overall ability to meet the needs of a varied population. 
 
Page 7A shows a segmentation of the Rating of Health Plan (Q36) results by demographic 
categories.  Across the top of the table are scores “0-3,” “4-7,” and “8-10.”  Down the far left 
column are the different demographic categories.  The numbers in the table represent the 
percentage of respondents from each demographic category that rated the health plan either 
0 to 3, 4 to 7, or 8 to 10. 
 
For example, in the table below, the percentages represent the respondents with a high 
school education or less. The interpretation would be “Of the respondents with a high school 
education or less, 10% rated their plan 0 to 3; 30% rated their plan 4 to 7; and 60% rated their 
plan 8 to 10.” 
 

Segment Rated Plan “0-3” Rated Plan “4-7” Rated Plan “8-10”
High School or less 10% 30% 60% 

 
Pages 7B-H present Summary Rates6 for attributes, ratings, and composite scores organized 
across the following: 

 Respondent Age (Q42) 

 Respondent Education (Q44) 

 Child Ethnicity (Q40) 

 Child Race (Q41) 

 Child’s Health Status (Q37) 

 Number of Doctor or Clinic Visits (Q7) 

 Data collection mode (Mail or Telephone) 
 
The percentages represent the Summary Rate for each segment of a particular category.  For 
example, in the table below, the Summary Rate for the Rating of Health Plan is the 
percentage of respondents who rated their health plan an 8, 9, or 10. The interpretation of this 
example would be, “Of the respondents with a high school education or less, 63% gave their 
health plan a rating of 8, 9, or 10.  In addition, of the respondents with some college education 
or more, 58% gave their health plan a rating of 8, 9, or 10.” 
  

 High School or 
Less Some College or More 

Q36. Rating of Health Plan 63% 58% 
 
Charts 7A – 7H 
 

                                                      
6 Refer to Summary Rate in the Technical Notes for the Summary Rate definition for each composite.  

 



Segmentation Analysis Managed Health Services Indiana, Inc.
Medicaid Child CAHPS® 

454  Total Respondents

Valid n* % Valid n* % Valid n* %

24 or younger 1 1.1% 12 13.5% 76 85.4%

25 to 34 5 3.4% 26 17.7% 116 78.9%

35 to 44 0 0.0% 24 19.5% 99 80.5%

45 or older 1 1.3% 12 15.6% 64 83.1%

High School or less 4 1.6% 39 15.4% 210 83.0%

Some College or more 3 1.7% 35 19.8% 139 78.5%

Hispanic/Latino 1 2.3% 7 16.3% 35 81.4%

Non Hispanic/ Latino 6 1.6% 65 16.9% 313 81.5%

White 6 1.7% 53 15.4% 285 82.8%

Black/African 
American 1 1.4% 14 19.7% 56 78.9%

Other 0 0.0% 10 19.6% 41 80.4%

Excellent/Very good 5 1.5% 53 15.7% 280 82.8%

8-10

RESPONDENT AGE (Q42)

RESPONDENT EDUCATION (Q44)

CHILD ETHNICITY (Q40)

CHILD RACE (Q41)

Rating of Health Plan (Q36) by Demographics

Survey Item
0-3 4-7

Good 2 2.5% 15 18.5% 64 79.0%

Fair/Poor 0 0.0% 7 38.9% 11 61.1%

Less than 3 5 1.8% 44 15.8% 230 82.4%

Three or more 2 1.4% 30 20.4% 115 78.2%

Mail 5 2.1% 51 21.9% 177 76.0%

Phone 2 1.0% 24 11.6% 181 87.4%

*  Valid n refers to total number of respondents answering the response item within the subgroup under the column heading.

 CHILD HEALTH STATUS (Q37)

DATA COLLECTION MODE

NUMBER OF DOCTOR/CLINIC 
VISITS (Q7)
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Segmentation Analysis Managed Health Services Indiana, Inc.
Plan Summary Rates by Respondent's Age (Q42) Medicaid Child CAHPS® 

454  Total Respondents

Valid n** % Valid n** % Valid n** % Valid n** %

4 Obtaining needed care right away 37 86.5% 70 91.4% 48 97.9% 30 93.3% 11.4%

6 Obtaining care when needed, not when 
needed right away 62 82.3% 111 87.4% 92 89.1% 55 87.3% 6.9%

10 Health provider talked about pros and cons of 
choice of treatment 25 52.0% 54 72.2% 37 62.2% 20 75.0% 23.0%

11 Doctor/provider asked which choice you 
thought was best for you 25 48.0% 52 69.2% 35 77.1% 20 65.0% 29.1%

15 Doctors explaining things in an 
understandable way 75 89.3% 120 93.3% 97 96.9% 51 90.2% 7.6%

16 Doctors listening carefully to you 73 87.7% 122 95.9% 98 96.9% 50 90.0% 9.3%

17 Doctors showing respect for what you had to 
say 75 89.3% 123 94.3% 96 94.8% 51 94.1% 5.5%

20 Doctors spending enough time with your child 74 75.7% 122 83.6% 98 91.8% 51 80.4% 16.2%

26 Ease of getting appointment with a specialist 17 88.2% 27 92.6% 27 77.8% 13 92.3% 14.8%

30 Getting care, tests, or treatments necessary 27 88.9% 60 81.7% 47 91.5% 34 82.4% 9.8%

32 Getting help/information when calling 
customer service 12 83.3% 20 75.0% 16 68.8% 6 66.7% 16.7%

33 Treated with courtesy and respect by 
customer service staff 13 100.0% 20 80.0% 16 100.0% 6 83.3% 20.0%

Q# Composites, Measures, & Ratings

Getting Needed Care 88 6% 87 1% 84 6% 87 3% 3 9%

45 or older24 or younger 25-34
Q# Attributes

35-44
Range*

The Myers Group Medicaid Child Survey—2009  7B

Getting Needed Care 88.6% 87.1% 84.6% 87.3% 3.9%

Getting Care Quickly 84.4% 89.4% 93.5% 90.3% 9.2%

How Well Doctors Communicate 85.5% 91.8% 95.1% 88.7% 9.6%

Customer Service 91.7% 77.5% 84.4% 75.0% 16.7%

Shared Decision Making 50.0% 70.7% 69.7% 70.0% 20.7%

8 Health Promotion and Education 70 52.9% 114 60.5% 98 64.3% 55 52.7% 11.6%

23 Coordination of Care 31 77.4% 42 71.4% 36 88.9% 19 78.9% 17.5%

12 Rating of Health Care 70 85.7% 116 82.8% 100 84.0% 56 71.4% 14.3%

24 Rating of Personal Doctor 87 80.5% 138 84.8% 116 93.1% 71 81.7% 12.6%

28 Rating of Specialist 15 60.0% 26 76.9% 24 70.8% 13 84.6% 24.6%

36 Rating of Health Plan 89 85.4% 147 78.9% 123 80.5% 77 83.1% 6.5%

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response 
percentages.   See Technical Notes for more information.

*  Range is the difference between Summary Rates shown.  The larger the number, the greater the difference in Summary Rates between segment 
groups for any given question/composite.
**  Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
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Segmentation Analysis Managed Health Services Indiana, Inc.
Plan Summary Rates by Respondent's Education (Q44) Medicaid Child CAHPS® 

454  Total Respondents

Valid n** % Valid n** %

4 Obtaining needed care right away 109 91.7% 74 93.2% 1.5%

6 Obtaining care when needed, not when needed right away 179 85.5% 134 88.8% 3.3%

10 Health provider talked about pros and cons of choice of treatment 80 57.5% 54 77.8% 20.3%

11 Doctor/provider asked which choice you thought was best for you 77 63.6% 53 69.8% 6.2%

15 Doctors explaining things in an understandable way 195 93.3% 141 92.2% 1.1%

16 Doctors listening carefully to you 195 94.4% 140 92.9% 1.5%

17 Doctors showing respect for what you had to say 196 92.3% 141 95.0% 2.7%

20 Doctors spending enough time with your child 197 80.7% 141 88.7% 7.9%

26 Ease of getting appointment with a specialist 44 86.4% 38 86.8% 0.5%

30 Getting care, tests, or treatments necessary 88 86.4% 75 85.3% 1.0%

32 Getting help/information when calling customer service 30 83.3% 24 62.5% 20.8%

33 Treated with courtesy and respect by customer service staff 31 96.8% 24 83.3% 13.4%

Q# Composites, Measures, & Ratings

Getting Needed Care 86.4% 86.1% 0.3%

Q# Attributes
Some College or more

Range*
High School Graduate or 

less
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g

Getting Care Quickly 88.6% 91.0% 2.4%

How Well Doctors Communicate 90.2% 92.2% 2.0%

Customer Service 90.1% 72.9% 17.1%

Shared Decision Making 60.6% 73.8% 13.2%

8 Health Promotion and Education 187 56.1% 143 60.8% 4.7%

23 Coordination of Care 64 81.3% 61 77.0% 4.2%

12 Rating of Health Care 190 82.1% 144 81.3% 0.9%

24 Rating of Personal Doctor 237 83.5% 167 88.6% 5.1%

28 Rating of Specialist 42 73.8% 35 71.4% 2.4%

36 Rating of Health Plan 253 83.0% 177 78.5% 4.5%

**  Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response 
percentages.  See Technical Notes for more information.

* Range is the difference between the Summary Rates shown.  The larger the number, the greater the difference in Summary Rates between segment 
groups for any given question/composite.

The Myers Group Medicaid Child  Survey—2009  7C



Segmentation Analysis Managed Health Services Indiana, Inc.
Medicaid Child CAHPS® 

454  Total Respondents

Valid n** % Valid n** %

4 Obtaining needed care right away 19 84.2% 162 93.2% NA

6 Obtaining care when needed, not when needed right away 35 68.6% 281 89.0% NA

10 Health provider talked about pros and cons of choice of 
treatment 16 62.5% 120 66.7% NA

11 Doctor/provider asked which choice you thought was best for 
you 15 66.7% 117 66.7% NA

15 Doctors explaining things in an understandable way 39 92.3% 299 93.0% NA

16 Doctors listening carefully to you 40 92.5% 298 93.6% NA

17 Doctors showing respect for what you had to say 40 87.5% 300 94.0% NA

20 Doctors spending enough time with your child 40 85.0% 301 83.4% NA

26 Ease of getting appointment with a specialist 10 90.0% 74 86.5% NA

30 Getting care, tests, or treatments necessary 15 80.0% 147 87.1% NA

32 Getting help/information when calling customer service 9 77.8% 43 76.7% NA

33 Treated with courtesy and respect by customer service staff 9 88.9% 44 90.9% NA

Q# Composites, Measures, & Ratings

Getting Needed Care 85.0% 86.8% NA

Plan Summary Rates by Child's Ethnicity (Q40)

Hispanic/Latino Non-Hispanic/Latino
Q# Attributes Range*
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Getting Care Quickly 76.4% 91.1% NA

How Well Doctors Communicate 89.3% 91.0% NA

Customer Service 83.3% 83.8% NA

Shared Decision Making 64.6% 66.7% NA

8 Health Promotion and Education 37 56.8% 295 59.0% NA

23 Coordination of Care 11 63.6% 114 79.8% NA

12 Rating of Health Care 37 78.4% 299 81.9% NA

24 Rating of Personal Doctor 43 83.7% 361 85.9% NA

28 Rating of Specialist 9 88.9% 69 71.0% NA

36 Rating of Health Plan 43 81.4% 384 81.5% NA

**  Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response 
percentages. See Technical Notes for more information.

*Range is the difference between Summary Rates shown. Due to the small sample size of Hispanic respondents, range calculations are not included.
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Segmentation Analysis Managed Health Services Indiana, Inc.
Plan Summary Rates by Child's Race (Q41) Medicaid Child CAHPS® 

454  Total Respondents

Valid n*** % Valid n*** % Valid n*** %

4 Obtaining needed care right away 152 93.4% 23 87.0% 24 100.0% 6.5%

6 Obtaining care when needed, not when needed right away 253 89.3% 51 82.4% 38 73.7% 7.0%

10 Health provider talked about pros and cons of choice of 
treatment 114 64.0% 19 78.9% 12 58.3% 14.9%

11 Doctor/provider asked which choice you thought was best for 
you 111 64.9% 17 82.4% 12 66.7% 17.5%

15 Doctors explaining things in an understandable way 271 93.0% 53 92.5% 41 95.1% 0.5%

16 Doctors listening carefully to you 271 93.4% 53 96.2% 41 97.6% 2.9%

17 Doctors showing respect for what you had to say 275 93.8% 52 96.2% 40 97.5% 2.3%

20 Doctors spending enough time with your child 274 85.0% 53 81.1% 41 78.0% 3.9%

26 Ease of getting appointment with a specialist 65 90.8% 17 82.4% 11 90.9% 8.4%

30 Getting care, tests, or treatments necessary 143 84.6% 21 85.7% 17 88.2% 1.1%

32 Getting help/information when calling customer service 43 69.8% 6 83.3% 7 57.1% 13.6%

33 Treated with courtesy and respect by customer service staff 44 88.6% 6 83.3% 7 100.0% 5.3%

Q# Composites, Measures, & Ratings

Getting Needed Care 87.7% 84.0% 89.6% 3.7%

Getting Care Quickly 91.4% 84.7% 86.8% 6.7%

Q# Attributes Range**
Other*White Black or African-

American
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How Well Doctors Communicate 91.3% 91.5% 92.1% 0.2%

Customer Service 79.2% 83.3% 78.6% 4.1%

Shared Decision Making 64.4% 80.7% 62.5% 16.2%

8 Health Promotion and Education 268 60.4% 53 52.8% 38 47.4% 7.6%

23 Coordination of Care 111 77.5% 17 88.2% 13 69.2% 10.8%

12 Rating of Health Care 274 82.1% 53 79.2% 39 82.1% 2.9%

24 Rating of Personal Doctor 325 86.8% 65 81.5% 48 85.4% 5.2%

28 Rating of Specialist 61 70.5% 17 58.8% 10 100.0% 11.7%

36 Rating of Health Plan 344 82.8% 71 78.9% 51 80.4% 4.0%

* "Other" includes Asian,  Native Hawaiian or Other Pacific Islander, American Indian or Alaska Native, and respondents who answered "Other."

** Range is the difference between Summary Rates shown. Due to small segmentation sample size, "Other" is not included in range calculations.

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response 
percentages.  See Technical Notes for more information.

*** Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
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Segmentation Analysis Managed Health Services Indiana, Inc.
Plan Summary Rates by Child's Health Status (Q37) Medicaid Child CAHPS® 

454  Total Respondents

Valid n** % Valid n** % Valid n** %

4 Obtaining needed care right away 139 95.7% 41 87.8% 5 40.0% 7.9%

6 Obtaining care when needed, not when needed right away 243 87.7% 62 85.5% 15 80.0% 2.2%

10 Health provider talked about pros and cons of choice of 
treatment 114 69.3% 15 46.7% 9 44.4% 22.6%

11 Doctor/provider asked which choice you thought was best for 
you 111 64.9% 15 80.0% 8 50.0% 15.1%

15 Doctors explaining things in an understandable way 260 95.0% 67 88.1% 16 81.3% 6.9%

16 Doctors listening carefully to you 260 95.0% 67 88.1% 16 93.8% 6.9%

17 Doctors showing respect for what you had to say 264 93.9% 67 91.0% 15 93.3% 2.9%

20 Doctors spending enough time with your child 262 85.9% 67 79.1% 16 75.0% 6.8%

26 Ease of getting appointment with a specialist 48 91.7% 24 79.2% 12 83.3% 12.5%

30 Getting care, tests, or treatments necessary 119 89.9% 34 82.4% 13 61.5% 7.6%

32 Getting help/information when calling customer service 39 71.8% 12 75.0% 2 100.0% 3.2%

33 Treated with courtesy and respect by customer service staff 40 95.0% 12 75.0% 2 100.0% 20.0%

Q# Composites, Measures, & Ratings

Excellent/ Very 
good Good Fair/Poor

Range*Q# Attributes
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Getting Needed Care 90.8% 80.8% 72.4% 10.0%

Getting Care Quickly 91.7% 86.6% 60.0% 5.0%

How Well Doctors Communicate 92.5% 86.6% 85.8% 5.9%

Customer Service 83.4% 75.0% 100.0% 8.4%

Shared Decision Making 67.1% 63.3% 47.2% 3.7%

8 Health Promotion and Education 254 59.8% 68 54.4% 15 60.0% 5.4%

23 Coordination of Care 86 83.7% 34 70.6% 7 71.4% 13.1%

12 Rating of Health Care 261 85.4% 66 71.2% 15 73.3% 14.2%

24 Rating of Personal Doctor 324 90.1% 73 71.2% 17 70.6% 18.9%

28 Rating of Specialist 44 81.8% 23 60.9% 11 63.6% 20.9%

36 Rating of Health Plan 338 82.8% 81 79.0% 18 61.1% 3.8%

* Range is the difference between Summary Rates shown. Due to the small number of respondents who describe their health as "Fair/Poor" this segment is 
not included in range calculations.
**  Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response 
percentages.   See Technical Notes for more information.
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Segmentation Analysis Managed Health Services Indiana, Inc.
Plan Summary Rates by Number of Doctor/Clinic Visits (Q7) Medicaid Child CAHPS® 

454  Total Respondents

Valid n** % Valid n** %

4 Obtaining needed care right away 100 93.0% 82 91.5% 1.5%

6 Obtaining care when needed, not when needed right away 178 84.3% 138 89.1% 4.9%

10 Health provider talked about pros and cons of choice of treatment 78 64.1% 64 67.2% 3.1%

11 Doctor/provider asked which choice you thought was best for you 77 59.7% 61 73.8% 14.0%

15 Doctors explaining things in an understandable way 204 91.7% 138 94.9% 3.3%

16 Doctors listening carefully to you 203 93.1% 139 94.2% 1.1%

17 Doctors showing respect for what you had to say 204 94.1% 141 92.2% 1.9%

20 Doctors spending enough time with your child 203 82.8% 140 85.0% 2.2%

26 Ease of getting appointment with a specialist 31 83.9% 52 86.5% 2.7%

30 Getting care, tests, or treatments necessary 81 86.4% 83 85.5% 0.9%

32 Getting help/information when calling customer service 32 75.0% 21 71.4% 3.6%

33 Treated with courtesy and respect by customer service staff 33 90.9% 21 90.5% 0.4%

Q# Composites, Measures, & Ratings
Getting Needed Care 85.1% 86.0% 0.9%

Getting Care Quickly 88 6% 90 3% 1 7%

Q# Attributes
Less than 3 visits Three or more visits

Range*
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Getting Care Quickly 88.6% 90.3% 1.7%

How Well Doctors Communicate 90.4% 91.6% 1.2%

Customer Service 83.0% 81.0% 2.0%

Shared Decision Making 61.9% 70.5% 8.6%

8 Health Promotion and Education 196 57.7% 148 60.8% 3.2%

23 Coordination of Care 55 80.0% 72 76.4% 3.6%

12 Rating of Health Care 198 85.4% 150 78.0% 7.4%

24 Rating of Personal Doctor 262 85.9% 144 84.7% 1.2%

28 Rating of Specialist 28 78.6% 49 69.4% 9.2%

36 Rating of Health Plan 279 82.4% 147 78.2% 4.2%

* Range is the difference between Summary Rates shown.  The larger the number, the greater the difference in Summary Rates between segment groups 
for any given question/composite.
** Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response 
percentages.  See Technical Notes for more information.
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Segmentation Analysis Managed Health Services Indiana, Inc.
Plan Summary Rates by Data Collection Mode Medicaid Child CAHPS® 

454  Total Respondents

Valid n** % Valid n** %

4 Obtaining needed care right away 104 91.3% 82 93.9% 2.6%

6 Obtaining care when needed, not when needed right away 181 87.8% 144 85.4% 2.4%

10 Health provider talked about pros and cons of choice of treatment 73 69.9% 69 60.9% 9.0%

11 Doctor/provider asked which choice you thought was best for you 72 68.1% 66 63.6% 4.4%

15 Doctors explaining things in an understandable way 184 92.9% 165 93.3% 0.4%

16 Doctors listening carefully to you 184 92.4% 165 95.2% 2.8%

17 Doctors showing respect for what you had to say 189 93.1% 163 93.9% 0.7%

20 Doctors spending enough time with your child 186 85.5% 164 82.3% 3.2%

26 Ease of getting appointment with a specialist 47 89.4% 38 81.6% 7.8%

30 Getting care, tests, or treatments necessary 104 85.6% 64 85.9% 0.4%

32 Getting help/information when calling customer service 34 73.5% 20 75.0% 1.5%

33 Treated with courtesy and respect by customer service staff 35 88.6% 20 95.0% 6.4%

Q# Composites, Measures, & Ratings
Getting Needed Care 87.5% 83.8% 3.7%

Getting Care Quickly 89 6% 89 7% 0 1%

AttributesQ#
Mail Phone

Range*
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Getting Care Quickly 89.6% 89.7% 0.1%

How Well Doctors Communicate 91.0% 91.2% 0.2%

Customer Service 81.1% 85.0% 3.9%

Shared Decision Making 69.0% 62.3% 6.7%

8 Health Promotion and Education 183 61.7% 161 55.9% 5.8%

23 Coordination of Care 77 72.7% 52 86.5% 13.8%

12 Rating of Health Care 184 74.5% 164 90.9% 16.4%

24 Rating of Personal Doctor 222 81.1% 196 91.3% 10.2%

28 Rating of Specialist 44 72.7% 35 74.3% 1.6%

36 Rating of Health Plan 233 76.0% 207 87.4% 11.5%

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ®  4.0H guidelines and generally represent the most favorable response 
percentages.  See Technical Notes for more information.

* Range is the difference between Summary Rates shown.  The larger the number, the greater the difference in Summary Rates between segment groups 
for any given question/composite.
** Valid n refers to total number of respondents answering the item within the subgroup under the column heading.
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8. Key Driver and Opportunity Analyses  
Members set standards for performance whether consciously or subconsciously.  Standards are 
usually set higher for those plan services that are deemed important to each member.  These 
important services are the Key Drivers of Satisfaction.   
 
Multiple linear regression analyses were run on the 2009 TMG Medicaid Child Book of 
Business, to discover which composites were Key Drivers of Rating of Health Plan (Q36), 
Rating of Health Care (Q12), and Rating of Personal Doctor (Q24).   
 
The Summary Rates of these Key Drivers are compared to the Summary Rates of all other 
plans in the 2009 TMG Medicaid Child Book of Business.  Depending on how these composite 
scores rank they are placed into one of the three following action categories: 
 
Plan Strength (Market & Maintain): A Key Driver of Satisfaction and Summary Rates are 

at or above the 75th percentile when compared to the 
2009 TMG Medicaid Child Book of Business. 

 
Plan Opportunity (Investigate & Improve):  A Key Driver of Satisfaction but Summary Rates are 

below the 50th percentile when compared to the 2009 
TMG Medicaid Child Book of Business. 

 
Area to Monitor: A Key Driver of Satisfaction, but Summary Rates are 

between the 50th and 75th percentile when compared 
to the 2009 TMG Medicaid Child Book of Business. 
These Key Drivers could become strengths or 
opportunities depending on the plan’s success in 
these areas. 

 
 

Rating of Health Plan Opportunity Analysis  
Respondents were asked to provide an overall rating of health plan satisfaction (Q36), with “0” 
representing worst and “10” representing best.  The NCQA defined Summary Rate for this 
measure is the percentage of respondents who rated their health plan an 8, 9, or 10.  Members’ 
ratings of their health plans are an important gauge of plan quality and is also the most heavily 
weighted CAHPS® measure in the accreditation process. 
 
Two composites have been identified as Key Drivers of health plan rating based on the 
regression analysis: Customer Service (β=1.1507) and Getting Needed Care (β=0.773). 
 
Key Drivers of  
Health Plan Rating   Percentile Ranking Opportunity Analysis 

Customer Service 57th Monitor 

Getting Needed Care 85th Strength 
 
Chart 8A 
 

                                                      
7 Numbers shown are beta coefficients. See Regression Analysis in Technical Notes.   

 



Opportunity Analysis Managed Health Services Indiana, Inc.

Medicaid Child CAHPS® Key Drivers of the Rating of Health Plan (Q36)
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Key Drivers are those composite areas found to have the most positive impact on the Rating of Health Plan as determined by the regression analysis. (See Technical 
Notes for more details on the Regression Analysis.)  The chart above shows each Key Driver  and the Rating of Health Plan (Q36).  Your plan's Summary Rate (in 
bold) is compared to the 2009 TMG Book of Business  percentiles. The TMG 25th and 90th percentile are indicated, and your plan's percentile ranking is also shown. 
The number shown below each Key Driver  name is the beta coefficient (found with respondent-level composites scaled 0-3).  Within the context of the statistical 
model, the larger the coefficient, the stronger its influence on the Rating of Health Plan (Q36), with all other composites held constant.
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Rating of Health Care Opportunity Analysis  
Rating of Health Care (Q12) gives members an opportunity to rate all of the health care they 
have received in the last six months.  This rating provides feedback to health plans to help 
improve their members’ quality of care.   
 
Three composites have been identified as the Key Drivers of health care satisfaction based on 
regression analysis: How Well Doctors Communicate (β=1.086), Customer Service (β=0.381), 
and Getting Needed Care (β=0.372).  Additionally, Rating of Health Care is highly correlated 
with the Rating of Personal Doctor. 
 
Key Drivers of  
Health Care Rating   Percentile Ranking Opportunity Analysis 

How Well Doctors Communicate 38th Opportunity 

Customer Service 57th Monitor 

Getting Needed Care 85th Strength 
 
 
Chart 8B 
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Medicaid Child CAHPS® Key Drivers of the Rating of Health Care (Q12)
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Key Drivers are those composite areas found to have the most impact on members' Rating of Health Care as determined by the regression analysis. (See Technical 
Notes for more details of the Regression Analysis.)  The chart above shows each Key Driver  and the Rating of Health Care (Q12).  Your plan's Summary Rate (in 
bold) is compared to the 2009 TMG Book of Business Percentiles. The TMG 25th and 90th percentile are indicated, and your plan's percentile ranking is also shown. 
The number shown below each Key Driver  name is the beta coefficient (found with respondent-level composites scaled 0-3).  Within the context of the statistical model, 
the larger the coefficient, the stronger its influence on the Rating of Health Care (Q12), with all other composites held constant.
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Rating of Personal Doctor Opportunity Analysis  
Question 24 gives members an opportunity to rate their personal doctor.  A high rating indicates 
members rate their personal doctors positively.  A positive relationship between doctor and 
patient is an important part of health care.   
 
Two composites have been identified as the Key Drivers of satisfaction with personal doctor, 
based on regression analysis: How Well Doctors Communicate (β=1.861) and Coordination of 
Care (β=0.286).  Additionally, Rating of Personal Doctor is highly correlated with the Rating of 
Health Care. 
 
  
Key Drivers of  
Personal Doctor Rating   Percentile Ranking Opportunity Analysis 

How Well Doctors Communicate 38th Opportunity 

Coordination of Care 61st Monitor 
 
 
Rankings below the 50th percentile indicate that this is an area that should be investigated by 
the health plan.  The Myers Group offers Patient Satisfaction with Physician studies to help 
further drill down areas that may need attention to provide better care to plan members. 
 
Chart 8C 
 



Opportunity Analysis Managed Health Services Indiana, Inc.
Medicaid Child CAHPS® Key Drivers of the Rating of Doctor (Q24)
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Key Drivers are those composite areas found to have the most impact on members' Rating of Doctor as determined by the regression analysis. (See Technical 
Notes for more details of the Regression Analysis.)  The chart above shows each Key Driver  and the Rating of Doctor (Q24).  Your plan's Summary Rate (in 
bold) is compared to the 2009 TMG Book of Business Percentiles. The TMG 25th and 90th percentile are indicated, and your plan's percentile ranking is also 
shown. The number shown below each Key Driver  name is the beta coefficient (found with respondent-level composites scaled 0-3).  Within the context of the 
statistical model, the larger the coefficient, the stronger its influence on the Rating of Doctor (Q24), with all other composites held constant.
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Correlation Analysis for Managed Health Services Indiana, Inc. 
Page 8D provides attribute correlations with Rating of Health Plan (Q36), Rating of Health Care 
(Q12), and Rating of Personal Doctor (Q24).  The correlations show the strength of the linear 
relationship between the individual attribute and the rating question.  The correlation value can 
range from –1 to +1 with values close to +1 indicating a strong positive correlation.  A question 
that is highly correlated with, for example, Rating of Health Plan, indicates that a low Summary 
Rate of that question is tied to a low Summary Rate of Rating of Health Plan, and a high 
Summary Rate for that question is tied to a high Summary Rate for Rating of Health Plan.  
Comparisons to the 2009 TMG Medicaid Child Book of Business are also shown with 
significance testing. 
 
Chart 8D 
 
 



Correlation Analysis Managed Health Services Indiana, Inc.
Attribute Correlations with Key Rating Questions Medicaid Child CAHPS® 

Attributes
with Q36 - 

Health Plan
with Q12 - 

Health Care
with Q24 - 

Doctor

Plan 
Summary 

Rate 

2009 TMG 
MCS BoB*

Significance 
Testing**

Q26. Ease of getting appointment with a specialist 0.310 0.286 0.241 85.9% 74.1% ↑

Q30. Getting care, tests, or treatments necessary 0.565 0.428 0.371 85.7% 83.7% ↔

Q4. Obtaining needed care right away 0.224 0.486 0.419 92.5% 89.2% ↔

Q6. Obtaining care when needed, not when needed right 
away 0.134 0.312 0.231 86.8% 84.8% ↔

Q15. Doctors explaining things in an understandable way 0.183 0.422 0.562 93.1% 92.1% ↔

Q16. Doctors listening carefully to you 0.237 0.500 0.740 93.7% 92.8% ↔

Q17. Doctors showing respect for what you had to say 0.231 0.471 0.646 93.5% 94.0% ↔

Q20. Doctors spending enough time with your child 0.235 0.471 0.593 84.0% 86.7% ↔

Q32. Getting information/help from customer service 0.516 0.259 0.085 74.1% 75.2% ↔

Q33. Treated with courtesy and respect by customer service 
staff 0.618 0.675 0.403 90.9% 87.5% ↔

Correlation Coefficients
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staff 

Q10. Health provider talked about pros and cons of choice 
of treatment 0.264 0.204 0.134 65.5% 67.9% ↔

Q11. Doctor/provider asked which choice was best for you 0.184 0.193 0.180 65.9% 62.8% ↔

Q8. Health Promotion and Education 0.190 0.336 0.281 59.0% 60.8% ↔

Q23. Coordination of Care 0.295 0.505 0.527 78.3% 77.4% ↔

Q12.  Rating of Health Care 0.521 1.000 0.670 82.2% 79.9% ↔

Q24.  Rating of Personal Doctor 0.386 0.670 1.000 85.9% 83.9% ↔

Q28.  Rating of Specialist 0.141 0.346 0.133 73.4% 81.0% ↔

Q36.  Rating of Health Plan 1.000 0.521 0.386 81.4% 80.6% ↔

Note: Select Summary Rates are defined by NCQA in its HEDIS 2009 CAHPS ® 4.0H guidelines and generally represent the most favorable response
percentages.  Refer to the Technical Notes for more information.
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* The 2009 Myers Group Book of Business consists of 22 Medicaid child (non-CCC) samples that conducted surveys with TMG in 2009 and submitted data to 
NCQA.  
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** Significance Testing - " " denotes plan percentage is significantly lower when compared to benchmarks. " " denotes plan percentage is significantly
higher when compared to benchmarks. "  " denotes that there was no significant difference between the percentages. "  " denotes that there was
insufficient sample size to conduct the statistical test.  All significance testing is performed at the 95% significance level.
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9. CAHPS Improvement Strategies8  – Medicaid Plans 
In this section, The Myers Group offers some drill down improvement strategies by each 
composite in the CAHPS survey.   Each health plan operates in a unique environment with 
different opportunities and challenges.   Accordingly, each health plan’s CAHPS results point 
to different strengths and areas for improvement in consideration of trend and benchmark 
data.  CAHPS is strongly directional, but additional investigation and drill down is needed in 
order to identify and further refine Quality Improvement initiatives.   
 
Many of our clients add CAHPS supplemental questions to probe for more details regarding 
the member experience.  Many also enhance the sampling protocol through oversampling and 
augments to provide more drill-down of key market segments. 
 
Over the course of the last 11 years as an NCQA CAHPS-certified vendor, The Myers Group 
has responded to and supported many of these drill down strategies being used among top 
performers on CAHPS measures.  Additional drill-down strategies summarized below are 
noted in AHRQ’s CAHPS Improvement Guide, an online resource located on the Agency for 
Healthcare Research and Quality website at 
https://www.cahps.ahrq.gov/QIguide/contents/interventions/default.aspx. 
 

HEALTH PLAN DOMAIN 
Composites/ 
Rating Measures Improvement Strategies 
Getting Needed Care 
 Ease of getting appointment 

with specialist 

 

 Getting care, tests, or 
treatments as necessary 

 Review member directories and health plan website 
to evaluate ease of finding a specialist. 

 Analyze open access possibilities. 
 Examine and simplify referral processes for member 

and provider. 
 Evaluate availability of key specialty areas.  
 Monitor appointment availability by provider type. 
 
QI Drill Down Action:  Conduct phone surveys and 
“mystery shopper” calls to monitor routine and urgent 
care availability.  Include assessment of after-hours 
access and availability of providers. 

                                                      
8 "For more information, case studies, and sample intervention strategies, see AHRQ's "CAHPS Improvement 
Guide, Practical Strategies for Improving the Patient Care Experience,"  https://www.cahps.ahrq.gov/qiguide.  



 
2009 Final Report for Managed Health Services Indiana, Inc. 
Consumer Assessment of Healthcare Providers and Systems (CAHPS®) Survey 
 

The Myers Group Medicaid Child Survey – 2009 9-2 

 

HEALTH PLAN DOMAIN 

Composites/ 
Rating Measures Improvement Strategies 

Customer Service 
 Getting information/help from 

customer service 

 

 Treated with courtesy/respect 
by customer service 

 Based on trend and benchmark data, set short and 
long term performance goals for Customer Service, 
including  CSR performance,  speed to answer, and 
abandonment rates. 

 Track and monitor all internal metrics, such as call 
volume, length of hold time (if any), call 
abondonment rates, call type, percent of first call 
resolution, etc. 

 Review member collateral, such as Explanation of 
Benefits and ID card, to determine clarity and 
effectiveness. 

 Implement protocols and procedures for responding 
to and tracking of complaints or “red flag alerts.” 

 Review orientation and training of staff. 
 Consider value of cross training of staff. 
 
QI Drill Down Action:  Assess member call experience 
with ongoing phone or mail surveys for purposes of 
tracking, monitoring/training, and implementing quality 
improvement changes. 

Rating of Health Plan 
 Members’ rating of health 

plan 
 Investigate, probe, and follow up on QI action 

planning for key composite areas found to be highly 
correlated with overall health plan satisfaction, 
especially where the plan scores have decreased or 
are significantly below external benchmarks.   

 Determine member satisfaction and loyalty rating of 
members based on length of membership. 
Investigate strength of new members rating of plan 
and loyalty. 

 
QI Drill Down Action:  Evaluate overall rating of health 
plan quarterly or every six months where warranted.   
Probe into key composite areas and develop stratified 
quotas to represent key segments of the member 
population.  Set S.M.A.R.T. goals  Specific, 
Measurable, Attainable, Realistic, and Timely. 
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HEALTH CARE DOMAIN 

Composites/ 
Rating Measures Improvement Strategies 
Getting Care Quickly 
 Obtaining needed care right 

away 

 

 Obtaining care when needed, 
not when needed right away 

 Provide guidance to providers on streamlining 
patient flow and open access scheduling. 

 Offer access to email for clinical advice and 
administrative assistance. 

 Offer Internet access for health information and 
advice. 

 
QI Drill Down Action:  Research top performing 
providers and share their scheduling and patient flow 
practices.  Also, review the best practices of office 
managers and communicate successes.   As with 
Getting Needed Care, perform continuous monitoring 
with mystery shopping of both urgent and routine care 
options.  Gauge after-hours access to providers. 

How Well Doctors Communicate 
 Providers explained things in 

an understandable way 

 

 Providers listening carefully 
 
 Providers showing respect 
 
 Providers spending enough 

time with you 

 Investigate opportunities to educate providers and 
members for effectively communicating.   

 Suggest to members that they list their questions or 
health care concerns before visit to doctor. 

 Provide tips and guidelines to providers for effective 
communication with diverse member populations. 

 
QI Drill Down Action:  In order to probe provider 
behavior and performance on critical variables like 
communicaiton, thoroughness, access and availability of 
appointments, consider administering a Clinician and 
Group CAHPS Survey (C&G CAHPS).   

Shared Decision Making 
 Provider discussed pros and 

cons of treatment choices 
 
 Provider asked patient which 

choice was best 
 

 Stress self-education so that patient is better 
prepared to voice opinions and evaluate treatment 
options. 

 Ensure that new member materials are updated. 
 Incorporate the critical aspects of Shared Decision 

Making into Disease Management (chronic 
conditions). 

QI Drill Down Action:  Add custom questions to 
CAHPS survey in order to gain more insights.  Educate 
members via New Member materials at outset of 
relationship. 
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HEALTH CARE DOMAIN 

Composites/ 
Rating Measures Improvement Strategies 
Health Promotion and Education 
 Provider discussed specific 

things to prevent illness 
 Ensure member brochures are easy to read and 

understand. 
 Advertise and encourage use of nurse hotline. 
 Initiate member advisory council. 
 
QI Drill Down Action:  Sponsor in-depth interviews with 
subgroups of members to learn specific needs – families 
with infants, non-metro dwelling members, etc.  Measure 
awareness and usage of resources, especially among 
those with health risks. 

Coordination of Care 
 Provider seemed 

informed/up-to-date about 
care received from other 
providers 

 Support electronic patient records. 
 Offer quick referral programs. 
 
QI Drill Down Action:  Adopt state-of-the-art technology 
to allow records to be coordinated throughout a network 
rapidly.  Also, facilitate the communication of patients’ 
needs with question lists. 

Rating of Health Care 
 Members’ overall rating of 

health care 
 Examine the summary rates for the composites that 

relate to this rating. 
 Foster the relationship with providers by regular 

walk-throughs/conferences. 
 Establish an action plan related to key drivers with 

accountability.  
 
QI Drill Down Action:  Focus Quality Initiatives on Key 
Drivers of the health care rating (as indicated in annual 
CAHPS reports).  Set S.M.A.R.T. goals  Specific, 
Measurable, Attainable, Realistic, and Timely. 
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10. Technical Notes 
Presented alphabetically by subject area 
 
CAHPS® Booklet (2008) 
CAHPS® Booklet (Medicaid Child) is a collection of CAHPS® 3.0H mean Summary Ratings for 
those 39 Medicaid non-CCC child samples that submitted data to NCQA in 2008. 
 
Composite Categories 
The NCQA core survey includes seven composite categories.  Each composite category represents 
an overall aspect of plan quality and is comprised of similar questions.  For each composite, an 
overall score is computed.  NCQA defines the composite score as the average of the Summary Rate 
or Three-Point scores of the questions comprising a composite.  For example, the Getting Needed 
Care composite is the average of the Summary Rates or Three-Point Scores of Q26, and Q30. 
 
Correlation Analysis 
Correlation Analysis is run between attributes and the overall satisfaction variable as 
measured by Question 36 (“What number would you use to rate your health plan?”), as well 
as between attributes and Questions 12 and 24, rating of health care and rating of personal 
doctor.  The Pearson’s product moment correlation coefficient, r, is used to measure the 
strength of the linear association between each attribute and the overall satisfaction variables. 
The correlation value can range from –1 to +1 with values close to +1 indicating a strong 
positive correlation.  This is shown on Page 8D. 
 
Demographic Categories 
The Myers Group collapses the age, race, and education group categories into fewer 
segments than those defined by the CAHPS® 4.0H survey.  The consolidation of the 
demographic categories with small samples allows for more valid between-group statistical 
comparisons. 

Respondent’s Age  Respondent’s Education 
CAHPS® TMG  CAHPS® TMG 

Under 18 
24 or younger 

 8th grade or less 

High school 
graduate/GED 

or less 

18 – 24  Some high school 

25 – 34 25 – 34  
High school graduate/GED 

35 – 44 35 – 44  

45 – 54 

45 or older 

 Some college/2-year degree 
Some college/2-

year degree 

55 – 64  4-year college degree 
College 

graduate or 
more 

65 – 74  More than 4-year college 
degree 75 or older  
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Child’s Race/Ethnicity 

CAHPS® TMG 

White White 

Black/African-American 
Black/African-

American 

Asian Asian 

Native Hawaiian/Pacific 
Islander 

Other American Indian/Alaska 
Native 

Other 

Hispanic/Latino Hispanic/Latino 

 
 
 
National CAHPS® Benchmarking Database (NCBD) 2008 
The NCBD data presented include summary-level distributions of 29 Medicaid Child CAHPS® 
4.0 Health Plan Survey results from 2008.  NCBD Summary Rate definitions are not the same 
as NCQA Summary Rate definitions.  Plan scores have been to match NCBD Summary Rate 
definitions. The NCBD Summary Rate definitions are shown in the second column of Page 
4C. 
 
Opportunity Analysis (see Regression Analysis) 
 
Regression Analysis 
Regression estimates are measures of association between independent variables 
(composites) and a dependent variable (overall satisfaction rating), while controlling for the 
effect of other variables through the use of a statistical model.  A backward elimination, 
respondent-level, multiple linear regression model was fitted to the 2009 TMG Medicaid Child 
Book of Business.  The Myers Group Book of Business consists of the 2009 Medicaid Child 
data from each of the 22 health plans that submitted to NCQA.  The dependent variables in 
the model are measured by Question 36 (“What number would you use to rate your child’s 
health plan?”) scaled from 0 to 10 (“Worst health plan possible” to “Best health plan possible”), 
Question 12 (“What number would you use to rate your child’s health care?”), as well as 
Question 24 (What number would you use to rate your child’s personal doctor?”).   
 
All composite questions are evaluated as potential independent variables in the analysis.  
These questions are scaled from 0 to 3 (0, 1, 2, and 3) for four-point scales in the direction of 
least favorable response to most favorable response.  Those composite variables found to 
have a significant positive influence (as found by testing individual beta coefficients with a 
0.05 level of significance) on Overall Satisfaction are reported as Key Drivers of overall 
satisfaction.  The numbers reported alongside each composite, shown on pages 8A – 8C, are 
beta coefficients.  These coefficients indicate the amount of change that takes place in the 
dependent variable for a one-unit change in the respondent level composite independent 
variable in the rescaled 0-3 units (with all other independent variables unchanged).   
 
Within the context of the model, the higher the beta score, the larger the effect the composite 
has on overall satisfaction, with all other composites held constant. 
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Using the results of the regression analysis, TMG has developed the following Opportunity 
Analysis.  If the composite Summary Rate is equal to or greater than the 75th percentile of the 
2009 TMG Medicaid Child Book of Business Summary Rates, and the composite is 
determined to be a Key Driver by the multiple linear regression analysis, the composite is 
considered a plan Strength.  If the composite is a Key Driver and the Summary Rate is less 
than the 50th percentile when compared to the 2009 TMG Medicaid Child Book of Business 
Summary Rates, the composite is considered a plan Opportunity.  If a Key Driver has a 
Summary Rate that falls between the 50th and 75th percentile when compared to the 2009 
TMG Medicaid Child Book of Business Summary Rates it is suggested that the composite be 
monitored as it could become a Strength or Opportunity in the future, depending on the plan’s 
success in that area.   
 
Question Scoring 
NCQA Summary Rate & Three-Point Categories for Composite Questions 
 

Composites/ 
Response choices 

Summary 
Rate 

Three-
Point Questions/Attributes 

Getting Needed Care 
Never/Sometimes  1 Q26 – In the last 6 months, how often was it easy to get 

appointments for your child with specialists? 
Q30 – In the last 6 months, how often was it easy to get the 
care, tests or treatment you thought your child needed through 
his or her health plan? 

Usually 
Summary 

Rate 
2 

Always 
Summary 

Rate 
3 

Getting Care Quickly 
Never/Sometimes  1 Q4 – In the last 6 months, when your child needed care right 

away, how often did you get care as soon as you thought he or 
she needed? 
Q6 – In the last 6 months, not counting the times your child 
needed care right away, how often did you get an appointment 
for  health care at a doctor’s office or clinic as soon as you 
thought your child needed? 

Usually 
Summary 

Rate 
2 

Always 
Summary 

Rate 
3 

How Well Doctors Communicate 
Never/Sometimes  1 Q15 – In the last 6 months, how often did your child’s personal 

doctor explain things in a way that was easy to understand? 
Q16 – In the last 6 months, how often did your child’s personal 
doctor listen carefully to you? 
Q17 – In the last 6 months, how often did your child’s personal 
doctor show respect for what you had to say? 
Q20 - In the last 6 months, how often did your child’s personal 
doctor spend enough time with your child? 

Usually 
Summary 

Rate 
2 

Always 
Summary 

Rate 
3 

Customer Service 
Never/Sometimes  1 

Q32 – In the last 6 months, how often did customer service at 
your child’s health plan give you the information or help you 
needed? 
Q33 – In the last 6 months, how often did customer service staff  
at your child’s health plan treat you with courtesy and respect?  
 

Usually 
Summary 

Rate 
2 

Always 
Summary 

Rate 
3 
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Shared Decision Making 

Definitely/Somewhat no  1 Q10 – In the last 6 months, did your child’s doctor or other 
health provider talk with you about the pros and cons of each 
choice for your child’s treatment or health care? 
Q11 – In the last 6 months, when there was more than one 
choice for your child’s treatment or health care, did your child’s 
doctor or other health provider ask which choice you thought 
was best for your child? 

Somewhat yes  2 

Definitely yes 
Summary 

Rate 
3 

 
 
Rating Questions 
There are four rating questions that ask respondents to rate: (1) all their health care, (2) their 
personal doctor, (3) the specialist seen most often, and (4) the health plan.  For each 
question, respondents were asked to provide ratings using an 11-point scale with “0” 
representing the worst possible and “10” representing the best possible. 
 
Response Rate 
The sample size for Child Medicaid health plans is 1,650 in accordance with NCQA protocol, 
although plans may choose to over-sample their population if necessary. Please refer to the 
Glossary of Terms for more information on over-samples.  The overall NCQA target number of 
complete responses is 411. 
 
Ineligible members include those who are deceased, members who do not meet the eligible 
population criteria, members with a language barrier, and members who are mentally or 
physically incapacitated.  Non-responses include those members who have refused to 
participate in the survey, could not be reached due to a bad address or telephone number, or 
members that reached a maximum attempt threshold and were unable to be contacted during 
the survey time period.   
 
The formula for determining the response rate is the following: 
 

Completed mail and telephone surveys 
=  Response rate 

Final sample size – Ineligible surveys 
 
 
Sampling Error 
Sampling error can be thought of as the extent to which survey results may differ from what 
would be obtained if every eligible member in the sample had been surveyed.  The size of 
such error depends largely on the percentage distributions (i.e., the number of respondents 
selecting each answer category) and the number of members surveyed.  The more 
disproportionate the percentage distributions or the larger the sample size is, the smaller the 
error. 
 
The following tables may be used in estimating approximate sampling error.  The first table 
shows the range (plus or minus the figure shown) within which the population percentage 
could be expected to lay 95* out of 100 times a sample of that size and percentage 
distribution would be selected.  The second table shows the range (plus or minus the figure 
shown) within which the population percentage could be expected to lay 90** out of 100 times 
a sample of that size and percentage distribution would be selected. 
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Valid 
Responses 

Percentage Distribution 
50/50 60/40 70/30 80/20 90/10 

50 13.9 13.6 12.7 11.1 8.3 

100 9.8 9.6 9.0 7.8 5.9 

200 6.9 6.8 6.4 5.5 4.2 

300 5.7 5.5 5.2 4.5 3.4 

400 4.9 4.8 4.5 3.9 2.9 

500 4.4 4.3 4.0 3.5 2.6 

750 3.6 3.5 3.3 2.9 2.1 

850 3.4 3.3 3.1 2.7 2.0 

*95% confidence interval 
 

Valid 
Responses 

Percentage Distribution 
50/50 60/40 70/30 80/20 90/10 

50 11.6 11.4 10.7 9.3 7.0 

100 8.2 8.1 7.5 6.6 4.9 

200 5.8 5.7 5.3 4.7 3.5 

300 4.7 4.7 4.4 3.8 2.8 

400 4.1 4.0 3.8 3.3 2.5 

500 3.7 3.6 3.4 2.9 2.2 

750 3.0 2.9 2.8 2.4 1.8 

850 2.8 2.8 2.6 2.3 1.7 

                                                                                                   **90% confidence interval 
 
The sampling error table is used in the following manner.  Assume that “overall rating of health 
plan” received a Summary Rate of seventy percent (70.0%) from a sample of 500 valid 
responses.  For a 95% confidence interval, look at the table where the sample size of 500 
intersects the percentage distribution of 70/30.  The margin of error for this sample size is four 
percentage points (4.0%).  Therefore, on average, in 95 out of 100 similar samples, the 95% 
confidence interval (e.g., 66.0% to 74.0%) will span the true unknown population percentage. 
 
Statistical Significance 
A statistically significant hypothesis testing result means that, based on the sample(s), 
conditions/assumptions, and level of significance, there is sufficient evidence to conclude the 
alternate hypothesis.  For example, when testing for a difference between a population 
Summary Rate and a set constant score (e.g., TMG Book of Business), statistical significance 
would mean that there is sufficient support for the statement that there is a difference between 
the population Summary Rate and the set constant score.  As another example, when testing 
to see if there is a difference between last year’s population Summary Rate and this year’s 
population Summary Rate, statistical significance would mean that there is sufficient evidence 
for the statement that the population Summary Rates are different.   
 
Summary Rate  
Summary Rates are single statistics generated for a survey question as specified by NCQA.  
In general, Summary Rates represent the percentage of respondents who chose the most 
favorable response option(s) (“Always” and “Usually”; “Definitely Yes”; or “8” to “10”).  Not all 
questions are assigned a Summary Rate by NCQA. 
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Summary Rate categories for the rating questions represent respondents who answered “8,” 
“9,” or “10.”  In addition to the traditional NCQA defined Summary Rate calculation for rating 
questions (responses “8”, “9”, and “10”), Summary Rates are also calculated using “9” and 
“10.” 
 
Members who respond “No” to Q34 are recoded as “Always” in Q35 and are, therefore, 
included in the Summary Rate of Q35. 
 
The Summary Rate for each composite category and additional measure is as follows: 
 
Getting Needed Care; Getting Care Quickly; How Well Doctors Communicate; Customer 
Service; Health Promotion and Education; and Coordination of Care:  Summary Rate 
represents the percentage of members who responded “Always” or “Usually.”  
 
Shared Decision Making: Summary Rate represents the percentage of members who 
responded “Definitely Yes.”   
 
Survey Administration Protocol 
The CAHPS® 4.0H protocol allows plans to select one of two options for survey administration: 
a 5-wave mail-only methodology or a mixed methodology (mail and telephone), which 
includes 4-wave mail (two questionnaire mailings and two reminder post cards) with a 
telephone follow-up of at least 3 attempts.  The sample size for Medicaid Child plans seeking 
accreditation from NCQA is 1,650 members. 
 

Mixed Methodology Tasks Time Frame 
First questionnaire and cover letter sent to the member. 0 days 

A postcard reminder is sent to non-respondents 4 to 10 days after the first 
questionnaire. 

4-10 days 

A second questionnaire with replacement cover letter is sent to non-respondents 
approximately 35 days after the mailing of the first questionnaire. 

35 days 

A second postcard reminder is sent to non-respondents 4 to 10 days after mailing 
the second questionnaire. 

39-45 days 

Telephone calls by CATI (computer-assisted telephone interviews) are conducted 
for non-respondents approximately 21 days after the mailing of the second 
questionnaire. 

56 days 

Telephone contact is made to all non-respondents such that at least 3 calls are 
attempted at different times of day, on different days and in different weeks.  

56-70 days 

Telephone follow-up is completed approximately 14 days after initiation. 70 days 
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Mail-Only Methodology Tasks Time Frame 
First questionnaire and cover letter sent to the member. 0 days 

A postcard reminder is sent to non-respondents 4 to 10 days after the first 
questionnaire. 

4-10 days 

A second questionnaire with replacement cover letter is sent to non-respondents 
approximately 35 days after the mailing of the first questionnaire. 

35 days 

A second postcard reminder is sent to non-respondents 4 to 10 days after mailing 
the second questionnaire. 

39-45 days 

A third questionnaire and cover letter is sent to non-respondents approximately 25 
days after mailing the second questionnaire. 

60 days 

Allow 21 days for the third questionnaire to be returned by the member. 81 days 

 
 
The Myers Group Book of Business 
The Myers Group Book of Business (calculated on a plan-level) consists of all Medicaid Child 
samples that were conducted by TMG and submitted data to NCQA.  In 2009 there were 22 
samples included in the Book of Business.  This benchmark is shown throughout the report 
and is used in the Opportunity Analysis.   
 
Three-Point Scores 
Three-Point scoring assigns a value of 1, 2, or 3 to each question response category and then 
computes a numerical average based upon the valid responses for each question.  The 
Three-Point values are assigned to response option categories as follows: 
 

Response 
Choice 1 

Score 
Value 

 Response 
Choice 2 

Score 
Value 

 Response 
Choice 3 

Score 
Value 

Definitely no 1  Never 1  0-6 1 

Somewhat no 1  Sometimes 1  7 & 8 2 

Somewhat yes 2  Usually 2  9 & 10 3 

Definitely yes 3  Always 3    

 
The “mean of means” method is used in computing the Three-Point composite score.  Each 
question is weighted equally within a composite regardless of the number of valid responses.  
These composite scores may be in slight variance to the scores shown elsewhere in the 
report (comparisons by member age, gender, etc.) where scores are calculated as weighted 
means based on the actual number of respondents answering each question. 
 
Unanswered Questions 
CAHPS® 4.0H prescribes that if a respondent answered a question by marking more than one 
response (not including Q41 & Q47), that response is considered a “multiple mark.”  A 
missing/multiple mark response is NOT assigned any value or used to calculate satisfaction 
scores. 
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Z-Test 
To test for true differences in population score(s), statistical inference methods are applied.  In 
particular, hypothesis testing is done to draw conclusions about differences in scores between 
a population and a set constant (e.g., a Summary Rate versus the TMG Book of Business) or 
between different populations (e.g., a Summary Rate for this year versus a Summary Rate for 
last year).  The hypothesis of no difference is rejected if the absolute value of the test statistic 
exceeds a critical value corresponding to a level of significance.  The test statistic used 
depends on which of these types of hypothesis tests are performed. 
 
When checking for a statistically significant difference between a Summary Rate for a 
population and a set constant score (e.g., TMG Book of Business)—with various 
conditions/assumptions—The Myers Group uses the statistical test that follows: 

n
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  where  

  p̂  = Summary Rate from the sample 

 0p  = Set constant score for comparison 

 0q  = 1 –  (Set constant score) = )1( 0p  

 n  = Sample size 
 
For hypothesis testing of composites, n equals the maximum denominator of the composite 
questions. With a large sample size ( 5ˆ11 pn , 5)ˆ1( 11  pn , 5ˆ 22 pn , and 5)ˆ1( 22  pn ), 
the z-statistic has a distribution that can be treated as the standard normal distribution.  Thus, 
the hypothesis that the population “Summary Rate” equals the set constant score is rejected 
at a 0.05 level of significance when the absolute value of the z-statistic exceeds 1.96 
(obtained from cumulative standard normal distribution table). 
 
The second hypothesis-testing situation involves testing for statistically significant differences 
between two population percents (or proportions), e.g., two population Summary Rates.  
When comparing the population percentages (or proportions)—with various conditions/ 
assumptions—the appropriate test statistic is the z-statistic as follows: 
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  where  

  1p̂  = Summary Rate from the 1st sample 

 2p̂  = Summary Rate from the 2nd sample 

 1n  = Size of the sample from the 1st population 

 2n  = Size of the sample from the 2nd population 

 p̂  = Pooled Summary Rate,  
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 q̂  = 1 –  (Pooled Summary Rate) 
 
 For hypothesis testing of composites, n equals the maximum denominator of the composite 
questions.  With large sample sizes ( 5ˆ11 pn , 5)ˆ1( 11  pn , 5ˆ 22 pn , and 5)ˆ1( 22  pn ), 
the z-statistic has a distribution that can be treated as the standard normal distribution.  Thus, 
the hypothesis that the populations under comparison have equal population Summary Rates 
is rejected at a 0.05 level of significance when the absolute value of the z-statistic exceeds 
1.96 (obtained from the cumulative standard normal distribution table). 
 
Sample Survey Tool 
 



Please answer the questions for the child listed on
the envelope. Please do not answer for any other
children.

1. Our records show that your child is now in
Managed Health Services.
Is that right?

1 Yes . . . . . . . . . . . . . . . . . .Go to Question 3
2 No . . . . . . . . . . . . . . . . . . .Go to Question 2

2. What is the name of your child's health plan?
(Please print)

Your Child's Health Care
In The Last 6 Months

These questions ask about your child’s health care. Do
not include care your child got when he or she stayed
overnight in a hospital. Do not include the times your
child went for dental care visits.

3. In the last 6 months, did your child have an illness,
injury, or condition that needed care right away in
a clinic, emergency room, or doctor’s office?

1 Yes . . . . . . . . . . . . . . . . . .Go to Question 4
2 No . . . . . . . . . . . . . . . . . . .Go to Question 5

4. In the last 6 months, when your child needed care
right away, how often did your child get care as
soon as you thought he or she needed?

1 Never
2 Sometimes
3 Usually
4 Always

5. In the last 6 months, not counting the times your
child needed care right away, did you make any
appointments for your child’s health care at a
doctor’s office or clinic?

1 Yes . . . . . . . . . . . . . . . . . .Go to Question 6
2 No . . . . . . . . . . . . . . . . . . .Go to Question 7

6. In the last 6 months, not counting the times your
child needed care right away, how often did you
get an appointment for health care at a doctor’s
office or clinic as soon as you thought your child
needed?

1 Never
2 Sometimes
3 Usually
4 Always

7. In the last 6 months, not counting the times your
child went to an emergency room, how many
times did he or she go to a doctor’s office or clinic
to get health care?

0 None . . . . . . . . . . . . . . . . .Go to Question 13
1 1 . . . . . . . . . . . . . . . . . . . .Go to Question 8
2 2 . . . . . . . . . . . . . . . . . . . .Go to Question 8
3 3 . . . . . . . . . . . . . . . . . . . .Go to Question 8
4 4 . . . . . . . . . . . . . . . . . . . .Go to Question 8
5 5 to 9 . . . . . . . . . . . . . . . . .Go to Question 8
6 10 or more . . . . . . . . . . . .Go to Question 8

8. In the last 6 months, how often did you and your
child’s doctor or other health provider talk about
specific things you could do to prevent illness in
your child?

1 Never
2 Sometimes
3 Usually
4 Always

9. Choices for your child’s treatment or health care
can include choices about medicine, surgery, or
other treatment.
In the last 6 months, did your child’s doctor or
other health provider tell you there was more than
one choice for your child’s treatment or health
care?

1 Yes . . . . . . . . . . . . . . . . . .Go to Question 10
2 No . . . . . . . . . . . . . . . . . . .Go to Question 12

10. In the last 6 months, did your child’s doctor or
other health provider talk with you about the pros
and cons of each choice for your child’s treatment
or health care?

1 Definitely yes
2 Somewhat yes
3 Somewhat no
4 Definitely no

11. In the last 6 months, when there was more than
one choice for your child’s treatment or health
care, did your child’s doctor or other health
provider ask you which choice you thought was
best for your child?

1 Definitely yes
2 Somewhat yes
3 Somewhat no
4 Definitely no

49. Where do you go to use a computer or get on the
Internet?

1 Library
2 My home
3 Friend’s house
4 Do not use computer or Internet
5 Other

50. What has most often made you think of MHS?
1 RosieRoo
2 Billboards
3 Ads on buses
4 Posters in doctor’s office
5 Other

51. Do you know the difference between MHS,
Hoosier Healthwise, and Medicaid?

1 Yes
2 No

52. Who are you most likely to call when you have
questions about your benefits?

1 MHS
2 Hoosier Healthwise
3 Medicaid
4 Other

53. Would you recommend your health plan to your
family or friends?

1 Definitely yes
2 Probably yes
3 Probably not
4 Definitely not

54. If you intend to switch your health plan when you
next have an opportunity, why would you do so?

1 My preferred doctor or hospital is not with
MHS

2 Getting billed by MHS doctors
3 My prescription medicines are not covered
4 My family or friends are with doctors not on the
MHS Network

5 My doctor or his office staff did not treat me
with courtesy and respect

6 Other

55. If you had a problem getting help from your health
plan's customer service, what was the main
reason?

1 I didn't have a problem getting help from
customer service

2 I had to stay on the line too long waiting for
customer service

3 Customer service was closed when I called
4 The information customer service gave me
was not correct

5 Customer service did not have the information
I needed

6 I had to wait too long for someone to call me
back

7 No one called me back
8 Some other reason

56. When choosing your health plan, what is the most
important to you?

1 The selection of doctors
2 If free benefits are offered
3 Friendly customer service representatives
4 Disease management programs
5 Other

57. In the past 6 months, if you had difficulty finding or
understanding information about your benefits in
printed member materials, what was the reason?
(Mark all that apply.)

A I did not have difficulty and was able to locate
the information I needed

B I could not find the printed materials
C I could not understand the information the way
it was written

D The information was not well organized or too
complex

E I did not look for information in the materials
provided

F I always prefer to talk with customer service

58. Do you feel that the medical care you received in
the last 6 months has improved your health?

1 Yes
2 No

59. What is the best way to get information to you
about your health plan?

1 Mail
2 Phone
3 Internet

60. How would you rate Managed Health Services'
Member Services' timeliness in responding to your
request for information or help?

1 Excellent
2 Very good
3 Good
4 Fair
5 Poor

61. How many times did you have to call your health
plan to get your issue resolved?

1 1 time
2 2 times
3 3 times
4 4 times or more

Please continue inside14

�Answer all the questions by marking the box with blue or black ink. Like this
�You are sometimes told to skip over some questions in this survey. When this happens you will see a note
that tells you what question to answer next, like this: Yes ........Go to Question 3

All information that would let someone identify you or your family will be kept private. The Myers Group will not
share your personal information with anyone without your OK. You may choose to answer this survey or not. If
you choose not to, this will not affect the benefits you get. You may notice a number on the cover of this survey.
This number is ONLY used to let us know if you have returned your survey so we don’t have to send you
reminders. If you want to know more about this study, please call The Myers Group at 1-800-692-0041.

MMCCSS

Thank You
Please return the completed survey in the postage-paid envelope to:

Attn:  Survey Processing Department
The Myers Group
2351 Henry Clower Boulevard, Suite C
Snellville, GA  30078-3107
Toll-Free:  1-800-692-0041

For Internal Purposes Only:  56473



12. Using any number from 0 to 10, where 0 is the 
worst health care possible and 10 is the best 
health care possible, what number would you use 
to rate all your child’s health care in the last 6 
months?
Worst health care Best health care
possible possible
0 1 2 3 4 5 6 7 8 9 10

Your Child’s Personal Doctor
13. A personal doctor is the one your child would see 

if he or she needs a check-up or gets sick or hurt.
Does your child have a personal doctor?

1 Yes  . . . . . . . . . . . . . . . . . .Go to Question 14
2 No  . . . . . . . . . . . . . . . . . . .Go to Question 25

14. In the last 6 months, how many times did your 
child visit his or her personal doctor for care?

0 None  . . . . . . . . . . . . . . . . .Go to Question 24
1 1  . . . . . . . . . . . . . . . . . . . .Go to Question 15
2 2  . . . . . . . . . . . . . . . . . . . .Go to Question 15
3 3  . . . . . . . . . . . . . . . . . . . .Go to Question 15
4 4  . . . . . . . . . . . . . . . . . . . .Go to Question 15
5 5 to 9 . . . . . . . . . . . . . . . . .Go to Question 15
6 10 or more  . . . . . . . . . . . .Go to Question 15

15. In the last 6 months, how often did your child’s 
personal doctor explain things in a way that was 
easy to understand?

1 Never
2 Sometimes
3 Usually
4 Always

16. In the last 6 months, how often did your child’s 
personal doctor listen carefully to you?

1 Never
2 Sometimes
3 Usually
4 Always

17. In the last 6 months, how often did your child’s 
personal doctor show respect for what you had to 
say?

1 Never
2 Sometimes
3 Usually
4 Always

18. Is your child able to talk with doctors about his or 
her health care?

1 Yes  . . . . . . . . . . . . . . . . . .Go to Question 19
2 No  . . . . . . . . . . . . . . . . . . .Go to Question 20

19. In the last 6 months, how often did your child’s 
personal doctor explain things in a way that was 
easy for your child to understand?

1 Never
2 Sometimes
3 Usually
4 Always

20. In the last 6 months, how often did your child’s 
personal doctor spend enough time with your 
child?

1 Never
2 Sometimes
3 Usually
4 Always

21. In the last 6 months, did your child’s personal 
doctor talk with you about how your child is feeling,
growing, or behaving? 

1 Yes
2 No

22. In the last 6 months, did your child get care from a 
doctor or other health provider besides his or her 
personal doctor?

1 Yes  . . . . . . . . . . . . . . . . . .Go to Question 23
2 No  . . . . . . . . . . . . . . . . . . .Go to Question 24

23. In the last 6 months, how often did your child’s 
personal doctor seem informed and up-to-date 
about the care your child got from these doctors or 
other health providers?

1 Never
2 Sometimes
3 Usually
4 Always

24. Using any number from 0 to 10, where 0 is the 
worst personal doctor possible and 10 is the best 
personal doctor possible, what number would you 
use to rate your child’s personal doctor?
Worst personal doctor Best personal doctor
possible possible
0 1 2 3 4 5 6 7 8 9 10

Getting Health Care From Specialists
When you answer the next questions, do not include 
dental visits or care your child got when he or she 
stayed overnight in a hospital.

25. Specialists are doctors like surgeons, heart 
doctors, allergy doctors, skin doctors, and other 
doctors who specialize in one area of health care.
In the last 6 months, did you try to make any 
appointments for your child to see a specialist?

1 Yes  . . . . . . . . . . . . . . . . . .Go to Question 26
2 No  . . . . . . . . . . . . . . . . . . .Go to Question 29

26. In the last 6 months, how often was it easy to get 
appointments for your child with specialists? 

1 Never
2 Sometimes
3 Usually
4 Always

27. How many specialists has your child seen in the 
last 6 months?

0 None  . . . . . . . . . . . . . . . . .Go to Question 29
1 1 specialist  . . . . . . . . . . . .Go to Question 28
2 2  . . . . . . . . . . . . . . . . . . . .Go to Question 28
3 3  . . . . . . . . . . . . . . . . . . . .Go to Question 28
4 4  . . . . . . . . . . . . . . . . . . . .Go to Question 28
5 5 or more specialists  . . . .Go to Question 28

28. We want to know your rating of the specialist your 
child saw most often in the last 6 months.
Using any number from 0 to 10, where 0 is the 
worst specialist possible and 10 is the best 
specialist possible, what number would you use to 
rate that specialist?
Worst specialist Best specialist
possible possible
0 1 2 3 4 5 6 7 8 9 10

Your Child’s Health Plan
The next questions ask about your experience with your 
child’s health plan.

29. In the last 6 months, did you try to get any kind of 
care, tests, or treatment for your child through his 
or her health plan?

1 Yes  . . . . . . . . . . . . . . . . . .Go to Question 30
2 No  . . . . . . . . . . . . . . . . . . .Go to Question 31

30. In the last 6 months, how often was it easy to get 
the care, tests, or treatment you thought your child 
needed through his or her health plan?

1 Never
2 Sometimes
3 Usually
4 Always

31. In the last 6 months, did you try to get information 
or help from customer service at your child’s 
health plan?

1 Yes  . . . . . . . . . . . . . . . . . .Go to Question 32
2 No  . . . . . . . . . . . . . . . . . . .Go to Question 34

32. In the last 6 months, how often did customer 
service at your child’s health plan give you the 
information or help you needed?

1 Never
2 Sometimes
3 Usually
4 Always

33. In the last 6 months, how often did customer 
service staff at your child’s health plan treat you 
with courtesy and respect?

1 Never
2 Sometimes
3 Usually
4 Always

34. In the last 6 months, did your child’s health plan 
give you any forms to fill out?

1 Yes  . . . . . . . . . . . . . . . . . .Go to Question 35
2 No  . . . . . . . . . . . . . . . . . . .Go to Question 36

35. In the last 6 months, how often were the forms 
from your child’s health plan easy to fill out?

1 Never
2 Sometimes
3 Usually
4 Always

36. Using any number from 0 to 10, where 0 is the 
worst health plan possible and 10 is the best 
health plan possible, what number would you use 
to rate your child’s health plan?
Worst health plan Best health plan
possible possible
0 1 2 3 4 5 6 7 8 9 10

About Your Child And You
37. In general, how would you rate your child’s overall 

health?
1 Excellent
2 Very good
3 Good
4 Fair
5 Poor

38. What is your child’s age?
00 Less than 1 year old

YEARS OLD (Write in)

39. Is your child male or female?
1 Male
2 Female

40. Is your child of Hispanic or Latino origin or 
descent?

1 Yes, Hispanic or Latino
2 No, not Hispanic or Latino

41. What is your child’s race? 
(Please mark one or more.)

A White
B Black or African-American
C Asian
D Native Hawaiian or other Pacific Islander
E American Indian or Alaska Native
F Other

42. What is your age?
0 Under 18
1 18 to 24
2 25 to 34
3 35 to 44
4 45 to 54
5 55 to 64
6 65 to 74
7 75 or older

43. Are you male or female?
1 Male
2 Female

44. What is the highest grade or level of school that 
you have completed?

1 8th grade or less
2 Some high school, but did not graduate
3 High school graduate or GED
4 Some college or 2-year degree
5 4-year college graduate
6 More than 4-year college degree

45. How are you related to the child?
1 Mother or father
2 Grandparent
3 Aunt or uncle
4 Older sibling
5 Other relative
6 Legal guardian

46. Did someone help you complete this survey?
1 Yes . . . . . . . . . . . . . . . . . . . .Go to Question 47
2 No  . . . . . . . . . . . . . . . . . . . .Go to Question 48

47. How did that person help you?
(Mark all that apply.)

A Read the questions to me
B Wrote down the answers I gave
C Answered the questions for me
D Translated the questions into my language
E Helped in some other way

48. How often do you visit MHS' website 
(www.managedhealthservices.com)?

1 Once a week
2 2-3 times a month
3 Once a month
4 Rarely
5 Never

2 3 Please continue on back
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11. Banner Tables 
The tables in the following section show detailed results for each question in your survey.  
The banner-points, across the top banner table, include categories such as:  (1) 
demographic groups (age, education, gender, ethnicity and race), (2) survey items, and (3) 
data collection method.  In order to aid you in viewing the data contained in these tables, the 
following explanation is provided. 
 
The different categories by which the data are “sliced” are presented as column headers.  
Each category has a set of possible response choices that are listed immediately below the 
headers.  The left-most column in each table is labeled “Total” and shows results for the 
entire set of valid responses. 
 
On the left side of the page are three row headers: “Total Eligible,” “Total Valid Responses,” 
and “No Answer.”  “Total Eligible” represents the number of possible responses that meet 
the criteria for inclusion into the given question.  For questions that are asked of all 
respondents, this figure will typically equal 454, which is the valid number of responses to 
the current survey.  “Total Valid Responses” shows how many of the total respondents 
provided valid answers to the given question.  Finally, “No Answer” is the number of 
individuals who did not respond to the question, even though they were eligible to do so. 
 
It should be noted that, in some cases, a survey response choice shows only the number of 
respondents providing that answer with no percentage.  These response options are not 
considered valid responses by NCQA guidelines, and are therefore omitted from the 
percentage calculations. 
 
In some tables, an additional row is added to show Summary Rates.  These scores are a 
single question response or combination of question responses considered to be favorable.  
It is included at the bottom of each of these tables and is shown with the response option, or 
options, that make up the score listed beside it. 
 
Information regarding the statistical testing of results is shown in the lower left corner of 
each table.  The first line displays the Comparison Groups.  These are the columns 
(denoted by upper-case letters and separated by a slash (/)) in which statistical tests are 
run.  Columns (B) and (C), for example, show results for Males and Females.  These 
columns are compared in the statistical test to each other, but not to any other columns.  If a 
letter is present, whether upper- or lower-case, its corresponding percentage is significantly 
higher than the specified percentages within its comparison group. Note that when 
comparing groups, the Z-Test is only valid for large sample sizes.  See Z-Test in Technical 
Notes. 
 
The second line shows the type or types of statistical tests that are included in the table.  
The last two lines define the meaning of the upper- and lower-case letters.   
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If a percentage has an upper-case letter beneath it, a difference exists at the 0.05 level of 
significance.  A lower-case letter denotes a difference at the 0.10 level of significance.  A 
banner table example follows with key points noted. 
 
 ========= GENDER ========= 
 

 Total Male Female 
 ---------- ---------- --------- 
 (A) (B) (C) 
 
Total 4331 22 407 
 
Total Valid 4292 22 403 
Responses 100.0% 100.0% 100.0% 
 
No Answer 43 - 4 
 
Yes 198 6 189 
 46.2% 27.3% 46.9% 
   B4 
 
No 231 16 214 
 53.8% 72.7% 53.1% 
  C5 

 
1 – For the given question, 433 respondents were eligible to answer.  For questions asked 
of all respondents, this figure will equal the number of complete surveys.  In other cases, it 
will equal the number of appropriate responses to a gate question.  Gate questions are 
those that filter out respondents who would not logically be able to answer follow-up 
questions.  For example, people who say that they do not have a personal doctor would not 
be able to provide a doctor rating, and so they are filtered out of the response set for the 
rating question. 
 
2 – Of those who were eligible to answer this question, 429 provided valid responses. 
 
3 – Four respondents–all Female–who were eligible to answer the question did not provide 
an answer. 
 
4 – Females and Males provided a significantly different percentage of “Yes” responses.  
The “B” below the percentage refers to the group in column B – in this case, Males – and 
signifies that the 46.9% is significantly different than 27.3%.  Because the “B” is capitalized, 
we know that the difference is significant at the 0.05 level of significance. 
 
5 – Females and Males provided significantly different percentages of “No” responses.  As 
in the previous note, the “C” refers to the group in column C–Females–and is significant at 
the 0.05 level of significance.
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Q1.  Our records show that your child is now in Managed 
Health Services.  Is that right?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Valid Responses        452     91   149   124    79     253    181      55    390       46     388      347      74      53      342     83     19     239    213
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      2      1     -     1     -       2      -       -      2        -       2        2       -       -        2      -      -       1      1

Yes                          452     91   149   124    79     253    181      55    390       46     388      347      74      53      342     83     19     239    213
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No                             -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -
                                                                                                                                                                       

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q3.  In the last 6 months, did your child have an illness, 
injury, or condition that needed care right away in a 
clinic, emergency room or doctor's office?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        452     91   148   125    79     254    180      55    390       46     388      347      74      53      343     82     19     239    213
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      2      1     1     -     -       1      1       -      2        -       2        2       -       -        1      1      -       1      1

Yes                          187     37    70    48    30     109     74      23    163       19     162      152      23      24      139     41      5     104     83
                           41.4%  40.7% 47.3% 38.4% 38.0%   42.9%  41.1%   41.8%  41.8%    41.3%   41.8%    43.8%   31.1%   45.3%    40.5%  50.0%  26.3%   43.5%  39.0%
                                                                                                                M                               Q

No                           265     54    78    77    49     145    106      32    227       27     226      195      51      29      204     41     14     135    130
                           58.6%  59.3% 52.7% 61.6% 62.0%   57.1%  58.9%   58.2%  58.2%    58.7%   58.2%    56.2%   68.9%   54.7%    59.5%  50.0%  73.7%   56.5%  61.0%
                                                                                                                        L                              P

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q4. (GCQ)In the last 6 months, when your child needed care 
right away, how often did your child get care as soon as 
you thought he or she needed?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               187     37    70    48    30     109     74      23    163       19     162      152      23      24      139     41      5     104     83

Total Valid Responses        186     37    70    48    30     109     74      23    163       19     162      152      23      24      139     41      5     104     82
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      1      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      1

Always                       148     28    54    38    27      83     62      18    130       12     132      125      17      17      118     27      2      79     69
                           79.6%  75.7% 77.1% 79.2% 90.0%   76.1%  83.8%   78.3%  79.8%    63.2%   81.5%    82.2%   73.9%   70.8%    84.9%  65.9%  40.0%   76.0%  84.1%
                                                        c                                                                               PQ

Usually                       24      4    10     9     1      17      7       3     21        4      19       17       3       7       15      9      -      16      8
                           12.9%  10.8% 14.3% 18.8%  3.3%   15.6%   9.5%   13.0%  12.9%    21.1%   11.7%    11.2%   13.0%   29.2%    10.8%  22.0%          15.4%   9.8%
                                            E     E                                                                             l

Sometimes                     14      5     6     1     2       9      5       2     12        3      11       10       3       -        6      5      3       9      5
                            7.5%  13.5%  8.6%  2.1%  6.7%    8.3%   6.8%    8.7%   7.4%    15.8%    6.8%     6.6%   13.0%             4.3%  12.2%  60.0%    8.7%   6.1%
                                      d     d                                                                                                         OP

Never                          -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -
                                                                                                                                                                       

HEDIS/CAHPS SUMMARY RATE     172     32    64    47    28     100     69      21    151       16     151      142      20      24      133     36      2      95     77
- Always/Usually           92.5%  86.5% 91.4% 97.9% 93.3%   91.7%  93.2%   91.3%  92.6%    84.2%   93.2%    93.4%   87.0%  100.0%    95.7%  87.8%  40.0%   91.3%  93.9%
                                                 bc                                                                            Lm        Q      Q

HEDIS/CAHPS SUMMARY RATE     148     28    54    38    27      83     62      18    130       12     132      125      17      17      118     27      2      79     69
- Always                   79.6%  75.7% 77.1% 79.2% 90.0%   76.1%  83.8%   78.3%  79.8%    63.2%   81.5%    82.2%   73.9%   70.8%    84.9%  65.9%  40.0%   76.0%  84.1%
                                                        c                                                                               PQ

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q5.  In the last 6 months, not counting the times your 
child needed health care right away, did you make any 
appointments for your child's health care at a doctor's 
office or clinic?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        449     91   149   124    77     253    179      53    390       46     386      345      74      53      341     82     19     238    211
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      5      1     -     1     2       2      2       2      2        -       4        4       -       -        3      1      -       2      3

Yes                          327     63   111    92    55     180    134      43    280       35     282      255      51      38      245     62     15     182    145
                           72.8%  69.2% 74.5% 74.2% 71.4%   71.1%  74.9%   81.1%  71.8%    76.1%   73.1%    73.9%   68.9%   71.7%    71.8%  75.6%  78.9%   76.5%  68.7%
                                                                                                                                                               s

No                           122     28    38    32    22      73     45      10    110       11     104       90      23      15       96     20      4      56     66
                           27.2%  30.8% 25.5% 25.8% 28.6%   28.9%  25.1%   18.9%  28.2%    23.9%   26.9%    26.1%   31.1%   28.3%    28.2%  24.4%  21.1%   23.5%  31.3%
                                                                                                                                                                      r

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q6. (GCQ)In the last 6 months, not counting the times your 
child needed health care right away, how often did you get 
an appointment for your health care at a doctor's office or 
clinic as soon as you thought your child needed?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               327     63   111    92    55     180    134      43    280       35     282      255      51      38      245     62     15     182    145

Total Valid Responses        325     62   111    92    55     179    134      42    279       35     281      253      51      38      243     62     15     181    144
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      2      1     -     -     -       1      -       1      1        -       1        2       -       -        2      -      -       1      1

Always                       230     44    80    63    39     120    100      28    200       15     207      189      35      19      177     41     10     131     99
                           70.8%  71.0% 72.1% 68.5% 70.9%   67.0%  74.6%   66.7%  71.7%    42.9%   73.7%    74.7%   68.6%   50.0%    72.8%  66.1%  66.7%   72.4%  68.8%
                                                                                                       J        N       n

Usually                       52      7    17    19     9      33     19       9     42        9      43       37       7       9       36     12      2      28     24
                           16.0%  11.3% 15.3% 20.7% 16.4%   18.4%  14.2%   21.4%  15.1%    25.7%   15.3%    14.6%   13.7%   23.7%    14.8%  19.4%  13.3%   15.5%  16.7%

Sometimes                     40     10    14     9     6      25     13       5     34       11      28       25       8      10       27      9      3      20     20
                           12.3%  16.1% 12.6%  9.8% 10.9%   14.0%   9.7%   11.9%  12.2%    31.4%   10.0%     9.9%   15.7%   26.3%    11.1%  14.5%  20.0%   11.0%  13.9%
                                                                                               K                                L

Never                          3      1     -     1     1       1      2       -      3        -       3        2       1       -        3      -      -       2      1
                            0.9%   1.6%        1.1%  1.8%    0.6%   1.5%           1.1%             1.1%     0.8%    2.0%             1.2%                  1.1%   0.7%

HEDIS/CAHPS SUMMARY RATE     282     51    97    82    48     153    119      37    242       24     250      226      42      28      213     53     12     159    123
- Always/Usually           86.8%  82.3% 87.4% 89.1% 87.3%   85.5%  88.8%   88.1%  86.7%    68.6%   89.0%    89.3%   82.4%   73.7%    87.7%  85.5%  80.0%   87.8%  85.4%
                                                                                                       J        N

HEDIS/CAHPS SUMMARY RATE     230     44    80    63    39     120    100      28    200       15     207      189      35      19      177     41     10     131     99
- Always                   70.8%  71.0% 72.1% 68.5% 70.9%   67.0%  74.6%   66.7%  71.7%    42.9%   73.7%    74.7%   68.6%   50.0%    72.8%  66.1%  66.7%   72.4%  68.8%
                                                                                                       J        N       n

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 6

                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q7.  In the last 6 months, not counting the times your 
child went to an emergency room, how many times did he or 
she go to a doctor's office or clinic to get care?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        439     89   144   119    79     245    177      52    381       43     379      339      72      51      334     79     19     237    202
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     15      3     5     6     -      10      4       3     11        3      11       10       2       2       10      4      -       3     12

None                          87     19    26    19    23      54     32       8     79        5      78       64      19      12       72     11      4      52     35
                           19.8%  21.3% 18.1% 16.0% 29.1%   22.0%  18.1%   15.4%  20.7%    11.6%   20.6%    18.9%   26.4%   23.5%    21.6%  13.9%  21.1%   21.9%  17.3%
                                                       cD                                              j                                 p

1                             97     20    34    25    17      57     38       9     88       12      83       71      21      16       76     17      2      49     48
                           22.1%  22.5% 23.6% 21.0% 21.5%   23.3%  21.5%   17.3%  23.1%    27.9%   21.9%    20.9%   29.2%   31.4%    22.8%  21.5%  10.5%   20.7%  23.8%
                                                                                                                                         q

2                            105     20    34    27    18      52     44      15     86        6      93       85      14      11       85     15      1      53     52
                           23.9%  22.5% 23.6% 22.7% 22.8%   21.2%  24.9%   28.8%  22.6%    14.0%   24.5%    25.1%   19.4%   21.6%    25.4%  19.0%   5.3%   22.4%  25.7%
                                                                                                       j                                 Q      Q

3                             73     12    24    24    12      38     33      10     62       11      57       57       9       6       52     19      2      40     33
                           16.6%  13.5% 16.7% 20.2% 15.2%   15.5%  18.6%   19.2%  16.3%    25.6%   15.0%    16.8%   12.5%   11.8%    15.6%  24.1%  10.5%   16.9%  16.3%

4                             33      6    14     6     7      21     12       6     26        3      30       24       6       4       25      5      2      23     10
                            7.5%   6.7%  9.7%  5.0%  8.9%    8.6%   6.8%   11.5%   6.8%     7.0%    7.9%     7.1%    8.3%    7.8%     7.5%   6.3%  10.5%    9.7%   5.0%
                                                                                                                                                               s

5 to 9                        35      9    10    14     2      16     16       4     31        5      30       29       3       2       20      8      7      14     21
                            8.0%  10.1%  6.9% 11.8%  2.5%    6.5%   9.0%    7.7%   8.1%    11.6%    7.9%     8.6%    4.2%    3.9%     6.0%  10.1%  36.8%    5.9%  10.4%
                                      E           E                                                                                                   OP              r

10 or more                     9      3     2     4     -       7      2       -      9        1       8        9       -       -        4      4      1       6      3
                            2.1%   3.4%  1.4%  3.4%          2.9%   1.1%           2.4%     2.3%    2.1%     2.7%                     1.2%   5.1%   5.3%    2.5%   1.5%

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q8. (HPE)In the last 6 months, how often did you and your 
child's doctor or other health provider talk about specific 
things you could do to prevent illness in your child?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               352     70   118   100    56     191    145      44    302       38     301      275      53      39      262     68     15     185    167

Total Valid Responses        344     70   114    98    55     187    143      43    295       37     295      268      53      38      254     68     15     183    161
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      8      -     4     2     1       4      2       1      7        1       6        7       -       1        8      -      -       2      6

Always                       143     26    45    45    22      70     63      20    120       14     122      109      21      12      107     25      7      76     67
                           41.6%  37.1% 39.5% 45.9% 40.0%   37.4%  44.1%   46.5%  40.7%    37.8%   41.4%    40.7%   39.6%   31.6%    42.1%  36.8%  46.7%   41.5%  41.6%

Usually                       60     11    24    18     7      35     24       7     53        7      52       53       7       6       45     12      2      37     23
                           17.4%  15.7% 21.1% 18.4% 12.7%   18.7%  16.8%   16.3%  18.0%    18.9%   17.6%    19.8%   13.2%   15.8%    17.7%  17.6%  13.3%   20.2%  14.3%

Sometimes                     92     22    28    26    15      57     34      14     77       10      80       69      17      13       71     16      4      46     46
                           26.7%  31.4% 24.6% 26.5% 27.3%   30.5%  23.8%   32.6%  26.1%    27.0%   27.1%    25.7%   32.1%   34.2%    28.0%  23.5%  26.7%   25.1%  28.6%

Never                         49     11    17     9    11      25     22       2     45        6      41       37       8       7       31     15      2      24     25
                           14.2%  15.7% 14.9%  9.2% 20.0%   13.4%  15.4%    4.7%  15.3%    16.2%   13.9%    13.8%   15.1%   18.4%    12.2%  22.1%  13.3%   13.1%  15.5%
                                                        d                             H                                                         o

HEDIS/CAHPS SUMMARY RATE     203     37    69    63    29     105     87      27    173       21     174      162      28      18      152     37      9     113     90
- Always/Usually           59.0%  52.9% 60.5% 64.3% 52.7%   56.1%  60.8%   62.8%  58.6%    56.8%   59.0%    60.4%   52.8%   47.4%    59.8%  54.4%  60.0%   61.7%  55.9%

HEDIS/CAHPS SUMMARY RATE     143     26    45    45    22      70     63      20    120       14     122      109      21      12      107     25      7      76     67
- Always                   41.6%  37.1% 39.5% 45.9% 40.0%   37.4%  44.1%   46.5%  40.7%    37.8%   41.4%    40.7%   39.6%   31.6%    42.1%  36.8%  46.7%   41.5%  41.6%

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q9.  In the last 6 months, did your child's doctor or other 
health provider tell you there was more than one choice for 
your child's treatment or health care?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               352     70   118   100    56     191    145      44    302       38     301      275      53      39      262     68     15     185    167

Total Valid Responses        341     69   113    96    56     186    141      43    293       35     294      268      53      38      255     65     15     181    160
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     11      1     5     4     -       5      4       1      9        3       7        7       -       1        7      3      -       4      7

Yes                          144     25    54    38    20      80     55      21    119       16     122      115      19      12      116     15      9      74     70
                           42.2%  36.2% 47.8% 39.6% 35.7%   43.0%  39.0%   48.8%  40.6%    45.7%   41.5%    42.9%   35.8%   31.6%    45.5%  23.1%  60.0%   40.9%  43.8%
                                                                                                                                         P             P

No                           197     44    59    58    36     106     86      22    174       19     172      153      34      26      139     50      6     107     90
                           57.8%  63.8% 52.2% 60.4% 64.3%   57.0%  61.0%   51.2%  59.4%    54.3%   58.5%    57.1%   64.2%   68.4%    54.5%  76.9%  40.0%   59.1%  56.3%
                                                                                                                                               OQ

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q10. (SDM)In the last 6 months, did your child's doctor or 
other health provider talk with you about the pros and cons 
of each choice for your child's treatment or health care? 

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               144     25    54    38    20      80     55      21    119       16     122      115      19      12      116     15      9      74     70

Total Valid Responses        142     25    54    37    20      80     54      21    117       16     120      114      19      12      114     15      9      73     69
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      2      -     -     1     -       -      1       -      2        -       2        1       -       -        2      -      -       1      1

Definitely Yes                93     13    39    23    15      46     42       9     82       10      80       73      15       7       79      7      4      51     42
                           65.5%  52.0% 72.2% 62.2% 75.0%   57.5%  77.8%   42.9%  70.1%    62.5%   66.7%    64.0%   78.9%   58.3%    69.3%  46.7%  44.4%   69.9%  60.9%

Somewhat Yes                  41      9    12    14     4      28     11       9     31        6      33       35       3       5       30      7      3      20     21
                           28.9%  36.0% 22.2% 37.8% 20.0%   35.0%  20.4%   42.9%  26.5%    37.5%   27.5%    30.7%   15.8%   41.7%    26.3%  46.7%  33.3%   27.4%  30.4%

Somewhat No                    4      3     1     -     -       4      -       1      3        -       4        4       -       -        1      1      2       1      3
                            2.8%  12.0%  1.9%                5.0%           4.8%   2.6%             3.3%     3.5%                     0.9%   6.7%  22.2%    1.4%   4.3%

Definitely No                  4      -     2     -     1       2      1       2      1        -       3        2       1       -        4      -      -       1      3
                            2.8%         3.7%        5.0%    2.5%   1.9%    9.5%   0.9%             2.5%     1.8%    5.3%             3.5%                  1.4%   4.3%

HEDIS/CAHPS SUMMARY RATE      93     13    39    23    15      46     42       9     82       10      80       73      15       7       79      7      4      51     42
- Definitely Yes           65.5%  52.0% 72.2% 62.2% 75.0%   57.5%  77.8%   42.9%  70.1%    62.5%   66.7%    64.0%   78.9%   58.3%    69.3%  46.7%  44.4%   69.9%  60.9%

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q11.  (SDM)In the last 6 months, when there was more than 
one choice for your child's treatment or health care, did 
your child's doctor or other health provider ask you which 
choice you thought was best for your child?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               144     25    54    38    20      80     55      21    119       16     122      115      19      12      116     15      9      74     70

Total Valid Responses        138     25    52    35    20      77     53      19    115       15     117      111      17      12      111     15      8      72     66
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      6      -     2     3     -       3      2       2      4        1       5        4       2       -        5      -      1       2      4

Definitely Yes                91     12    36    27    13      49     37       8     81       10      78       72      14       8       72     12      4      49     42
                           65.9%  48.0% 69.2% 77.1% 65.0%   63.6%  69.8%   42.1%  70.4%    66.7%   66.7%    64.9%   82.4%   66.7%    64.9%  80.0%  50.0%   68.1%  63.6%

Somewhat Yes                  38      8    13     8     6      23     12       8     28        5      30       31       2       4       31      3      3      21     17
                           27.5%  32.0% 25.0% 22.9% 30.0%   29.9%  22.6%   42.1%  24.3%    33.3%   25.6%    27.9%   11.8%   33.3%    27.9%  20.0%  37.5%   29.2%  25.8%

Somewhat No                    4      4     -     -     -       2      2       -      4        -       4        4       -       -        3      -      1       2      2
                            2.9%  16.0%                      2.6%   3.8%           3.5%             3.4%     3.6%                     2.7%         12.5%    2.8%   3.0%

Definitely No                  5      1     3     -     1       3      2       3      2        -       5        4       1       -        5      -      -       -      5
                            3.6%   4.0%  5.8%        5.0%    3.9%   3.8%   15.8%   1.7%             4.3%     3.6%    5.9%             4.5%                         7.6%

HEDIS/CAHPS SUMMARY RATE      91     12    36    27    13      49     37       8     81       10      78       72      14       8       72     12      4      49     42
- Definitely Yes           65.9%  48.0% 69.2% 77.1% 65.0%   63.6%  69.8%   42.1%  70.4%    66.7%   66.7%    64.9%   82.4%   66.7%    64.9%  80.0%  50.0%   68.1%  63.6%

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q12.  Using any number from 0 to 10, where 0 is the worst 
health care possible and 10 is the best health care 
possible, what number would you use to rate all your 
child's health care in the last 6 months?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               352     70   118   100    56     191    145      44    302       38     301      275      53      39      262     68     15     185    167

Total Valid Responses        348     70   116   100    56     190    144      44    299       37     299      274      53      39      261     66     15     184    164
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      4      -     2     -     -       1      1       -      3        1       2        1       -       -        1      2      -       1      3

10 - Best health care        163     35    53    50    22      89     66      14    147       17     138      128      25      15      130     23      6      84     79
possible                   46.8%  50.0% 45.7% 50.0% 39.3%   46.8%  45.8%   31.8%  49.2%    45.9%   46.2%    46.7%   47.2%   38.5%    49.8%  34.8%  40.0%   45.7%  48.2%
                                                                                      H                                                  P

9                             57     11    18    16    10      34     19      11     45        7      47       47       7       9       45     10      1      26     31
                           16.4%  15.7% 15.5% 16.0% 17.9%   17.9%  13.2%   25.0%  15.1%    18.9%   15.7%    17.2%   13.2%   23.1%    17.2%  15.2%   6.7%   14.1%  18.9%

8                             66     14    25    18     8      33     32       9     56        5      60       50      10       8       48     14      4      27     39
                           19.0%  20.0% 21.6% 18.0% 14.3%   17.4%  22.2%   20.5%  18.7%    13.5%   20.1%    18.2%   18.9%   20.5%    18.4%  21.2%  26.7%   14.7%  23.8%
                                                                                                                                                                      R

7                             27      4     6     8     9      17     10       7     19        3      24       21       4       2       20      6      -      16     11
                            7.8%   5.7%  5.2%  8.0% 16.1%    8.9%   6.9%   15.9%   6.4%     8.1%    8.0%     7.7%    7.5%    5.1%     7.7%   9.1%           8.7%   6.7%
                                                       bC                      i

6                             15      2     7     4     2       8      7       1     14        2      13       12       3       2        7      4      4      12      3
                            4.3%   2.9%  6.0%  4.0%  3.6%    4.2%   4.9%    2.3%   4.7%     5.4%    4.3%     4.4%    5.7%    5.1%     2.7%   6.1%  26.7%    6.5%   1.8%
                                                                                                                                                      Op       S

5                             12      1     5     3     3       7      5       2     10        3       9        9       3       3        7      5      -      12      -
                            3.4%   1.4%  4.3%  3.0%  5.4%    3.7%   3.5%    4.5%   3.3%     8.1%    3.0%     3.3%    5.7%    7.7%     2.7%   7.6%           6.5%       

4                              3      1     -     1     1       1      2       -      3        -       3        2       1       -        2      1      -       3      -
                            0.9%   1.4%        1.0%  1.8%    0.5%   1.4%           1.0%             1.0%     0.7%    1.9%             0.8%   1.5%           1.6%       

3                              2      1     1     -     -       -      1       -      2        -       2        2       -       -        -      2      -       1      1
                            0.6%   1.4%  0.9%                       0.7%           0.7%             0.7%     0.7%                            3.0%           0.5%   0.6%

2                              1      1     -     -     -       -      1       -      1        -       1        1       -       -        1      -      -       1      -
                            0.3%   1.4%                             0.7%           0.3%             0.3%     0.4%                     0.4%                  0.5%       

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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Q12.  Using any number from 0 to 10, where 0 is the worst 
health care possible and 10 is the best health care 
possible, what number would you use to rate all your 
child's health care in the last 6 months?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

1                              2      -     1     -     1       1      1       -      2        -       2        2       -       -        1      1      -       2      -
                            0.6%         0.9%        1.8%    0.5%   0.7%           0.7%             0.7%     0.7%                     0.4%   1.5%           1.1%       

0 - Worst health care          -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -
possible                                                                                                                                                               

HEDIS/CAHPS SUMMARY RATE     286     60    96    84    40     156    117      34    248       29     245      225      42      32      223     47     11     137    149
- 8-10                     82.2%  85.7% 82.8% 84.0% 71.4%   82.1%  81.3%   77.3%  82.9%    78.4%   81.9%    82.1%   79.2%   82.1%    85.4%  71.2%  73.3%   74.5%  90.9%
                                      e           e                                                                                      P                            R

HEDIS/CAHPS SUMMARY RATE     220     46    71    66    32     123     85      25    192       24     185      175      32      24      175     33      7     110    110
- 9-10                     63.2%  65.7% 61.2% 66.0% 57.1%   64.7%  59.0%   56.8%  64.2%    64.9%   61.9%    63.9%   60.4%   61.5%    67.0%  50.0%  46.7%   59.8%  67.1%
                                                                                                                                         P

Mean                        8.71   8.79  8.66  8.87  8.38    8.77   8.60    8.55   8.74     8.68    8.68     8.70    8.64    8.62     8.88   8.09   8.33    8.44   9.02

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q13.  A personal doctor is the one your child would see if 
he or she needs a checkup or gets sick or hurt. Does your 
child have a personal doctor?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        445     91   148   122    77     251    178      55    385       46     384      344      70      51      341     80     18     235    210
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      9      1     1     3     2       4      3       -      7        -       6        5       4       2        3      3      1       5      4

Yes                          426     89   141   118    71     239    171      49    372       44     367      329      67      49      327     76     17     226    200
                           95.7%  97.8% 95.3% 96.7% 92.2%   95.2%  96.1%   89.1%  96.6%    95.7%   95.6%    95.6%   95.7%   96.1%    95.9%  95.0%  94.4%   96.2%  95.2%
                                                                                      h

No                            19      2     7     4     6      12      7       6     13        2      17       15       3       2       14      4      1       9     10
                            4.3%   2.2%  4.7%  3.3%  7.8%    4.8%   3.9%   10.9%   3.4%     4.3%    4.4%     4.4%    4.3%    3.9%     4.1%   5.0%   5.6%    3.8%   4.8%
                                                                               i

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q14.  In the last 6 months, how many times did your child 
visit his or her personal doctor for care?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               426     89   141   118    71     239    171      49    372       44     367      329      67      49      327     76     17     226    200

Total Valid Responses        420     87   139   117    70     235    170      49    366       43     362      325      65      47      323     74     17     224    196
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      6      2     2     1     1       4      1       -      6        1       5        4       2       2        4      2      -       2      4

None                          66     12    16    19    19      37     29       7     59        3      60       50      12       6       58      7      1      35     31
                           15.7%  13.8% 11.5% 16.2% 27.1%   15.7%  17.1%   14.3%  16.1%     7.0%   16.6%    15.4%   18.5%   12.8%    18.0%   9.5%   5.9%   15.6%  15.8%
                                                      BCd                                              J                                PQ

1                            117     26    39    32    19      68     47      12    105       14     101       85      23      20       93     20      3      63     54
                           27.9%  29.9% 28.1% 27.4% 27.1%   28.9%  27.6%   24.5%  28.7%    32.6%   27.9%    26.2%   35.4%   42.6%    28.8%  27.0%  17.6%   28.1%  27.6%
                                                                                                                                L

2                            106     19    38    28    15      56     41      12     90        7      93       86      18       9       81     19      2      56     50
                           25.2%  21.8% 27.3% 23.9% 21.4%   23.8%  24.1%   24.5%  24.6%    16.3%   25.7%    26.5%   27.7%   19.1%    25.1%  25.7%  11.8%   25.0%  25.5%

3                             59     11    25    17     6      35     23       9     49       11      45       43       4       7       42     15      2      30     29
                           14.0%  12.6% 18.0% 14.5%  8.6%   14.9%  13.5%   18.4%  13.4%    25.6%   12.4%    13.2%    6.2%   14.9%    13.0%  20.3%  11.8%   13.4%  14.8%
                                            E                                                  k                M

4                             30      5    10     8     7      17     13       4     26        2      27       23       4       2       25      4      -      19     11
                            7.1%   5.7%  7.2%  6.8% 10.0%    7.2%   7.6%    8.2%   7.1%     4.7%    7.5%     7.1%    6.2%    4.3%     7.7%   5.4%           8.5%   5.6%

5 to 9                        33      9     9    11     4      17     14       5     28        4      29       30       4       1       18      8      7      15     18
                            7.9%  10.3%  6.5%  9.4%  5.7%    7.2%   8.2%   10.2%   7.7%     9.3%    8.0%     9.2%    6.2%    2.1%     5.6%  10.8%  41.2%    6.7%   9.2%
                                                                                                                N                                     OP

10 or more                     9      5     2     2     -       5      3       -      9        2       7        8       -       2        6      1      2       6      3
                            2.1%   5.7%  1.4%  1.7%          2.1%   1.8%           2.5%     4.7%    1.9%     2.5%            4.3%     1.9%   1.4%  11.8%    2.7%   1.5%

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q15. (HWDC)In the last 6 months, how often did your child's 
personal doctor explain things in a way that was easy to 
understand?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               354     75   123    98    51     198    141      42    307       40     302      275      53      41      265     67     16     189    165

Total Valid Responses        349     75   120    97    51     195    141      42    303       39     299      271      53      41      260     67     16     184    165
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      5      -     3     1     -       3      -       -      4        1       3        4       -       -        5      -      -       5      -

Always                       281     53   101    84    38     156    114      37    242       27     245      219      44      30      218     47     11     141    140
                           80.5%  70.7% 84.2% 86.6% 74.5%   80.0%  80.9%   88.1%  79.9%    69.2%   81.9%    80.8%   83.0%   73.2%    83.8%  70.1%  68.8%   76.6%  84.8%
                                            B    Be                                                    j                                 P                            R

Usually                       44     14    11    10     8      26     16       4     39        9      33       33       5       9       29     12      2      30     14
                           12.6%  18.7%  9.2% 10.3% 15.7%   13.3%  11.3%    9.5%  12.9%    23.1%   11.0%    12.2%    9.4%   22.0%    11.2%  17.9%  12.5%   16.3%   8.5%
                                      c                                                        k                                                               S

Sometimes                     20      7     8     2     3      10     10       1     18        3      17       16       3       1       12      5      3      12      8
                            5.7%   9.3%  6.7%  2.1%  5.9%    5.1%   7.1%    2.4%   5.9%     7.7%    5.7%     5.9%    5.7%    2.4%     4.6%   7.5%  18.8%    6.5%   4.8%
                                      D     d

Never                          4      1     -     1     2       3      1       -      4        -       4        3       1       1        1      3      -       1      3
                            1.1%   1.3%        1.0%  3.9%    1.5%   0.7%           1.3%             1.3%     1.1%    1.9%    2.4%     0.4%   4.5%           0.5%   1.8%

HEDIS/CAHPS SUMMARY RATE     325     67   112    94    46     182    130      41    281       36     278      252      49      39      247     59     13     171    154
- Always/Usually           93.1%  89.3% 93.3% 96.9% 90.2%   93.3%  92.2%   97.6%  92.7%    92.3%   93.0%    93.0%   92.5%   95.1%    95.0%  88.1%  81.3%   92.9%  93.3%
                                                  b                            i                                                         p

HEDIS/CAHPS SUMMARY RATE     281     53   101    84    38     156    114      37    242       27     245      219      44      30      218     47     11     141    140
- Always                   80.5%  70.7% 84.2% 86.6% 74.5%   80.0%  80.9%   88.1%  79.9%    69.2%   81.9%    80.8%   83.0%   73.2%    83.8%  70.1%  68.8%   76.6%  84.8%
                                            B    Be                                                    j                                 P                            R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q16. (HWDC)In the last 6 months, how often did your child's 
personal doctor listen carefully to you?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               354     75   123    98    51     198    141      42    307       40     302      275      53      41      265     67     16     189    165

Total Valid Responses        349     73   122    98    50     195    140      42    303       40     298      271      53      41      260     67     16     184    165
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      5      2     1     -     1       3      1       -      4        -       4        4       -       -        5      -      -       5      -

Always                       284     56   100    84    40     160    113      33    249       33     243      215      48      36      217     51     12     141    143
                           81.4%  76.7% 82.0% 85.7% 80.0%   82.1%  80.7%   78.6%  82.2%    82.5%   81.5%    79.3%   90.6%   87.8%    83.5%  76.1%  75.0%   76.6%  86.7%
                                                                                                                        L                                             R

Usually                       43      8    17    11     5      24     17       8     34        4      36       38       3       4       30      8      3      29     14
                           12.3%  11.0% 13.9% 11.2% 10.0%   12.3%  12.1%   19.0%  11.2%    10.0%   12.1%    14.0%    5.7%    9.8%    11.5%  11.9%  18.8%   15.8%   8.5%
                                                                                                                M                                              S

Sometimes                     18      7     5     3     3       9      9       1     16        3      15       14       2       1       12      5      1      13      5
                            5.2%   9.6%  4.1%  3.1%  6.0%    4.6%   6.4%    2.4%   5.3%     7.5%    5.0%     5.2%    3.8%    2.4%     4.6%   7.5%   6.3%    7.1%   3.0%
                                      d                                                                                                                        s

Never                          4      2     -     -     2       2      1       -      4        -       4        4       -       -        1      3      -       1      3
                            1.1%   2.7%              4.0%    1.0%   0.7%           1.3%             1.3%     1.5%                     0.4%   4.5%           0.5%   1.8%

HEDIS/CAHPS SUMMARY RATE     327     64   117    95    45     184    130      41    283       37     279      253      51      40      247     59     15     170    157
- Always/Usually           93.7%  87.7% 95.9% 96.9% 90.0%   94.4%  92.9%   97.6%  93.4%    92.5%   93.6%    93.4%   96.2%   97.6%    95.0%  88.1%  93.8%   92.4%  95.2%
                                            b     B                                                                                      p

HEDIS/CAHPS SUMMARY RATE     284     56   100    84    40     160    113      33    249       33     243      215      48      36      217     51     12     141    143
- Always                   81.4%  76.7% 82.0% 85.7% 80.0%   82.1%  80.7%   78.6%  82.2%    82.5%   81.5%    79.3%   90.6%   87.8%    83.5%  76.1%  75.0%   76.6%  86.7%
                                                                                                                        L                                             R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q17. (HWDC)In the last 6 months, how often did your child's 
personal doctor show respect for what you had to say?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               354     75   123    98    51     198    141      42    307       40     302      275      53      41      265     67     16     189    165

Total Valid Responses        352     75   123    96    51     196    141      41    306       40     300      275      52      40      264     67     15     189    163
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      2      -     -     2     -       2      -       1      1        -       2        -       1       1        1      -      1       -      2

Always                       286     60   101    80    40     158    116      31    253       32     245      223      48      32      218     51     12     148    138
                           81.3%  80.0% 82.1% 83.3% 78.4%   80.6%  82.3%   75.6%  82.7%    80.0%   81.7%    81.1%   92.3%   80.0%    82.6%  76.1%  80.0%   78.3%  84.7%
                                                                                                                       Ln

Usually                       43      7    15    11     8      23     18       7     34        3      37       35       2       7       30     10      2      28     15
                           12.2%   9.3% 12.2% 11.5% 15.7%   11.7%  12.8%   17.1%  11.1%     7.5%   12.3%    12.7%    3.8%   17.5%    11.4%  14.9%  13.3%   14.8%   9.2%
                                                                                                                M               M

Sometimes                     17      5     6     4     2      11      6       3     13        5      12       12       1       1       14      3      -       9      8
                            4.8%   6.7%  4.9%  4.2%  3.9%    5.6%   4.3%    7.3%   4.2%    12.5%    4.0%     4.4%    1.9%    2.5%     5.3%   4.5%           4.8%   4.9%

Never                          6      3     1     1     1       4      1       -      6        -       6        5       1       -        2      3      1       4      2
                            1.7%   4.0%  0.8%  1.0%  2.0%    2.0%   0.7%           2.0%             2.0%     1.8%    1.9%             0.8%   4.5%   6.7%    2.1%   1.2%

HEDIS/CAHPS SUMMARY RATE     329     67   116    91    48     181    134      38    287       35     282      258      50      39      248     61     14     176    153
- Always/Usually           93.5%  89.3% 94.3% 94.8% 94.1%   92.3%  95.0%   92.7%  93.8%    87.5%   94.0%    93.8%   96.2%   97.5%    93.9%  91.0%  93.3%   93.1%  93.9%

HEDIS/CAHPS SUMMARY RATE     286     60   101    80    40     158    116      31    253       32     245      223      48      32      218     51     12     148    138
- Always                   81.3%  80.0% 82.1% 83.3% 78.4%   80.6%  82.3%   75.6%  82.7%    80.0%   81.7%    81.1%   92.3%   80.0%    82.6%  76.1%  80.0%   78.3%  84.7%
                                                                                                                       Ln

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q18.  Is your child able to talk with doctors about his or 
her health care?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               354     75   123    98    51     198    141      42    307       40     302      275      53      41      265     67     16     189    165

Total Valid Responses        350     75   121    97    51     198    139      42    304       40     300      273      52      41      262     66     16     186    164
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      4      -     2     1     -       -      2       -      3        -       2        2       1       -        3      1      -       3      1

Yes                          211     22    68    70    47     124     79      28    181       26     179      164      33      23      156     40     11     116     95
                           60.3%  29.3% 56.2% 72.2% 92.2%   62.6%  56.8%   66.7%  59.5%    65.0%   59.7%    60.1%   63.5%   56.1%    59.5%  60.6%  68.8%   62.4%  57.9%
                                            B    BC   BCD

No                           139     53    53    27     4      74     60      14    123       14     121      109      19      18      106     26      5      70     69
                           39.7%  70.7% 43.8% 27.8%  7.8%   37.4%  43.2%   33.3%  40.5%    35.0%   40.3%    39.9%   36.5%   43.9%    40.5%  39.4%  31.3%   37.6%  42.1%
                                    CDE    DE     E

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q19.  In the last 6 months, how often did your child's 
personal doctor explain things in a way that was easy for 
your child to understand?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               211     22    68    70    47     124     79      28    181       26     179      164      33      23      156     40     11     116     95

Total Valid Responses        208     22    67    68    47     124     77      27    179       26     176      161      33      23      153     40     11     114     94
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      3      -     1     2     -       -      2       1      2        -       3        3       -       -        3      -      -       2      1

Always                       154     16    44    55    36      91     57      19    133       18     132      116      27      15      112     32      7      82     72
                           74.0%  72.7% 65.7% 80.9% 76.6%   73.4%  74.0%   70.4%  74.3%    69.2%   75.0%    72.0%   81.8%   65.2%    73.2%  80.0%  63.6%   71.9%  76.6%
                                                  C

Usually                       34      4    14     8     7      20     13       6     28        3      29       30       3       5       24      5      4      20     14
                           16.3%  18.2% 20.9% 11.8% 14.9%   16.1%  16.9%   22.2%  15.6%    11.5%   16.5%    18.6%    9.1%   21.7%    15.7%  12.5%  36.4%   17.5%  14.9%

Sometimes                     15      2     7     3     3      11      4       2     13        4      11       12       2       2       13      2      -      10      5
                            7.2%   9.1% 10.4%  4.4%  6.4%    8.9%   5.2%    7.4%   7.3%    15.4%    6.3%     7.5%    6.1%    8.7%     8.5%   5.0%           8.8%   5.3%

Never                          5      -     2     2     1       2      3       -      5        1       4        3       1       1        4      1      -       2      3
                            2.4%         3.0%  2.9%  2.1%    1.6%   3.9%           2.8%     3.8%    2.3%     1.9%    3.0%    4.3%     2.6%   2.5%           1.8%   3.2%

HEDIS/CAHPS SUMMARY RATE     188     20    58    63    43     111     70      25    161       21     161      146      30      20      136     37     11     102     86
- Always/Usually           90.4%  90.9% 86.6% 92.6% 91.5%   89.5%  90.9%   92.6%  89.9%    80.8%   91.5%    90.7%   90.9%   87.0%    88.9%  92.5% 100.0%   89.5%  91.5%
                                                                                                                                                      Op

HEDIS/CAHPS SUMMARY RATE     154     16    44    55    36      91     57      19    133       18     132      116      27      15      112     32      7      82     72
- Always                   74.0%  72.7% 65.7% 80.9% 76.6%   73.4%  74.0%   70.4%  74.3%    69.2%   75.0%    72.0%   81.8%   65.2%    73.2%  80.0%  63.6%   71.9%  76.6%
                                                  C

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 20

                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q20. (HWDC)In the last 6 months, how often did your child's 
personal doctor spend enough time with your child?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               354     75   123    98    51     198    141      42    307       40     302      275      53      41      265     67     16     189    165

Total Valid Responses        350     74   122    98    51     197    141      42    305       40     301      274      53      41      262     67     16     186    164
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      4      1     1     -     -       1      -       -      2        -       1        1       -       -        3      -      -       3      1

Always                       233     45    77    73    34     121    103      29    203       21     204      188      38      21      178     42     10     117    116
                           66.6%  60.8% 63.1% 74.5% 66.7%   61.4%  73.0%   69.0%  66.6%    52.5%   67.8%    68.6%   71.7%   51.2%    67.9%  62.7%  62.5%   62.9%  70.7%
                                                 bc                    F                               j        N       N

Usually                       61     11    25    17     7      38     22       7     53       13      47       45       5      11       47     11      2      42     19
                           17.4%  14.9% 20.5% 17.3% 13.7%   19.3%  15.6%   16.7%  17.4%    32.5%   15.6%    16.4%    9.4%   26.8%    17.9%  16.4%  12.5%   22.6%  11.6%
                                                                                               K                                M                              S

Sometimes                     43     12    17     6     8      29     13       5     37        6      37       29      10       7       31      8      3      19     24
                           12.3%  16.2% 13.9%  6.1% 15.7%   14.7%   9.2%   11.9%  12.1%    15.0%   12.3%    10.6%   18.9%   17.1%    11.8%  11.9%  18.8%   10.2%  14.6%
                                      D     D           d

Never                         13      6     3     2     2       9      3       1     12        -      13       12       -       2        6      6      1       8      5
                            3.7%   8.1%  2.5%  2.0%  3.9%    4.6%   2.1%    2.4%   3.9%             4.3%     4.4%            4.9%     2.3%   9.0%   6.3%    4.3%   3.0%
                                      d                                                                                                         o

HEDIS/CAHPS SUMMARY RATE     294     56   102    90    41     159    125      36    256       34     251      233      43      32      225     53     12     159    135
- Always/Usually           84.0%  75.7% 83.6% 91.8% 80.4%   80.7%  88.7%   85.7%  83.9%    85.0%   83.4%    85.0%   81.1%   78.0%    85.9%  79.1%  75.0%   85.5%  82.3%
                                                Bce                    F

HEDIS/CAHPS SUMMARY RATE     233     45    77    73    34     121    103      29    203       21     204      188      38      21      178     42     10     117    116
- Always                   66.6%  60.8% 63.1% 74.5% 66.7%   61.4%  73.0%   69.0%  66.6%    52.5%   67.8%    68.6%   71.7%   51.2%    67.9%  62.7%  62.5%   62.9%  70.7%
                                                 bc                    F                               j        N       N

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q21.  In the last 6 months, did your child's personal 
doctor talk with you about how your child is feeling, 
growing, or behaving?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               354     75   123    98    51     198    141      42    307       40     302      275      53      41      265     67     16     189    165

Total Valid Responses        349     74   122    97    51     197    139      42    304       40     300      274      51      41      263     66     16     186    163
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      5      1     1     1     -       1      2       -      3        -       2        1       2       -        2      1      -       3      2

Yes                          292     62   101    84    40     161    118      34    256       33     250      232      44      30      230     49      9     155    137
                           83.7%  83.8% 82.8% 86.6% 78.4%   81.7%  84.9%   81.0%  84.2%    82.5%   83.3%    84.7%   86.3%   73.2%    87.5%  74.2%  56.3%   83.3%  84.0%
                                                                                                                                        PQ

No                            57     12    21    13    11      36     21       8     48        7      50       42       7      11       33     17      7      31     26
                           16.3%  16.2% 17.2% 13.4% 21.6%   18.3%  15.1%   19.0%  15.8%    17.5%   16.7%    15.3%   13.7%   26.8%    12.5%  25.8%  43.8%   16.7%  16.0%
                                                                                                                                                O      O

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q22. In the last 6 months, did your child get care from a 
doctor or other health provider besides his or her personal 
doctor?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               354     75   123    98    51     198    141      42    307       40     302      275      53      41      265     67     16     189    165

Total Valid Responses        348     75   121    96    51     196    140      42    303       40     298      272      52      40      261     67     15     184    164
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      6      -     2     2     -       2      1       -      4        -       4        3       1       1        4      -      1       5      1

Yes                          134     34    43    36    20      68     62      12    121       11     119      116      17      13       87     38      7      80     54
                           38.5%  45.3% 35.5% 37.5% 39.2%   34.7%  44.3%   28.6%  39.9%    27.5%   39.9%    42.6%   32.7%   32.5%    33.3%  56.7%  46.7%   43.5%  32.9%
                                                                       f                                                                        O              S

No                           214     41    78    60    31     128     78      30    182       29     179      156      35      27      174     29      8     104    110
                           61.5%  54.7% 64.5% 62.5% 60.8%   65.3%  55.7%   71.4%  60.1%    72.5%   60.1%    57.4%   67.3%   67.5%    66.7%  43.3%  53.3%   56.5%  67.1%
                                                                g                                                                        P                            R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q23. (CC)In the last 6 months, how often did your child's 
personal doctor seem informed and up-to-date about the care 
your child got from these doctors or other health providers?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               134     34    43    36    20      68     62      12    121       11     119      116      17      13       87     38      7      80     54

Total Valid Responses        129     31    42    36    19      64     61      11    117       11     114      111      17      13       86     34      7      77     52
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      5      3     1     -     1       4      1       1      4        -       5        5       -       -        1      4      -       3      2

Always                        75     17    25    23    10      36     38       6     69        7      66       63      12       8       57     13      5      37     38
                           58.1%  54.8% 59.5% 63.9% 52.6%   56.3%  62.3%   54.5%  59.0%    63.6%   57.9%    56.8%   70.6%   61.5%    66.3%  38.2%  71.4%   48.1%  73.1%
                                                                                                                                         P             p              R

Usually                       26      7     5     9     5      16      9       3     23        -      25       23       3       1       15     11      -      19      7
                           20.2%  22.6% 11.9% 25.0% 26.3%   25.0%  14.8%   27.3%  19.7%            21.9%    20.7%   17.6%    7.7%    17.4%  32.4%          24.7%  13.5%
                                                                                                                                                o

Sometimes                     13      3     6     2     1       6      6       1     11        2      10       11       -       2        7      3      2      10      3
                           10.1%   9.7% 14.3%  5.6%  5.3%    9.4%   9.8%    9.1%   9.4%    18.2%    8.8%     9.9%           15.4%     8.1%   8.8%  28.6%   13.0%   5.8%

Never                         15      4     6     2     3       6      8       1     14        2      13       14       2       2        7      7      -      11      4
                           11.6%  12.9% 14.3%  5.6% 15.8%    9.4%  13.1%    9.1%  12.0%    18.2%   11.4%    12.6%   11.8%   15.4%     8.1%  20.6%          14.3%   7.7%
                                                                                                                                                o

HEDIS/CAHPS SUMMARY RATE     101     24    30    32    15      52     47       9     92        7      91       86      15       9       72     24      5      56     45
- Always/Usually           78.3%  77.4% 71.4% 88.9% 78.9%   81.3%  77.0%   81.8%  78.6%    63.6%   79.8%    77.5%   88.2%   69.2%    83.7%  70.6%  71.4%   72.7%  86.5%
                                                  C                                                                                                                   R

HEDIS/CAHPS SUMMARY RATE      75     17    25    23    10      36     38       6     69        7      66       63      12       8       57     13      5      37     38
- Always                   58.1%  54.8% 59.5% 63.9% 52.6%   56.3%  62.3%   54.5%  59.0%    63.6%   57.9%    56.8%   70.6%   61.5%    66.3%  38.2%  71.4%   48.1%  73.1%
                                                                                                                                         P             p              R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q24. Using any number from 0 to 10, where 0 is the worst 
personal doctor possible and 10 is the best personal doctor 
possible, what number would you use to rate your child's 
personal doctor?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               426     89   141   118    71     239    171      49    372       44     367      329      67      49      327     76     17     226    200

Total Valid Responses        418     87   138   116    71     237    167      48    366       43     361      325      65      48      324     73     17     222    196
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      8      2     3     2     -       2      4       1      6        1       6        4       2       1        3      3      -       4      4

10 - Best personal           224     46    66    70    40     123     93      21    202       20     198      174      43      20      180     33      9     111    113
doctor possible            53.6%  52.9% 47.8% 60.3% 56.3%   51.9%  55.7%   43.8%  55.2%    46.5%   54.8%    53.5%   66.2%   41.7%    55.6%  45.2%  52.9%   50.0%  57.7%
                                                  C                                                                    lN

9                             74     12    31    21     8      44     28      15     59       10      62       58       4      14       63     11      -      34     40
                           17.7%  13.8% 22.5% 18.1% 11.3%   18.6%  16.8%   31.3%  16.1%    23.3%   17.2%    17.8%    6.2%   29.2%    19.4%  15.1%          15.3%  20.4%
                                           bE                                  I                                M               M

8                             61     12    20    17    10      31     27       6     53        6      50       50       6       7       49      8      3      35     26
                           14.6%  13.8% 14.5% 14.7% 14.1%   13.1%  16.2%   12.5%  14.5%    14.0%   13.9%    15.4%    9.2%   14.6%    15.1%  11.0%  17.6%   15.8%  13.3%

7                             14      3     7     2     2      10      4       2     12        1      12        9       6       1        7      5      1       7      7
                            3.3%   3.4%  5.1%  1.7%  2.8%    4.2%   2.4%    4.2%   3.3%     2.3%    3.3%     2.8%    9.2%    2.1%     2.2%   6.8%   5.9%    3.2%   3.6%
                                                                                                                       ln

6                              9      3     -     2     4       6      3       3      5        -       9        6       2       -        5      3      1       7      2
                            2.2%   3.4%        1.7%  5.6%    2.5%   1.8%    6.3%   1.4%             2.5%     1.8%    3.1%             1.5%   4.1%   5.9%    3.2%   1.0%

5                             13      3     7     1     2       7      6       -     13        4       9        7       2       5        8      3      2      11      2
                            3.1%   3.4%  5.1%  0.9%  2.8%    3.0%   3.6%           3.6%     9.3%    2.5%     2.2%    3.1%   10.4%     2.5%   4.1%  11.8%    5.0%   1.0%
                                            D                                                                                   l                              S

4                             12      5     3     1     3       9      3       1     11        1      11       11       2       -        7      4      1      11      1
                            2.9%   5.7%  2.2%  0.9%  4.2%    3.8%   1.8%    2.1%   3.0%     2.3%    3.0%     3.4%    3.1%             2.2%   5.5%   5.9%    5.0%   0.5%
                                      d                                                                                                                        S

3                              2      -     1     1     -       2      -       -      2        -       2        2       -       1        2      -      -       2      -
                            0.5%         0.7%  0.9%          0.8%                  0.5%             0.6%     0.6%            2.1%     0.6%                  0.9%       

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q24. Using any number from 0 to 10, where 0 is the worst 
personal doctor possible and 10 is the best personal doctor 
possible, what number would you use to rate your child's 
personal doctor?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

2                              3      2     -     -     1       1      1       -      3        -       3        3       -       -        2      1      -       1      2
                            0.7%   2.3%              1.4%    0.4%   0.6%           0.8%             0.8%     0.9%                     0.6%   1.4%           0.5%   1.0%

1                              4      -     2     1     1       2      2       -      4        1       3        3       -       -        1      3      -       3      1
                            1.0%         1.4%  0.9%  1.4%    0.8%   1.2%           1.1%     2.3%    0.8%     0.9%                     0.3%   4.1%           1.4%   0.5%

0 - Worst personal             2      1     1     -     -       2      -       -      2        -       2        2       -       -        -      2      -       -      2
doctor possible             0.5%   1.1%  0.7%                0.8%                  0.5%             0.6%     0.6%                            2.7%                  1.0%

HEDIS/CAHPS SUMMARY RATE     359     70   117   108    58     198    148      42    314       36     310      282      53      41      292     52     12     180    179
- 8-10                     85.9%  80.5% 84.8% 93.1% 81.7%   83.5%  88.6%   87.5%  85.8%    83.7%   85.9%    86.8%   81.5%   85.4%    90.1%  71.2%  70.6%   81.1%  91.3%
                                                BCE                                                                                     Pq                            R

HEDIS/CAHPS SUMMARY RATE     298     58    97    91    48     167    121      36    261       30     260      232      47      34      243     44      9     145    153
- 9-10                     71.3%  66.7% 70.3% 78.4% 67.6%   70.5%  72.5%   75.0%  71.3%    69.8%   72.0%    71.4%   72.3%   70.8%    75.0%  60.3%  52.9%   65.3%  78.1%
                                                  b                                                                                     Pq                            R

Mean                        8.79   8.53  8.70  9.17  8.66    8.70   8.92    8.94   8.78     8.60    8.81     8.78    9.02    8.69     9.00   7.97   8.29    8.55   9.07

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q25. Specialists are doctors like surgeons, heart, allergy 
and skin doctors, and other doctors who specialize in one 
area of health care. In the last 6 months, did you try to 
make any appointments for your child to see a specialist?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        447     92   148   125    77     254    180      55    389       46     388      348      73      53      340     83     19     236    211
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      7      -     1     -     2       1      1       -      3        -       2        1       1       -        4      -      -       4      3

Yes                           87     18    28    27    13      46     38       7     79       10      75       67      18      11       48     26     12      48     39
                           19.5%  19.6% 18.9% 21.6% 16.9%   18.1%  21.1%   12.7%  20.3%    21.7%   19.3%    19.3%   24.7%   20.8%    14.1%  31.3%  63.2%   20.3%  18.5%
                                                                                                                                                O     OP

No                           360     74   120    98    64     208    142      48    310       36     313      281      55      42      292     57      7     188    172
                           80.5%  80.4% 81.1% 78.4% 83.1%   81.9%  78.9%   87.3%  79.7%    78.3%   80.7%    80.7%   75.3%   79.2%    85.9%  68.7%  36.8%   79.7%  81.5%
                                                                                                                                        PQ      Q

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                     Managed Health Services Indiana, Inc.
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Q26. (GNC)In the last 6 months, how often was it easy to 
get appointments for your child with specialists?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible                87     18    28    27    13      46     38       7     79       10      75       67      18      11       48     26     12      48     39

Total Valid Responses         85     17    27    27    13      44     38       7     77       10      74       65      17      11       48     24     12      47     38
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      2      1     1     -     -       2      -       -      2        -       1        2       1       -        -      2      -       1      1

Always                        49      7    18    16     8      25     22       4     45        5      44       39       9       6       29     13      7      26     23
                           57.6%  41.2% 66.7% 59.3% 61.5%   56.8%  57.9%   57.1%  58.4%    50.0%   59.5%    60.0%   52.9%   54.5%    60.4%  54.2%  58.3%   55.3%  60.5%
                                            b

Usually                       24      8     7     5     4      13     11       1     23        4      20       20       5       4       15      6      3      16      8
                           28.2%  47.1% 25.9% 18.5% 30.8%   29.5%  28.9%   14.3%  29.9%    40.0%   27.0%    30.8%   29.4%   36.4%    31.3%  25.0%  25.0%   34.0%  21.1%
                                      D

Sometimes                      8      2     1     3     1       5      2       1      6        -       7        5       1       1        2      4      1       3      5
                            9.4%  11.8%  3.7% 11.1%  7.7%   11.4%   5.3%   14.3%   7.8%             9.5%     7.7%    5.9%    9.1%     4.2%  16.7%   8.3%    6.4%  13.2%

Never                          4      -     1     3     -       1      3       1      3        1       3        1       2       -        2      1      1       2      2
                            4.7%         3.7% 11.1%          2.3%   7.9%   14.3%   3.9%    10.0%    4.1%     1.5%   11.8%             4.2%   4.2%   8.3%    4.3%   5.3%

HEDIS/CAHPS SUMMARY RATE      73     15    25    21    12      38     33       5     68        9      64       59      14      10       44     19     10      42     31
- Always/Usually           85.9%  88.2% 92.6% 77.8% 92.3%   86.4%  86.8%   71.4%  88.3%    90.0%   86.5%    90.8%   82.4%   90.9%    91.7%  79.2%  83.3%   89.4%  81.6%

HEDIS/CAHPS SUMMARY RATE      49      7    18    16     8      25     22       4     45        5      44       39       9       6       29     13      7      26     23
- Always                   57.6%  41.2% 66.7% 59.3% 61.5%   56.8%  57.9%   57.1%  58.4%    50.0%   59.5%    60.0%   52.9%   54.5%    60.4%  54.2%  58.3%   55.3%  60.5%
                                            b

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q27.  How many specialists has your child seen in the last 
6 months?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible                87     18    28    27    13      46     38       7     79       10      75       67      18      11       48     26     12      48     39

Total Valid Responses         87     18    28    27    13      46     38       7     79       10      75       67      18      11       48     26     12      48     39
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -

None                           7      3     2     2     -       3      3       1      6        1       5        5       1       1        3      3      1       3      4
                            8.0%  16.7%  7.1%  7.4%          6.5%   7.9%   14.3%   7.6%    10.0%    6.7%     7.5%    5.6%    9.1%     6.3%  11.5%   8.3%    6.3%  10.3%

1 specialist                  59      9    19    18    12      33     25       3     55        6      52       46      12       8       33     18      7      31     28
                           67.8%  50.0% 67.9% 66.7% 92.3%   71.7%  65.8%   42.9%  69.6%    60.0%   69.3%    68.7%   66.7%   72.7%    68.8%  69.2%  58.3%   64.6%  71.8%
                                                      BCD

2                             14      2     6     5     1       6      7       2     12        1      13        9       3       2        9      3      2       7      7
                           16.1%  11.1% 21.4% 18.5%  7.7%   13.0%  18.4%   28.6%  15.2%    10.0%   17.3%    13.4%   16.7%   18.2%    18.8%  11.5%  16.7%   14.6%  17.9%

3                              7      4     1     2     -       4      3       1      6        2       5        7       2       -        3      2      2       7      -
                            8.0%  22.2%  3.6%  7.4%          8.7%   7.9%   14.3%   7.6%    20.0%    6.7%    10.4%   11.1%             6.3%   7.7%  16.7%   14.6%       
                                      c

4                              -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -
                                                                                                                                                                       

5 or more specialist           -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -
                                                                                                                                                                       

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q28.  Using any number from 0 to 10, where 0 is the worst 
specialist possible and 10 is the best specialist possible, 
what number would you use to rate that specialist?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible                80     15    26    25    13      43     35       6     73        9      70       62      17      10       45     23     11      45     35

Total Valid Responses         79     15    26    24    13      42     35       6     72        9      69       61      17      10       44     23     11      44     35
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      1      -     -     1     -       1      -       -      1        -       1        1       -       -        1      -      -       1      -

10 - Best specialist          32      5    11     9     7      17     15       3     29        7      25       21       6       6       21      6      5      17     15
possible                   40.5%  33.3% 42.3% 37.5% 53.8%   40.5%  42.9%   50.0%  40.3%    77.8%   36.2%    34.4%   35.3%   60.0%    47.7%  26.1%  45.5%   38.6%  42.9%
                                                                                               K                                         p

9                             13      2     3     4     4       8      4       1     12        -      13       11       2       3        9      4      -       6      7
                           16.5%  13.3% 11.5% 16.7% 30.8%   19.0%  11.4%   16.7%  16.7%            18.8%    18.0%   11.8%   30.0%    20.5%  17.4%          13.6%  20.0%

8                             13      2     6     4     -       6      6       -     12        1      11       11       2       1        6      4      2       9      4
                           16.5%  13.3% 23.1% 16.7%         14.3%  17.1%          16.7%    11.1%   15.9%    18.0%   11.8%   10.0%    13.6%  17.4%  18.2%   20.5%  11.4%

7                              8      4     2     2     -       5      3       1      7        -       8        5       4       -        1      5      2       4      4
                           10.1%  26.7%  7.7%  8.3%         11.9%   8.6%   16.7%   9.7%            11.6%     8.2%   23.5%             2.3%  21.7%  18.2%    9.1%  11.4%
                                                                                                                                                O

6                              3      1     1     1     -       2      1       -      3        -       3        3       -       -        1      2      -       3      -
                            3.8%   6.7%  3.8%  4.2%          4.8%   2.9%           4.2%             4.3%     4.9%                     2.3%   8.7%           6.8%       

5                              7      1     1     3     2       4      3       1      6        1       6        7       2       -        4      2      1       3      4
                            8.9%   6.7%  3.8% 12.5% 15.4%    9.5%   8.6%   16.7%   8.3%    11.1%    8.7%    11.5%   11.8%             9.1%   8.7%   9.1%    6.8%  11.4%

4                              1      -     1     -     -       -      1       -      1        -       1        1       -       -        1      -      -       1      -
                            1.3%         3.8%                       2.9%           1.4%             1.4%     1.6%                     2.3%                  2.3%       

3                              1      -     1     -     -       -      1       -      1        -       1        1       1       -        -      -      1       -      1
                            1.3%         3.8%                       2.9%           1.4%             1.4%     1.6%    5.9%                           9.1%           2.9%

2                              -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -
                                                                                                                                                                       

1                              1      -     -     1     -       -      1       -      1        -       1        1       -       -        1      -      -       1      -
                            1.3%               4.2%                 2.9%           1.4%             1.4%     1.6%                     2.3%                  2.3%       

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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                                                                                                                                                                   (Continued)
                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q28.  Using any number from 0 to 10, where 0 is the worst 
specialist possible and 10 is the best specialist possible, 
what number would you use to rate that specialist?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

0 - Worst specialist           -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -
possible                                                                                                                                                               

HEDIS/CAHPS SUMMARY RATE      58      9    20    17    11      31     25       4     53        8      49       43      10      10       36     14      7      32     26
- 8-10                     73.4%  60.0% 76.9% 70.8% 84.6%   73.8%  71.4%   66.7%  73.6%    88.9%   71.0%    70.5%   58.8%  100.0%    81.8%  60.9%  63.6%   72.7%  74.3%
                                                                                                                               LM        p

HEDIS/CAHPS SUMMARY RATE      45      7    14    13    11      25     19       4     41        7      38       32       8       9       30     10      5      23     22
- 9-10                     57.0%  46.7% 53.8% 54.2% 84.6%   59.5%  54.3%   66.7%  56.9%    77.8%   55.1%    52.5%   47.1%   90.0%    68.2%  43.5%  45.5%   52.3%  62.9%
                                                      BCD                                                                      LM        P

Mean                        8.33   8.20  8.35  8.08  8.92    8.50   8.11    8.50   8.32     9.22    8.22     8.08    7.94    9.50     8.57   8.04   8.00    8.23   8.46

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q29. In the last 6 months, did you try to get any kind of 
care, tests or treatment for your child through his or her 
health plan?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        439     91   143   124    77     247    180      55    382       45     381      341      72      52      335     81     19     238    201
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     15      1     6     1     2       8      1       -     10        1       9        8       2       1        9      2      -       2     13

Yes                          169     27    60    48    34      89     75      24    145       15     148      144      21      17      119     34     13     105     64
                           38.5%  29.7% 42.0% 38.7% 44.2%   36.0%  41.7%   43.6%  38.0%    33.3%   38.8%    42.2%   29.2%   32.7%    35.5%  42.0%  68.4%   44.1%  31.8%
                                            b           b                                                       M                                     OP       S

No                           270     64    83    76    43     158    105      31    237       30     233      197      51      35      216     47      6     133    137
                           61.5%  70.3% 58.0% 61.3% 55.8%   64.0%  58.3%   56.4%  62.0%    66.7%   61.2%    57.8%   70.8%   67.3%    64.5%  58.0%  31.6%   55.9%  68.2%
                                     ce                                                                                 L                Q      Q                     R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q30. (GNC)In the last 6 months, how often was it easy to 
get the care, tests or treatment you thought your child 
needed through his or her health plan?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               169     27    60    48    34      89     75      24    145       15     148      144      21      17      119     34     13     105     64

Total Valid Responses        168     27    60    47    34      88     75      24    144       15     147      143      21      17      119     34     13     104     64
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      1      -     -     1     -       1      -       -      1        -       1        1       -       -        -      -      -       1      -

Always                       116     19    40    32    25      60     53      18     98       11     102       95      15      14       91     18      6      71     45
                           69.0%  70.4% 66.7% 68.1% 73.5%   68.2%  70.7%   75.0%  68.1%    73.3%   69.4%    66.4%   71.4%   82.4%    76.5%  52.9%  46.2%   68.3%  70.3%
                                                                                                                                        PQ

Usually                       28      5     9    11     3      16     11       1     27        1      26       26       3       1       16     10      2      18     10
                           16.7%  18.5% 15.0% 23.4%  8.8%   18.2%  14.7%    4.2%  18.8%     6.7%   17.7%    18.2%   14.3%    5.9%    13.4%  29.4%  15.4%   17.3%  15.6%
                                                  e                                   H                         n                               o

Sometimes                     20      2     9     3     6       9     11       4     16        3      15       19       2       2       11      4      4      13      7
                           11.9%   7.4% 15.0%  6.4% 17.6%   10.2%  14.7%   16.7%  11.1%    20.0%   10.2%    13.3%    9.5%   11.8%     9.2%  11.8%  30.8%   12.5%  10.9%
                                                                                                                                                       o

Never                          4      1     2     1     -       3      -       1      3        -       4        3       1       -        1      2      1       2      2
                            2.4%   3.7%  3.3%  2.1%          3.4%           4.2%   2.1%             2.7%     2.1%    4.8%             0.8%   5.9%   7.7%    1.9%   3.1%

HEDIS/CAHPS SUMMARY RATE     144     24    49    43    28      76     64      19    125       12     128      121      18      15      107     28      8      89     55
- Always/Usually           85.7%  88.9% 81.7% 91.5% 82.4%   86.4%  85.3%   79.2%  86.8%    80.0%   87.1%    84.6%   85.7%   88.2%    89.9%  82.4%  61.5%   85.6%  85.9%
                                                                                                                                         Q

HEDIS/CAHPS SUMMARY RATE     116     19    40    32    25      60     53      18     98       11     102       95      15      14       91     18      6      71     45
- Always                   69.0%  70.4% 66.7% 68.1% 73.5%   68.2%  70.7%   75.0%  68.1%    73.3%   69.4%    66.4%   71.4%   82.4%    76.5%  52.9%  46.2%   68.3%  70.3%
                                                                                                                                        PQ

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q31. In the last 6 months, did you try to get information 
or help from customer service at your child's health plan?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        440     92   147   122    76     253    176      54    384       43     385      343      72      49      337     82     17     233    207
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     14      -     2     3     3       2      5       1      8        3       5        6       2       4        7      1      2       7      7

Yes                           55     13    20    16     6      31     24       6     49        9      44       44       6       7       40     12      2      35     20
                           12.5%  14.1% 13.6% 13.1%  7.9%   12.3%  13.6%   11.1%  12.8%    20.9%   11.4%    12.8%    8.3%   14.3%    11.9%  14.6%  11.8%   15.0%   9.7%
                                                                                                                                                               s

No                           385     79   127   106    70     222    152      48    335       34     341      299      66      42      297     70     15     198    187
                           87.5%  85.9% 86.4% 86.9% 92.1%   87.7%  86.4%   88.9%  87.2%    79.1%   88.6%    87.2%   91.7%   85.7%    88.1%  85.4%  88.2%   85.0%  90.3%
                                                                                                                                                                      r

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q32. (CS)In the last 6 months, how often did customer 
service at your child's health plan give you the 
information or help you needed?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible                55     13    20    16     6      31     24       6     49        9      44       44       6       7       40     12      2      35     20

Total Valid Responses         54     12    20    16     6      30     24       6     48        9      43       43       6       7       39     12      2      34     20
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      1      1     -     -     -       1      -       -      1        -       1        1       -       -        1      -      -       1      -

Always                        30      7    11     9     3      18     12       4     26        7      23       21       4       4       22      7      -      20     10
                           55.6%  58.3% 55.0% 56.3% 50.0%   60.0%  50.0%   66.7%  54.2%    77.8%   53.5%    48.8%   66.7%   57.1%    56.4%  58.3%          58.8%  50.0%

Usually                       10      3     4     2     1       7      3       -     10        -      10        9       1       -        6      2      2       5      5
                           18.5%  25.0% 20.0% 12.5% 16.7%   23.3%  12.5%          20.8%            23.3%    20.9%   16.7%            15.4%  16.7% 100.0%   14.7%  25.0%
                                                                                                                                                      OP

Sometimes                     10      2     4     3     1       3      7       2      8        2       7        9       1       3        8      2      -       6      4
                           18.5%  16.7% 20.0% 18.8% 16.7%   10.0%  29.2%   33.3%  16.7%    22.2%   16.3%    20.9%   16.7%   42.9%    20.5%  16.7%          17.6%  20.0%
                                                                       f

Never                          4      -     1     2     1       2      2       -      4        -       3        4       -       -        3      1      -       3      1
                            7.4%         5.0% 12.5% 16.7%    6.7%   8.3%           8.3%             7.0%     9.3%                     7.7%   8.3%           8.8%   5.0%

HEDIS/CAHPS SUMMARY RATE      40     10    15    11     4      25     15       4     36        7      33       30       5       4       28      9      2      25     15
- Always/Usually           74.1%  83.3% 75.0% 68.8% 66.7%   83.3%  62.5%   66.7%  75.0%    77.8%   76.7%    69.8%   83.3%   57.1%    71.8%  75.0% 100.0%   73.5%  75.0%
                                                                g                                                                                     OP

HEDIS/CAHPS SUMMARY RATE      30      7    11     9     3      18     12       4     26        7      23       21       4       4       22      7      -      20     10
- Always                   55.6%  58.3% 55.0% 56.3% 50.0%   60.0%  50.0%   66.7%  54.2%    77.8%   53.5%    48.8%   66.7%   57.1%    56.4%  58.3%          58.8%  50.0%

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q33. (CS)In the last 6 months, how often did customer 
service staff at your child's health plan treat you with 
courtesy and respect?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible                55     13    20    16     6      31     24       6     49        9      44       44       6       7       40     12      2      35     20

Total Valid Responses         55     13    20    16     6      31     24       6     49        9      44       44       6       7       40     12      2      35     20
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -

Always                        37     10    11    13     3      23     14       3     34        7      28       28       5       4       29      7      -      22     15
                           67.3%  76.9% 55.0% 81.3% 50.0%   74.2%  58.3%   50.0%  69.4%    77.8%   63.6%    63.6%   83.3%   57.1%    72.5%  58.3%          62.9%  75.0%
                                                  c

Usually                       13      3     5     3     2       7      6       2     11        1      12       11       -       3        9      2      2       9      4
                           23.6%  23.1% 25.0% 18.8% 33.3%   22.6%  25.0%   33.3%  22.4%    11.1%   27.3%    25.0%           42.9%    22.5%  16.7% 100.0%   25.7%  20.0%
                                                                                                                                                      OP

Sometimes                      4      -     4     -     -       1      3       1      3        1       3        4       1       -        1      3      -       3      1
                            7.3%        20.0%                3.2%  12.5%   16.7%   6.1%    11.1%    6.8%     9.1%   16.7%             2.5%  25.0%           8.6%   5.0%
                                                                                                                                                o

Never                          1      -     -     -     1       -      1       -      1        -       1        1       -       -        1      -      -       1      -
                            1.8%                    16.7%           4.2%           2.0%             2.3%     2.3%                     2.5%                  2.9%       

HEDIS/CAHPS SUMMARY RATE      50     13    16    16     5      30     20       5     45        8      40       39       5       7       38      9      2      31     19
- Always/Usually           90.9%   100% 80.0%  100% 83.3%   96.8%  83.3%   83.3%  91.8%    88.9%   90.9%    88.6%   83.3%  100.0%    95.0%  75.0% 100.0%   88.6%  95.0%
                                      C           C                                                                             L                      P

HEDIS/CAHPS SUMMARY RATE      37     10    11    13     3      23     14       3     34        7      28       28       5       4       29      7      -      22     15
- Always                   67.3%  76.9% 55.0% 81.3% 50.0%   74.2%  58.3%   50.0%  69.4%    77.8%   63.6%    63.6%   83.3%   57.1%    72.5%  58.3%          62.9%  75.0%
                                                  c

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q34. In the last 6 months, did your child's health plan 
give you any forms to fill out?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        441     92   148   123    75     253    177      54    385       43     386      343      72      51      337     81     19     234    207
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     13      -     1     2     4       2      4       1      7        3       4        6       2       2        7      2      -       6      7

Yes                           89     18    28    22    19      50     37      15     73        9      78       73      15       8       61     21      5      47     42
                           20.2%  19.6% 18.9% 17.9% 25.3%   19.8%  20.9%   27.8%  19.0%    20.9%   20.2%    21.3%   20.8%   15.7%    18.1%  25.9%  26.3%   20.1%  20.3%

No                           352     74   120   101    56     203    140      39    312       34     308      270      57      43      276     60     14     187    165
                           79.8%  80.4% 81.1% 82.1% 74.7%   80.2%  79.1%   72.2%  81.0%    79.1%   79.8%    78.7%   79.2%   84.3%    81.9%  74.1%  73.7%   79.9%  79.7%

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q35. In the last 6 months, how often were the forms from 
your child's health plan easy to fill out?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               441     92   148   123    75     253    177      54    385       43     386      343      72      51      337     81     19     234    207

Total Valid Responses        438     92   147   122    74     252    175      54    382       43     383      340      71      51      336     80     18     232    206
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      3      -     1     1     1       1      2       -      3        -       3        3       1       -        1      1      1       2      1

Always                       411     86   137   114    72     235    166      48    362       39     361      316      69      48      321     71     16     217    194
                           93.8%  93.5% 93.2% 93.4% 97.3%   93.3%  94.9%   88.9%  94.8%    90.7%   94.3%    92.9%   97.2%   94.1%    95.5%  88.8%  88.9%   93.5%  94.2%
                                                                                                                        l                p

Usually                       15      3     5     5     1      10      4       3     11        2      12       13       1       1        9      4      1       9      6
                            3.4%   3.3%  3.4%  4.1%  1.4%    4.0%   2.3%    5.6%   2.9%     4.7%    3.1%     3.8%    1.4%    2.0%     2.7%   5.0%   5.6%    3.9%   2.9%

Sometimes                     10      3     4     2     1       6      4       2      8        2       8        9       1       2        4      5      1       6      4
                            2.3%   3.3%  2.7%  1.6%  1.4%    2.4%   2.3%    3.7%   2.1%     4.7%    2.1%     2.6%    1.4%    3.9%     1.2%   6.3%   5.6%    2.6%   1.9%
                                                                                                                                                o

Never                          2      -     1     1     -       1      1       1      1        -       2        2       -       -        2      -      -       -      2
                            0.5%         0.7%  0.8%          0.4%   0.6%    1.9%   0.3%             0.5%     0.6%                     0.6%                         1.0%

HEDIS/CAHPS SUMMARY RATE     426     89   142   119    73     245    170      51    373       41     373      329      70      49      330     75     17     226    200
- Always/Usually           97.3%  96.7% 96.6% 97.5% 98.6%   97.2%  97.1%   94.4%  97.6%    95.3%   97.4%    96.8%   98.6%   96.1%    98.2%  93.8%  94.4%   97.4%  97.1%

HEDIS/CAHPS SUMMARY RATE     411     86   137   114    72     235    166      48    362       39     361      316      69      48      321     71     16     217    194
- Always                   93.8%  93.5% 93.2% 93.4% 97.3%   93.3%  94.9%   88.9%  94.8%    90.7%   94.3%    92.9%   97.2%   94.1%    95.5%  88.8%  88.9%   93.5%  94.2%
                                                                                                                        l                p

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q36. Using any number from 0 to 10, where 0 is the worst 
health plan possible and 10 is the best health plan 
possible, what number would you use to rate your child's 
health plan? 

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        440     89   147   123    77     253    177      55    384       43     384      344      71      51      338     81     18     233    207
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     14      3     2     2     2       2      4       -      8        3       6        5       3       2        6      2      1       7      7

10 - Best health plan        226     49    71    63    42     138     83      23    203       21     201      176      37      25      182     34      8     108    118
possible                   51.4%  55.1% 48.3% 51.2% 54.5%   54.5%  46.9%   41.8%  52.9%    48.8%   52.3%    51.2%   52.1%   49.0%    53.8%  42.0%  44.4%   46.4%  57.0%
                                                                                                                                         p                            R

9                             65     14    24    14    11      40     23      11     54        9      54       53       9       8       54     10      1      32     33
                           14.8%  15.7% 16.3% 11.4% 14.3%   15.8%  13.0%   20.0%  14.1%    20.9%   14.1%    15.4%   12.7%   15.7%    16.0%  12.3%   5.6%   13.7%  15.9%
                                                                                                                                         q

8                             67     13    21    22    11      32     33       5     62        5      58       56      10       8       44     20      2      37     30
                           15.2%  14.6% 14.3% 17.9% 14.3%   12.6%  18.6%    9.1%  16.1%    11.6%   15.1%    16.3%   14.1%   15.7%    13.0%  24.7%  11.1%   15.9%  14.5%
                                                                       f                                                                        O

7                             42      6    16    12     7      23     18       9     32        6      34       27       8       7       34      6      2      29     13
                            9.5%   6.7% 10.9%  9.8%  9.1%    9.1%  10.2%   16.4%   8.3%    14.0%    8.9%     7.8%   11.3%   13.7%    10.1%   7.4%  11.1%   12.4%   6.3%
                                                                                                                                                               S

6                             13      1     5     4     3       7      6       3     10        -      12       10       1       2        6      3      4       7      6
                            3.0%   1.1%  3.4%  3.3%  3.9%    2.8%   3.4%    5.5%   2.6%             3.1%     2.9%    1.4%    3.9%     1.8%   3.7%  22.2%    3.0%   2.9%
                                                                                                                                                      Op

5                             17      4     4     7     2       8      9       1     16        -      17       13       4       1       11      5      1      13      4
                            3.9%   4.5%  2.7%  5.7%  2.6%    3.2%   5.1%    1.8%   4.2%             4.4%     3.8%    5.6%    2.0%     3.3%   6.2%   5.6%    5.6%   1.9%
                                                                                                                                                               S

4                              3      1     1     1     -       1      2       2      1        1       2        3       1       -        2      1      -       2      1
                            0.7%   1.1%  0.7%  0.8%          0.4%   1.1%    3.6%   0.3%     2.3%    0.5%     0.9%    1.4%             0.6%   1.2%           0.9%   0.5%

3                              1      -     1     -     -       1      -       -      1        -       1        -       1       -        1      -      -       -      1
                            0.2%         0.7%                0.4%                  0.3%             0.3%             1.4%             0.3%                         0.5%

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q36. Using any number from 0 to 10, where 0 is the worst 
health plan possible and 10 is the best health plan 
possible, what number would you use to rate your child's 
health plan? 

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

2                              3      -     3     -     -       3      -       1      2        1       2        3       -       -        2      1      -       2      1
                            0.7%         2.0%                1.2%           1.8%   0.5%     2.3%    0.5%     0.9%                     0.6%   1.2%           0.9%   0.5%

1                              3      1     1     -     1       -      3       -      3        -       3        3       -       -        2      1      -       3      -
                            0.7%   1.1%  0.7%        1.3%           1.7%           0.8%             0.8%     0.9%                     0.6%   1.2%           1.3%       

0 - Worst health plan          -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -
possible                                                                                                                                                               

SUMMARY  - 0-3                 7      1     5     -     1       4      3       1      6        1       6        6       1       -        5      2      -       5      2
                            1.6%   1.1%  3.4%        1.3%    1.6%   1.7%    1.8%   1.6%     2.3%    1.6%     1.7%    1.4%             1.5%   2.5%           2.1%   1.0%

SUMMARY - 4-7                 75     12    26    24    12      39     35      15     59        7      65       53      14      10       53     15      7      51     24
                           17.0%  13.5% 17.7% 19.5% 15.6%   15.4%  19.8%   27.3%  15.4%    16.3%   16.9%    15.4%   19.7%   19.6%    15.7%  18.5%  38.9%   21.9%  11.6%
                                                                               i                                                                      Op       S

HEDIS/CAHPS SUMMARY RATE     358     76   116    99    64     210    139      39    319       35     313      285      56      41      280     64     11     177    181
- 8-10                     81.4%  85.4% 78.9% 80.5% 83.1%   83.0%  78.5%   70.9%  83.1%    81.4%   81.5%    82.8%   78.9%   80.4%    82.8%  79.0%  61.1%   76.0%  87.4%
                                                                                      h                                                  q                            R

HEDIS/CAHPS SUMMARY RATE     291     63    95    77    53     178    106      34    257       30     255      229      46      33      236     44      9     140    151
- 9-10                     66.1%  70.8% 64.6% 62.6% 68.8%   70.4%  59.9%   61.8%  66.9%    69.8%   66.4%    66.6%   64.8%   64.7%    69.8%  54.3%  50.0%   60.1%  72.9%
                                                                G                                                                       Pq                            R

Mean                         8.8    8.9   8.6   8.8   8.9     8.9    8.6     8.5    8.8      8.8     8.8      8.8     8.7     8.9      8.9    8.4    8.2     8.5    9.0

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q37.  In general, how would you rate your child's overall 
health?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        446     92   147   124    79     254    179      55    389       46     387      347      73      53      344     83     19     237    209
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      8      -     2     1     -       1      2       -      3        -       3        2       1       -        -      -      -       3      5

Excellent                    167     38    51    49    28      89     72      30    137       17     143      132      29      16      167      -      -      86     81
                           37.4%  41.3% 34.7% 39.5% 35.4%   35.0%  40.2%   54.5%  35.2%    37.0%   37.0%    38.0%   39.7%   30.2%    48.5%                 36.3%  38.8%
                                                                               I

Very good                    177     32    63    48    31      96     75      16    159       19     154      139      26      26      177      -      -     104     73
                           39.7%  34.8% 42.9% 38.7% 39.2%   37.8%  41.9%   29.1%  40.9%    41.3%   39.8%    40.1%   35.6%   49.1%    51.5%                 43.9%  34.9%
                                                                                      h                                                                        s

Good                          83     17    28    23    15      57     25       7     76        9      72       61      14       9        -     83      -      38     45
                           18.6%  18.5% 19.0% 18.5% 19.0%   22.4%  14.0%   12.7%  19.5%    19.6%   18.6%    17.6%   19.2%   17.0%          100.0%          16.0%  21.5%
                                                                G

Fair                          18      5     4     4     5      11      7       2     16        1      17       14       4       2        -      -     18       9      9
                            4.0%   5.4%  2.7%  3.2%  6.3%    4.3%   3.9%    3.6%   4.1%     2.2%    4.4%     4.0%    5.5%    3.8%                  94.7%    3.8%   4.3%

Poor                           1      -     1     -     -       1      -       -      1        -       1        1       -       -        -      -      1       -      1
                            0.2%         0.7%                0.4%                  0.3%             0.3%     0.3%                                   5.3%           0.5%

HEDIS/CAHPS SUMMARY RATE     344     70   114    97    59     185    147      46    296       36     297      271      55      42      344      -      -     190    154
- Excellent/Very good      77.1%  76.1% 77.6% 78.2% 74.7%   72.8%  82.1%   83.6%  76.1%    78.3%   76.7%    78.1%   75.3%   79.2%   100.0%                 80.2%  73.7%
                                                                       F

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q38.  What is your child's age?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        446     91   149   124    79     254    180      55    391       45     389      349      74      52      341     83     19     237    209
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      8      1     -     1     -       1      1       -      1        1       1        -       -       1        3      -      -       3      5

Less than 1 year old          17      9     6     1     1       4     12       -     17        3      14       15       2       2       13      3      -       9      8
                            3.8%   9.9%  4.0%  0.8%  1.3%    1.6%   6.7%           4.3%     6.7%    3.6%     4.3%    2.7%    3.8%     3.8%   3.6%           3.8%   3.8%
                                    cDE     d                          F

1                             48     22    14    12     -      22     25       8     40        5      41       38       4       5       40      7      1      18     30
                           10.8%  24.2%  9.4%  9.7%          8.7%  13.9%   14.5%  10.2%    11.1%   10.5%    10.9%    5.4%    9.6%    11.7%   8.4%   5.3%    7.6%  14.4%
                                     CD                                f                                        m                                                     R

2                             34     13    14     6     1      21     12       3     31        4      29       28       5       3       28      6      -      21     13
                            7.6%  14.3%  9.4%  4.8%  1.3%    8.3%   6.7%    5.5%   7.9%     8.9%    7.5%     8.0%    6.8%    5.8%     8.2%   7.2%           8.9%   6.2%
                                     DE     E

3                             22      8    11     3     -      13      9       2     20        4      17       14       6       5       13      7      2      12     10
                            4.9%   8.8%  7.4%  2.4%          5.1%   5.0%    3.6%   5.1%     8.9%    4.4%     4.0%    8.1%    9.6%     3.8%   8.4%  10.5%    5.1%   4.8%
                                      d     d

4                             20      5    13     -     2      12      7       4     16        3      15       15       5       4       18      2      -      12      8
                            4.5%   5.5%  8.7%        2.5%    4.7%   3.9%    7.3%   4.1%     6.7%    3.9%     4.3%    6.8%    7.7%     5.3%   2.4%           5.1%   3.8%
                                            E

5                             22      1    14     4     3      10     12       3     19        3      19       16       2       4       17      3      2      11     11
                            4.9%   1.1%  9.4%  3.2%  3.8%    3.9%   6.7%    5.5%   4.9%     6.7%    4.9%     4.6%    2.7%    7.7%     5.0%   3.6%  10.5%    4.6%   5.3%
                                          BDe

6                             20      2     8     6     4      14      5       3     17        3      17       16       4       3       13      5      1      14      6
                            4.5%   2.2%  5.4%  4.8%  5.1%    5.5%   2.8%    5.5%   4.3%     6.7%    4.4%     4.6%    5.4%    5.8%     3.8%   6.0%   5.3%    5.9%   2.9%

7                             21      1     8     9     3      14      6       3     18        4      16       17       2       3       17      3      1       7     14
                            4.7%   1.1%  5.4%  7.3%  3.8%    5.5%   3.3%    5.5%   4.6%     8.9%    4.1%     4.9%    2.7%    5.8%     5.0%   3.6%   5.3%    3.0%   6.7%
                                            B     B                                                                                                                   r

8                             30      7    15     6     2      19     11       6     24        3      27       24       3       2       21      7      2      15     15
                            6.7%   7.7% 10.1%  4.8%  2.5%    7.5%   6.1%   10.9%   6.1%     6.7%    6.9%     6.9%    4.1%    3.8%     6.2%   8.4%  10.5%    6.3%   7.2%
                                           dE

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 42
                                                                                                                                                                   (Continued)
                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q38.  What is your child's age?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

9                             22      5     8     3     6       8     14       -     22        2      20       19       4       3       18      3      1      15      7
                            4.9%   5.5%  5.4%  2.4%  7.6%    3.1%   7.8%           5.6%     4.4%    5.1%     5.4%    5.4%    5.8%     5.3%   3.6%   5.3%    6.3%   3.3%
                                                                       F

10                            20      3     7     6     4      15      5       1     19        2      16       14       4       3       14      6      -      13      7
                            4.5%   3.3%  4.7%  4.8%  5.1%    5.9%   2.8%    1.8%   4.9%     4.4%    4.1%     4.0%    5.4%    5.8%     4.1%   7.2%           5.5%   3.3%

11                            21      -     7     9     5      16      4       5     16        2      19       17       4       1       17      4      -      11     10
                            4.7%         4.7%  7.3%  6.3%    6.3%   2.2%    9.1%   4.1%     4.4%    4.9%     4.9%    5.4%    1.9%     5.0%   4.8%           4.6%   4.8%
                                                                G

12                            30      4    10    10     5      12     16       2     28        1      29       21       8       2       26      4      -      16     14
                            6.7%   4.4%  6.7%  8.1%  6.3%    4.7%   8.9%    3.6%   7.2%     2.2%    7.5%     6.0%   10.8%    3.8%     7.6%   4.8%           6.8%   6.7%
                                                                       f                               J

13                            28      3     4    11    10      14     13       3     25        3      25       21       4       4       24      3      1      15     13
                            6.3%   3.3%  2.7%  8.9% 12.7%    5.5%   7.2%    5.5%   6.4%     6.7%    6.4%     6.0%    5.4%    7.7%     7.0%   3.6%   5.3%    6.3%   6.2%
                                                 bC    BC

14 or older                   91      8    10    38    33      60     29      12     79        3      85       74      17       8       62     20      8      48     43
                           20.4%   8.8%  6.7% 30.6% 41.8%   23.6%  16.1%   21.8%  20.2%     6.7%   21.9%    21.2%   23.0%   15.4%    18.2%  24.1%  42.1%   20.3%  20.6%
                                                 BC    BC       G                                      J                                               O

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q39. Is your child male or female?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        444     90   148   124    79     254    180      55    388       46     387      347      73      52      340     82     19     235    209
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     10      2     1     1     -       1      1       -      4        -       3        2       1       1        4      1      -       5      5

Male                         225     46    72    65    41     129     93      34    190       18     203      181      37      17      171     45      7     118    107
                           50.7%  51.1% 48.6% 52.4% 51.9%   50.8%  51.7%   61.8%  49.0%    39.1%   52.5%    52.2%   50.7%   32.7%    50.3%  54.9%  36.8%   50.2%  51.2%

Female                       219     44    76    59    38     125     87      21    198       28     184      166      36      35      169     37     12     117    102
                           49.3%  48.9% 51.4% 47.6% 48.1%   49.2%  48.3%   38.2%  51.0%    60.9%   47.5%    47.8%   49.3%   67.3%    49.7%  45.1%  63.2%   49.8%  48.8%
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Q40. Is your child of Hispanic or Latino origin or descent?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        436     91   145   120    78     247    179      53    382       46     390      340      73      52      333     81     19     235    201
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     18      1     4     5     1       8      2       2     10        -       -        9       1       1       11      2      -       5     13

Yes, Hispanic or Latino       46      6    18    17     5      32     14       5     41       46       -       20       4      21       36      9      1      29     17
                           10.6%   6.6% 12.4% 14.2%  6.4%   13.0%   7.8%    9.4%  10.7%   100.0%             5.9%    5.5%   40.4%    10.8%  11.1%   5.3%   12.3%   8.5%

No, not Hispanic or          390     85   127   103    73     215    165      48    341        -     390      320      69      31      297     72     18     206    184
Latino                     89.4%  93.4% 87.6% 85.8% 93.6%   87.0%  92.2%   90.6%  89.3%           100.0%    94.1%   94.5%   59.6%    89.2%  88.9%  94.7%   87.7%  91.5%
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                                                                     Managed Health Services Indiana, Inc.
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Q41.  What is your child's race?  Please mark one or more.

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Valid Responses        454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        480    100   158   129    91     271    198      57    423       48     421      392     101      86      372     84     21     271    209

Total Respondents            431     90   142   119    78     243    178      53    378       36     385      349      74      53      331     78     19     235    196
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

White                        349     77   111    99    61     206    135      44    305       20     320      349      19      22      271     61     15     187    162
                           81.0%  85.6% 78.2% 83.2% 78.2%   84.8%  75.8%   83.0%  80.7%    55.6%   83.1%   100.0%   25.7%   41.5%    81.9%  78.2%  78.9%   79.6%  82.7%

Black or African-             74     12    26    17    18      30     42       7     67        4      69       19      74       7       55     14      4      37     37
American                   17.2%  13.3% 18.3% 14.3% 23.1%   12.3%  23.6%   13.2%  17.7%    11.1%   17.9%     5.4%  100.0%   13.2%    16.6%  17.9%  21.1%   15.7%  18.9%

Asian                          8      2     1     3     2       3      5       1      7        1       7        1       1       8        6      1      1       5      3
                            1.9%   2.2%  0.7%  2.5%  2.6%    1.2%   2.8%    1.9%   1.9%     2.8%    1.8%     0.3%    1.4%   15.1%     1.8%   1.3%   5.3%    2.1%   1.5%

Native Hawaiian or other       1      -     -     -     1       -      1       -      1        -       1        1       1       1        1      -      -       1      -
Pacific Islander            0.2%                     1.3%           0.6%           0.3%             0.3%     0.3%    1.4%    1.9%     0.3%                  0.4%       

American Indian or            19      6     3     4     6      15      3       3     16        4      15       14       4      19       16      3      -      14      5
Alaska Native               4.4%   6.7%  2.1%  3.4%  7.7%    6.2%   1.7%    5.7%   4.2%    11.1%    3.9%     4.0%    5.4%   35.8%     4.8%   3.8%           6.0%   2.6%

Other                         29      3    17     6     3      17     12       2     27       19       9        8       2      29       23      5      1      27      2
                            6.7%   3.3% 12.0%  5.0%  3.8%    7.0%   6.7%    3.8%   7.1%    52.8%    2.3%     2.3%    2.7%   54.7%     6.9%   6.4%   5.3%   11.5%   1.0%
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Q42. What is your age?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        445     92   149   125    79     255    181      54    390       46     388      348      73      53      340     83     19     239    206
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      9      -     -     -     -       -      -       1      2        -       2        1       1       -        4      -      -       1      8

Under 18                      37     37     -     -     -      24     11       4     32        1      36       29       4       5       28      6      3      36      1
                            8.3%  40.2%                      9.4%   6.1%    7.4%   8.2%     2.2%    9.3%     8.3%    5.5%    9.4%     8.2%   7.2%  15.8%   15.1%   0.5%

18 to 24                      55     55     -     -     -      28     25       3     52        5      49       48       8       5       42     11      2      24     31
                           12.4%  59.8%                     11.0%  13.8%    5.6%  13.3%    10.9%   12.6%    13.8%   11.0%    9.4%    12.4%  13.3%  10.5%   10.0%  15.0%

25 to 34                     149      -   149     -     -      88     58      12    137       18     127      111      26      20      114     28      5      79     70
                           33.5%         100%               34.5%  32.0%   22.2%  35.1%    39.1%   32.7%    31.9%   35.6%   37.7%    33.5%  33.7%  26.3%   33.1%  34.0%

35 to 44                     125      -     -   125     -      69     54      19    106       17     103       99      17      13       97     23      4      61     64
                           28.1%               100%         27.1%  29.8%   35.2%  27.2%    37.0%   26.5%    28.4%   23.3%   24.5%    28.5%  27.7%  21.1%   25.5%  31.1%

45 to 54                      55      -     -     -    55      34     21      10     45        4      50       44      10       7       39     14      2      28     27
                           12.4%                    69.6%   13.3%  11.6%   18.5%  11.5%     8.7%   12.9%    12.6%   13.7%   13.2%    11.5%  16.9%  10.5%   11.7%  13.1%

55 to 64                      17      -     -     -    17       8      9       3     14        1      16       13       6       2       15      1      1       7     10
                            3.8%                    21.5%    3.1%   5.0%    5.6%   3.6%     2.2%    4.1%     3.7%    8.2%    3.8%     4.4%   1.2%   5.3%    2.9%   4.9%

65 to 74                       7      -     -     -     7       4      3       3      4        -       7        4       2       1        5      -      2       4      3
                            1.6%                     8.9%    1.6%   1.7%    5.6%   1.0%             1.8%     1.1%    2.7%    1.9%     1.5%         10.5%    1.7%   1.5%

75 or older                    -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -
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Q43. Are you male or female?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        447     91   149   125    79     254    181      55    392       46     389      349      74      53      342     83     19     238    209
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      7      1     -     -     -       1      -       -      -        -       1        -       -       -        2      -      -       2      5

Male                          55      7    12    19    16      32     20      55      -        5      48       44       7       6       46      7      2      19     36
                           12.3%   7.7%  8.1% 15.2% 20.3%   12.6%  11.0%  100.0%           10.9%   12.3%    12.6%    9.5%   11.3%    13.5%   8.4%  10.5%    8.0%  17.2%

Female                       392     84   137   106    63     222    161       -    392       41     341      305      67      47      296     76     17     219    173
                           87.7%  92.3% 91.9% 84.8% 79.7%   87.4%  89.0%         100.0%    89.1%   87.7%    87.4%   90.5%   88.7%    86.5%  91.6%  89.5%   92.0%  82.8%
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Q44. What is the highest grade or level of school that you 
have completed?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        436     88   146   123    79     255    181      52    383       46     380      341      72      52      332     82     19     234    202
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                     18      4     3     2     -       -      -       3      9        -      10        8       2       1       12      1      -       6     12

8th grade or less              7      1     3     2     1       7      -       1      6        4       2        2       -       2        6      -      1       4      3
                            1.6%   1.1%  2.1%  1.6%  1.3%    2.7%           1.9%   1.6%     8.7%    0.5%     0.6%            3.8%     1.8%          5.3%    1.7%   1.5%

Some high school, but         67     16    19    20    12      67      -      10     57       14      50       51      10      14       44     19      4      37     30
did not graduate           15.4%  18.2% 13.0% 16.3% 15.2%   26.3%          19.2%  14.9%    30.4%   13.2%    15.0%   13.9%   26.9%    13.3%  23.2%  21.1%   15.8%  14.9%

High school graduate or      181     35    66    47    33     181      -      21    159       14     163      153      20      17      135     38      7      91     90
GED                        41.5%  39.8% 45.2% 38.2% 41.8%   71.0%          40.4%  41.5%    30.4%   42.9%    44.9%   27.8%   32.7%    40.7%  46.3%  36.8%   38.9%  44.6%

Some college or 2-year       146     32    49    42    23       -    146      14    132       12     133      114      32      14      117     20      7      87     59
degree                     33.5%  36.4% 33.6% 34.1% 29.1%          80.7%   26.9%  34.5%    26.1%   35.0%    33.4%   44.4%   26.9%    35.2%  24.4%  36.8%   37.2%  29.2%

4-year college graduate       28      4     7    10     7       -     28       5     23        2      25       16       8       5       24      4      -      11     17
                            6.4%   4.5%  4.8%  8.1%  8.9%          15.5%    9.6%   6.0%     4.3%    6.6%     4.7%   11.1%    9.6%     7.2%   4.9%           4.7%   8.4%

More than 4-year college       7      -     2     2     3       -      7       1      6        -       7        5       2       -        6      1      -       4      3
degree                      1.6%         1.4%  1.6%  3.8%           3.9%    1.9%   1.6%             1.8%     1.5%    2.8%             1.8%   1.2%           1.7%   1.5%
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Q45. How are you related to the child?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        447     92   147   125    79     254    181      55    390       46     388      347      74      53      343     82     19     238    209
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                      7      -     2     -     -       1      -       -      2        -       2        2       -       -        1      1      -       2      5

Mother or father             407     84   145   120    54     233    163      47    358       43     352      315      66      46      310     79     15     215    192
                           91.1%  91.3% 98.6% 96.0% 68.4%   91.7%  90.1%   85.5%  91.8%    93.5%   90.7%    90.8%   89.2%   86.8%    90.4%  96.3%  78.9%   90.3%  91.9%

Grandparent                   28      7     -     1    20      20      7       3     25        3      24       20       7       6       22      2      4      16     12
                            6.3%   7.6%        0.8% 25.3%    7.9%   3.9%    5.5%   6.4%     6.5%    6.2%     5.8%    9.5%   11.3%     6.4%   2.4%  21.1%    6.7%   5.7%

Aunt or uncle                  3      1     1     1     -       1      2       2      1        -       3        3       -       -        3      -      -       2      1
                            0.7%   1.1%  0.7%  0.8%          0.4%   1.1%    3.6%   0.3%             0.8%     0.9%                     0.9%                  0.8%   0.5%

Older sibling                  -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -
                                                                                                                                                                       

Other relative                 2      -     -     2     -       -      2       1      1        -       2        2       -       -        2      -      -       -      2
                            0.4%               1.6%                 1.1%    1.8%   0.3%             0.5%     0.6%                     0.6%                         1.0%

Legal guardian                 7      -     1     1     5       -      7       2      5        -       7        7       1       1        6      1      -       5      2
                            1.6%         0.7%  0.8%  6.3%           3.9%    3.6%   1.3%             1.8%     2.0%    1.4%    1.9%     1.7%   1.2%           2.1%   1.0%
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Q46. Did someone help you complete this survey?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               240     60    79    61    39     132    102      19    219       29     206      187      37      43      190     38      9     240      -

Total Valid Responses        236     60    76    60    39     131    101      19    215       29     203      184      37      43      186     38      9     236      -
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0%       

No Answer                      4      -     3     1     -       1      1       -      4        -       3        3       -       -        4      -      -       4      -

Yes                            9      2     2     3     2       8      1       1      8        6       3        8       1       1        6      1      2       9      -
                            3.8%   3.3%  2.6%  5.0%  5.1%    6.1%   1.0%    5.3%   3.7%    20.7%    1.5%     4.3%    2.7%    2.3%     3.2%   2.6%  22.2%    3.8%       

No                           227     58    74    57    37     123    100      18    207       23     200      176      36      42      180     37      7     227      -
                           96.2%  96.7% 97.4% 95.0% 94.9%   93.9%  99.0%   94.7%  96.3%    79.3%   98.5%    95.7%   97.3%   97.7%    96.8%  97.4%  77.8%   96.2%       
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Q47. How did that person help you?  Check all that apply.

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible                 9      2     2     3     2       8      1       1      8        6       3        8       1       1        6      1      2       9      -

Total Valid Responses         13      3     3     6     1      12      1       1     12       11       2       12       1       1       10      2      1      13      -

Total Respondents              8      2     2     3     1       7      1       1      7        6       2        7       1       1        6      1      1       8      -
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0%       

Read the questions to me       3      -     1     2     -       3      -       -      3        3       -        3       -       -        2      1      -       3      -
                           37.5%        50.0% 66.7%         42.9%                 42.9%    50.0%            42.9%                    33.3% 100.0%          37.5%       

Wrote down the answers I       2      -     1     1     -       2      -       -      2        2       -        2       -       -        1      1      -       2      -
gave                       25.0%        50.0% 33.3%         28.6%                 28.6%    33.3%            28.6%                    16.7% 100.0%          25.0%       

Answered the questions         1      1     -     -     -       1      -       -      1        1       -        1       -       -        1      -      -       1      -
for me                     12.5%  50.0%                     14.3%                 14.3%    16.7%            14.3%                    16.7%                 12.5%       

Translated the questions       2      -     1     1     -       1      1       1      1        2       -        2       1       -        2      -      -       2      -
into my language           25.0%        50.0% 33.3%         14.3% 100.0%  100.0%  14.3%    33.3%            28.6%  100.0%            33.3%                 25.0%       

Helped in some other way       5      2     -     2     1       5      -       -      5        3       2        4       -       1        4      -      1       5      -
                           62.5%   100%       66.7%  100%   71.4%                 71.4%    50.0%  100.0%    57.1%          100.0%    66.7%        100.0%   62.5%       
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Q48. How often do you visit MHS's website 
(www.managedhealthservices.com)?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        347     78   112    92    64     197    141      39    306       36     304      268      55      47      271     61     12     237    110
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    107     14    37    33    15      58     40      16     86       10      86       81      19       6       73     22      7       3    104

Once a week                    1      -     -     1     -       1      -       -      1        -       1        1       -       -        -      1      -       -      1
                            0.3%               1.1%          0.5%                  0.3%             0.3%     0.4%                            1.6%                  0.9%

2-3 times a month              2      -     1     1     -       1      -       2      -        -       2        2       -       -        2      -      -       -      2
                            0.6%         0.9%  1.1%          0.5%           5.1%                    0.7%     0.7%                     0.7%                         1.8%

Once a month                   6      4     2     -     -       4      2       2      4        1       5        5       -       2        5      1      -       6      -
                            1.7%   5.1%  1.8%                2.0%   1.4%    5.1%   1.3%     2.8%    1.6%     1.9%            4.3%     1.8%   1.6%           2.5%       

Rarely                        60     15    16    16    13      35     22       9     51        6      53       51       4       6       47      9      2      36     24
                           17.3%  19.2% 14.3% 17.4% 20.3%   17.8%  15.6%   23.1%  16.7%    16.7%   17.4%    19.0%    7.3%   12.8%    17.3%  14.8%  16.7%   15.2%  21.8%

Never                        278     59    93    74    51     156    117      26    250       29     243      209      51      39      217     50     10     195     83
                           80.1%  75.6% 83.0% 80.4% 79.7%   79.2%  83.0%   66.7%  81.7%    80.6%   79.9%    78.0%   92.7%   83.0%    80.1%  82.0%  83.3%   82.3%  75.5%

TMG SUMMARY RATE -Once a       3      -     1     2     -       2      -       2      1        -       3        3       -       -        2      1      -       -      3
week/2-3 times a week       0.9%         0.9%  2.2%          1.0%           5.1%   0.3%             1.0%     1.1%                     0.7%   1.6%                  2.7%
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Q49. Where do go to use a computer or get on the Internet?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        287     63    93    76    54     149    132      29    256       29     255      220      49      40      223     52      9     193     94
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    113     19    38    34    14      62     41      16     92       11      91       86      19       6       78     23      7       8    105

Library                       50     10    16    14    10      31     19       4     45       10      39       36       7      10       39     10      1      36     14
                           17.4%  15.9% 17.2% 18.4% 18.5%   20.8%  14.4%   13.8%  17.6%    34.5%   15.3%    16.4%   14.3%   25.0%    17.5%  19.2%  11.1%   18.7%  14.9%

My home                      189     41    58    51    38      95     88      24    164       16     171      149      30      25      151     32      4     121     68
                           65.9%  65.1% 62.4% 67.1% 70.4%   63.8%  66.7%   82.8%  64.1%    55.2%   67.1%    67.7%   61.2%   62.5%    67.7%  61.5%  44.4%   62.7%  72.3%

Friend's house                23      6    10     5     2      11     12       1     22        1      22       17       6       3       17      4      1      16      7
                            8.0%   9.5% 10.8%  6.6%  3.7%    7.4%   9.1%    3.4%   8.6%     3.4%    8.6%     7.7%   12.2%    7.5%     7.6%   7.7%  11.1%    8.3%   7.4%

Do not use computer or        54     10    18    15    11      44      8      10     44        6      44       43       6       7       43      8      3      39     15
Internet                 

Other                         25      6     9     6     4      12     13       -     25        2      23       18       6       2       16      6      3      20      5
                            8.7%   9.5%  9.7%  7.9%  7.4%    8.1%   9.8%           9.8%     6.9%    9.0%     8.2%   12.2%    5.0%     7.2%  11.5%  33.3%   10.4%   5.3%
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Q50. What has most often made you think of MHS?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        308     70   101    81    55     175    125      35    271       33     269      239      46      43      240     54     11     221     87
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    146     22    48    44    24      80     56      20    121       13     121      110      28      10      104     29      8      19    127

RosieRoo                       -      -     -     -     -       -      -       -      -        -       -        -       -       -        -      -      -       -      -
                                                                                                                                                                       

Billboards                    10      4     4     1     1       3      7       3      7        1       9        6       2       2        4      6      -       6      4
                            3.2%   5.7%  4.0%  1.2%  1.8%    1.7%   5.6%    8.6%   2.6%     3.0%    3.3%     2.5%    4.3%    4.7%     1.7%  11.1%           2.7%   4.6%

Ads on buses                   3      -     1     -     2       2      1       1      2        -       3        2       1       1        3      -      -       2      1
                            1.0%         1.0%        3.6%    1.1%   0.8%    2.9%   0.7%             1.1%     0.8%    2.2%    2.3%     1.3%                  0.9%   1.1%

Posters in doctor's          128     30    44    35    18      75     50      10    117       16     108       99      20      12       99     24      4      96     32
office                     41.6%  42.9% 43.6% 43.2% 32.7%   42.9%  40.0%   28.6%  43.2%    48.5%   40.1%    41.4%   43.5%   27.9%    41.3%  44.4%  36.4%   43.4%  36.8%

Other                        167     36    52    45    34      95     67      21    145       16     149      132      23      28      134     24      7     117     50
                           54.2%  51.4% 51.5% 55.6% 61.8%   54.3%  53.6%   60.0%  53.5%    48.5%   55.4%    55.2%   50.0%   65.1%    55.8%  44.4%  63.6%   52.9%  57.5%
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Q51. Do you know the difference between MHS, Hoosier 
Healthwise, and Medicaid?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        340     75   109    90    65     192    140      38    300       35     298      262      55      46      266     58     13     235    105
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    114     17    40    35    14      63     41      17     92       11      92       87      19       7       78     25      6       5    109

Yes                           98     23    30    22    22      51     43      16     81        7      88       76      18       6       76     19      1      61     37
                           28.8%  30.7% 27.5% 24.4% 33.8%   26.6%  30.7%   42.1%  27.0%    20.0%   29.5%    29.0%   32.7%   13.0%    28.6%  32.8%   7.7%   26.0%  35.2%

No                           242     52    79    68    43     141     97      22    219       28     210      186      37      40      190     39     12     174     68
                           71.2%  69.3% 72.5% 75.6% 66.2%   73.4%  69.3%   57.9%  73.0%    80.0%   70.5%    71.0%   67.3%   87.0%    71.4%  67.2%  92.3%   74.0%  64.8%

TMG SUMMARY RATE - Yes        98     23    30    22    22      51     43      16     81        7      88       76      18       6       76     19      1      61     37
                           28.8%  30.7% 27.5% 24.4% 33.8%   26.6%  30.7%   42.1%  27.0%    20.0%   29.5%    29.0%   32.7%   13.0%    28.6%  32.8%   7.7%   26.0%  35.2%
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Q52. Who are you most likely to call when you have 
questions about your benefits?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        328     74   105    87    61     187    132      35    291       35     286      252      54      45      259     55     11     229     99
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    126     18    44    38    18      68     49      20    101       11     104       97      20       8       85     28      8      11    115

MHS                           79     16    29    22    12      42     36       7     72        8      70       63      14       9       63     13      1      53     26
                           24.1%  21.6% 27.6% 25.3% 19.7%   22.5%  27.3%   20.0%  24.7%    22.9%   24.5%    25.0%   25.9%   20.0%    24.3%  23.6%   9.1%   23.1%  26.3%

Hoosier Healthwise           147     33    42    37    34      80     62      13    132       12     133      110      25      23      120     22      4     112     35
                           44.8%  44.6% 40.0% 42.5% 55.7%   42.8%  47.0%   37.1%  45.4%    34.3%   46.5%    43.7%   46.3%   51.1%    46.3%  40.0%  36.4%   48.9%  35.4%

Medicaid                      59     18    23    11     7      38     19       6     53       12      45       45       9       9       48     11      -      39     20
                           18.0%  24.3% 21.9% 12.6% 11.5%   20.3%  14.4%   17.1%  18.2%    34.3%   15.7%    17.9%   16.7%   20.0%    18.5%  20.0%          17.0%  20.2%

Other                         43      7    11    17     8      27     15       9     34        3      38       34       6       4       28      9      6      25     18
                           13.1%   9.5% 10.5% 19.5% 13.1%   14.4%  11.4%   25.7%  11.7%     8.6%   13.3%    13.5%   11.1%    8.9%    10.8%  16.4%  54.5%   10.9%  18.2%
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Q53. Would you recommend your health plan to your family or 
friends?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        347     78   113    90    65     198    140      37    308       36     304      267      57      47      268     63     13     238    109
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    107     14    36    35    14      57     41      18     84       10      86       82      17       6       76     20      6       2    105

Definitely Yes               192     45    61    50    36     118     71      19    173       23     166      152      27      24      152     36      3     129     63
                           55.3%  57.7% 54.0% 55.6% 55.4%   59.6%  50.7%   51.4%  56.2%    63.9%   54.6%    56.9%   47.4%   51.1%    56.7%  57.1%  23.1%   54.2%  57.8%

Probably Yes                 133     29    44    33    26      70     59      14    117       12     117       97      25      20      104     20      7      95     38
                           38.3%  37.2% 38.9% 36.7% 40.0%   35.4%  42.1%   37.8%  38.0%    33.3%   38.5%    36.3%   43.9%   42.6%    38.8%  31.7%  53.8%   39.9%  34.9%

Probably Not                  17      4     7     4     2       8      7       2     15        1      16       15       3       3       10      6      1      11      6
                            4.9%   5.1%  6.2%  4.4%  3.1%    4.0%   5.0%    5.4%   4.9%     2.8%    5.3%     5.6%    5.3%    6.4%     3.7%   9.5%   7.7%    4.6%   5.5%

Definitely Not                 5      -     1     3     1       2      3       2      3        -       5        3       2       -        2      1      2       3      2
                            1.4%         0.9%  3.3%  1.5%    1.0%   2.1%    5.4%   1.0%             1.6%     1.1%    3.5%             0.7%   1.6%  15.4%    1.3%   1.8%

TMG SUMMARY RATE -           325     74   105    83    62     188    130      33    290       35     283      249      52      44      256     56     10     224    101
Definitely Yes/Probably    93.7%  94.9% 92.9% 92.2% 95.4%   94.9%  92.9%   89.2%  94.2%    97.2%   93.1%    93.3%   91.2%   93.6%    95.5%  88.9%  76.9%   94.1%  92.7%
Yes                      
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Q54.  If you intend to switch your health plan when you 
next have an opportunity, why would you do so?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        234     60    80    59    34     132     98      22    210       27     203      176      42      39      179     41     11     175     59
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    220     32    69    66    45     123     83      33    182       19     187      173      32      14      165     42      8      65    155

My preferred doctor or        52     11    17    20     4      28     23       5     47        2      48       40      10      10       41      8      2      36     16
hospital is not with MHS   22.2%  18.3% 21.3% 33.9% 11.8%   21.2%  23.5%   22.7%  22.4%     7.4%   23.6%    22.7%   23.8%   25.6%    22.9%  19.5%  18.2%   20.6%  27.1%
                                                BcE                                                    J

Getting billed by MHS          3      -     -     2     1       1      2       1      2        -       3        1       1       1        2      1      -       3      -
doctors                     1.3%               3.4%  2.9%    0.8%   2.0%    4.5%   1.0%             1.5%     0.6%    2.4%    2.6%     1.1%   2.4%           1.7%       

My prescription               16      3     6     5     1      12      3       4     11        1      14       11       2       2       14      2      -      12      4
medicines are not           6.8%   5.0%  7.5%  8.5%  2.9%    9.1%   3.1%   18.2%   5.2%     3.7%    6.9%     6.3%    4.8%    5.1%     7.8%   4.9%           6.9%   6.8%
covered                                                         G

My family or friends are       4      1     1     1     1       1      3       1      3        -       4        2       1       2        4      -      -       2      2
with doctors not on the     1.7%   1.7%  1.3%  1.7%  2.9%    0.8%   3.1%    4.5%   1.4%             2.0%     1.1%    2.4%    5.1%     2.2%                  1.1%   3.4%
MHS network              

My doctor or his office       11      5     4     2     -       6      4       -     11        2       9        8       1       2        5      5      1       8      3
staff did not treat me      4.7%   8.3%  5.0%  3.4%          4.5%   4.1%           5.2%     7.4%    4.4%     4.5%    2.4%    5.1%     2.8%  12.2%   9.1%    4.6%   5.1%
with courtesy and                                                                                                                               o
respect                  

Other                        148     40    52    29    27      84     63      11    136       22     125      114      27      22      113     25      8     114     34
                           63.2%  66.7% 65.0% 49.2% 79.4%   63.6%  64.3%   50.0%  64.8%    81.5%   61.6%    64.8%   64.3%   56.4%    63.1%  61.0%  72.7%   65.1%  57.6%
                                      D     d          cD                                      K

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q55.  If you had a problem getting help from your health 
plan's customer service, what was the main reason?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses         65     17    19    20     8      42     20       6     57       11      52       45      12      13       41     18      5      54     11
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    176     28    56    51    33      91     73      26    145       15     146      138      27      11      125     38      8      48    128

I didn't have a problem      213     47    74    54    38     122     88      23    190       20     192      166      35      29      178     27      6     138     75
getting help from        
customer service         

I had to stay on the          21      5     7     7     1      15      4       1     19        6      14       12       5       5       12      7      1      19      2
line too long waiting      32.3%  29.4% 36.8% 35.0% 12.5%   35.7%  20.0%   16.7%  33.3%    54.5%   26.9%    26.7%   41.7%   38.5%    29.3%  38.9%  20.0%   35.2%  18.2%
for customer service                                                                           k

Customer service was           2      -     2     -     -       2      -       -      2        1       1        1       -       1        2      -      -       1      1
closed when I called        3.1%        10.5%                4.8%                  3.5%     9.1%    1.9%     2.2%            7.7%     4.9%                  1.9%   9.1%

The information customer       1      -     -     -     1       -      1       -      1        -       1        1       -       -        1      -      -       1      -
service gave me was not     1.5%                    12.5%           5.0%           1.8%             1.9%     2.2%                     2.4%                  1.9%       
correct                  

Customer service did not       5      1     1     2     1       2      3       -      5        1       4        4       -       1        3      2      -       4      1
have the information I      7.7%   5.9%  5.3% 10.0% 12.5%    4.8%  15.0%           8.8%     9.1%    7.7%     8.9%            7.7%     7.3%  11.1%           7.4%   9.1%
needed                   

I had to wait too long         3      -     2     1     -       2      1       1      2        -       3        1       2       -        -      3      -       3      -
for someone to call me      4.6%        10.5%  5.0%          4.8%   5.0%   16.7%   3.5%             5.8%     2.2%   16.7%                   16.7%           5.6%       
back                     

No one called me back          6      1     2     2     1       3      2       -      6        1       4        4       1       2        4      2      -       4      2
                            9.2%   5.9% 10.5% 10.0% 12.5%    7.1%  10.0%          10.5%     9.1%    7.7%     8.9%    8.3%   15.4%     9.8%  11.1%           7.4%  18.2%

Some other reason             27     10     5     8     4      18      9       4     22        2      25       22       4       4       19      4      4      22      5
                           41.5%  58.8% 26.3% 40.0% 50.0%   42.9%  45.0%   66.7%  38.6%    18.2%   48.1%    48.9%   33.3%   30.8%    46.3%  22.2%  80.0%   40.7%  45.5%
                                      C                                                                J                                 p            oP

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q56.  When choosing your health plan, what is the most 
important to you?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        331     76   106    87    61     187    135      36    293       33     291      255      54      45      257     58     13     230    101
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    123     16    43    38    18      68     46      19     99       13      99       94      20       8       87     25      6      10    113

The selection of doctors     174     42    52    47    33      92     77      17    157       16     154      133      34      28      142     25      6     123     51
                           52.6%  55.3% 49.1% 54.0% 54.1%   49.2%  57.0%   47.2%  53.6%    48.5%   52.9%    52.2%   63.0%   62.2%    55.3%  43.1%  46.2%   53.5%  50.5%
                                                                                                                                         p

If free benefits are          65     16    24    16     8      35     26       8     56        7      57       51       8       7       49     13      3      46     19
offered                    19.6%  21.1% 22.6% 18.4% 13.1%   18.7%  19.3%   22.2%  19.1%    21.2%   19.6%    20.0%   14.8%   15.6%    19.1%  22.4%  23.1%   20.0%  18.8%

Friendly customer             18      3     6     6     3      11      7       4     14        3      14       14       2       3       12      4      1      11      7
service representatives     5.4%   3.9%  5.7%  6.9%  4.9%    5.9%   5.2%   11.1%   4.8%     9.1%    4.8%     5.5%    3.7%    6.7%     4.7%   6.9%   7.7%    4.8%   6.9%

Disease management             7      2     2     1     2       3      4       1      6        -       7        4       2       1        5      2      -       4      3
programs                    2.1%   2.6%  1.9%  1.1%  3.3%    1.6%   3.0%    2.8%   2.0%             2.4%     1.6%    3.7%    2.2%     1.9%   3.4%           1.7%   3.0%

Other                         67     13    22    17    15      46     21       6     60        7      59       53       8       6       49     14      3      46     21
                           20.2%  17.1% 20.8% 19.5% 24.6%   24.6%  15.6%   16.7%  20.5%    21.2%   20.3%    20.8%   14.8%   13.3%    19.1%  24.1%  23.1%   20.0%  20.8%
                                                                G

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q57. In the past 6 months, if you had difficulty finding or 
understanding information about your benefits in printed 
materials, what was the reason?  Mark all that apply.

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        312     68   106    79    58     178    128      37    274       37     268      237      52      48      246     52     11     219     93

Total Respondents             95     19    32    28    15      62     31       6     88       17      74       71      14      22       67     25      2      82     13
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

I did not have dificulty     210     46    71    51    42     113     93      30    180       18     189      161      37      23      174     25      9     130     80
and was able to locate   
the information I needed 

I could not find the          17      1     5     6     4      11      5       2     14        2      14       13       2       4       13      4      -      13      4
printed materials          17.9%   5.3% 15.6% 21.4% 26.7%   17.7%  16.1%   33.3%  15.9%    11.8%   18.9%    18.3%   14.3%   18.2%    19.4%  16.0%          15.9%  30.8%

I could not understand        17      4     9     3     1      10      6       2     15        8       9       10       2       8       11      5      1      15      2
the information the way    17.9%  21.1% 28.1% 10.7%  6.7%   16.1%  19.4%   33.3%  17.0%    47.1%   12.2%    14.1%   14.3%   36.4%    16.4%  20.0%  50.0%   18.3%  15.4%
it was written           

The information was not        5      1     2     -     2       3      2       1      4        -       5        5       -       2        3      2      -       5      -
well organized or too       5.3%   5.3%  6.3%       13.3%    4.8%   6.5%   16.7%   4.5%             6.8%     7.0%            9.1%     4.5%   8.0%           6.1%       
complex                  

I did not look for            22      2     9     6     5      12     10       -     22        1      20       19       2       2       16      6      -      18      4
information in the         23.2%  10.5% 28.1% 21.4% 33.3%   19.4%  32.3%          25.0%     5.9%   27.0%    26.8%   14.3%    9.1%    23.9%  24.0%          22.0%  30.8%
materials provided       

I always prefer to talk       41     14    10    13     4      29     12       2     39        8      31       29       9       9       29     10      1      38      3
with customer service      43.2%  73.7% 31.3% 46.4% 26.7%   46.8%  38.7%   33.3%  44.3%    47.1%   41.9%    40.8%   64.3%   40.9%    43.3%  40.0%  50.0%   46.3%  23.1%
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Q58. Do you feel that the medical care you received in the 
last 6 months has improved your health?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        324     73   103    86    61     186    131      36    286       33     287      251      51      46      254     54     13     222    102
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    130     19    46    39    18      69     50      19    106       13     103       98      23       7       90     29      6      18    112

Yes                          266     61    82    76    46     151    109      30    235       29     234      208      38      37      218     38      8     181     85
                           82.1%  83.6% 79.6% 88.4% 75.4%   81.2%  83.2%   83.3%  82.2%    87.9%   81.5%    82.9%   74.5%   80.4%    85.8%  70.4%  61.5%   81.5%  83.3%
                                                 cE                                                                                     Pq

No                            58     12    21    10    15      35     22       6     51        4      53       43      13       9       36     16      5      41     17
                           17.9%  16.4% 20.4% 11.6% 24.6%   18.8%  16.8%   16.7%  17.8%    12.1%   18.5%    17.1%   25.5%   19.6%    14.2%  29.6%  38.5%   18.5%  16.7%
                                            d           D                                                                                       O      o

TMG SUMMARY RATE - Yes       266     61    82    76    46     151    109      30    235       29     234      208      38      37      218     38      8     181     85
                           82.1%  83.6% 79.6% 88.4% 75.4%   81.2%  83.2%   83.3%  82.2%    87.9%   81.5%    82.9%   74.5%   80.4%    85.8%  70.4%  61.5%   81.5%  83.3%
                                                 cE                                                                                     Pq

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q59. What is the best way to get information to you about 
your health plan?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        341     76   109    90    65     193    140      38    301       35     299      264      55      46      265     60     13     238    103
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    113     16    40    35    14      62     41      17     91       11      91       85      19       7       79     23      6       2    111

Mail                         267     55    87    74    51     150    114      23    243       29     234      208      41      36      206     47     11     191     76
                           78.3%  72.4% 79.8% 82.2% 78.5%   77.7%  81.4%   60.5%  80.7%    82.9%   78.3%    78.8%   74.5%   78.3%    77.7%  78.3%  84.6%   80.3%  73.8%
                                                                                      H

Phone                         47     11    16    10     9      31     14       7     39        5      39       35      11       5       34     11      2      33     14
                           13.8%  14.5% 14.7% 11.1% 13.8%   16.1%  10.0%   18.4%  13.0%    14.3%   13.0%    13.3%   20.0%   10.9%    12.8%  18.3%  15.4%   13.9%  13.6%
                                                                g

Internet                      27     10     6     6     5      12     12       8     19        1      26       21       3       5       25      2      -      14     13
                            7.9%  13.2%  5.5%  6.7%  7.7%    6.2%   8.6%   21.1%   6.3%     2.9%    8.7%     8.0%    5.5%   10.9%     9.4%   3.3%           5.9%  12.6%
                                      c                                        I                       j                                 P                            r

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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Q60. How would you rate Managed Health Services' Member 
Services' timeliness in responding to your request for 
information or help?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        316     75   103    82    55     181    126      36    278       33     277      243      51      46      244     56     13     225     91
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    138     17    46    43    24      74     55      19    114       13     113      106      23       7      100     27      6      15    123

Excellent                     86     26    21    23    16      51     32      13     73       12      73       68      15      11       77      6      2      62     24
                           27.2%  34.7% 20.4% 28.0% 29.1%   28.2%  25.4%   36.1%  26.3%    36.4%   26.4%    28.0%   29.4%   23.9%    31.6%  10.7%  15.4%   27.6%  26.4%
                                      C                                                                                                  P

Very good                    105     24    35    28    18      63     40       9     96       10      94       83      15      14       87     17      1      66     39
                           33.2%  32.0% 34.0% 34.1% 32.7%   34.8%  31.7%   25.0%  34.5%    30.3%   33.9%    34.2%   29.4%   30.4%    35.7%  30.4%   7.7%   29.3%  42.9%
                                                                                                                                         Q      Q                     R

Good                         102     20    40    24    18      53     47      11     90       11      89       75      17      16       67     26      7      81     21
                           32.3%  26.7% 38.8% 29.3% 32.7%   29.3%  37.3%   30.6%  32.4%    33.3%   32.1%    30.9%   33.3%   34.8%    27.5%  46.4%  53.8%   36.0%  23.1%
                                            b                                                                                                   O      o       S

Fair                          18      3     6     5     3      11      6       3     14        -      16       12       4       3       11      4      3      14      4
                            5.7%   4.0%  5.8%  6.1%  5.5%    6.1%   4.8%    8.3%   5.0%             5.8%     4.9%    7.8%    6.5%     4.5%   7.1%  23.1%    6.2%   4.4%

Poor                           5      2     1     2     -       3      1       -      5        -       5        5       -       2        2      3      -       2      3
                            1.6%   2.7%  1.0%  2.4%          1.7%   0.8%           1.8%             1.8%     2.1%            4.3%     0.8%   5.4%           0.9%   3.3%

TMG SUMMARY RATE -           191     50    56    51    34     114     72      22    169       22     167      151      30      25      164     23      3     128     63
Excellent/Very good        60.4%  66.7% 54.4% 62.2% 61.8%   63.0%  57.1%   61.1%  60.8%    66.7%   60.3%    62.1%   58.8%   54.3%    67.2%  41.1%  23.1%   56.9%  69.2%
                                      c                                                                                                 PQ                            R

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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Q61. How many times did you have to call your health plan 
to get your issue resolved?

                                 === RESPONDENT'S AGE ===  =RESPONDENT = = RESPONDENT =  ==== CHILD ====  ======= CHILD ========  ======== CHILD =======  ==== DATA ===
                                                           =EDUCATION == === GENDER ===  == ETHNICITY ==  ======== RACE ========  ==== HEALTH STATUS ===  = COLLECTION=
                                                            HS/   Some                             Not           Black/          Excllnt/                    METHOD
                                                           GED/   Colg/                  Hspnc/  Hspnc/         African              Very         Fair/
                           Total  18-24 25-34 35-44   45+  Less   Grad+   Male   Female  Latino  Latino   White      Am   Other      Good   Good   Poor    Mail   Phone
                          ------  ----- ----- ----- -----  ------ ------  ------ ------  ------- -------  ------- ------- -------  ------- ------ ------  ------ ------
                             (A)    (B)   (C)   (D)   (E)     (F)    (G)     (H)    (I)      (J)     (K)      (L)     (M)     (N)      (O)    (P)    (Q)     (R)    (S)

Total Eligible               454     92   149   125    79     255    181      55    392       46     390      349      74      53      344     83     19     240    214

Total Valid Responses        221     57    75    52    36     131     83      27    192       30     187      170      29      36      167     43      8     173     48
                          100.0%   100%  100%  100%  100%  100.0% 100.0%  100.0% 100.0%   100.0%  100.0%   100.0%  100.0%  100.0%   100.0% 100.0% 100.0%  100.0% 100.0%

No Answer                    233     35    74    73    43     124     98      28    200       16     203      179      45      17      177     40     11      67    166

1 time                       154     41    55    32    26      91     59      18    135       21     131      117      20      26      123     22      7     122     32
                           69.7%  71.9% 73.3% 61.5% 72.2%   69.5%  71.1%   66.7%  70.3%    70.0%   70.1%    68.8%   69.0%   72.2%    73.7%  51.2%  87.5%   70.5%  66.7%
                                                                                                                                         P             P

2 times                       38      7    11    13     6      25     12       6     31        5      31       29       6       6       26     11      -      31      7
                           17.2%  12.3% 14.7% 25.0% 16.7%   19.1%  14.5%   22.2%  16.1%    16.7%   16.6%    17.1%   20.7%   16.7%    15.6%  25.6%          17.9%  14.6%
                                                  b

3 times                       18      7     7     2     2       8      9       3     15        4      14       14       2       3       12      6      -      14      4
                            8.1%  12.3%  9.3%  3.8%  5.6%    6.1%  10.8%   11.1%   7.8%    13.3%    7.5%     8.2%    6.9%    8.3%     7.2%  14.0%           8.1%   8.3%
                                      d

4 times or more               11      2     2     5     2       7      3       -     11        -      11       10       1       1        6      4      1       6      5
                            5.0%   3.5%  2.7%  9.6%  5.6%    5.3%   3.6%           5.7%             5.9%     5.9%    3.4%    2.8%     3.6%   9.3%  12.5%    3.5%  10.4%

TMG SUMMARY                  154     41    55    32    26      91     59      18    135       21     131      117      20      26      123     22      7     122     32
                           69.7%  71.9% 73.3% 61.5% 72.2%   69.5%  71.1%   66.7%  70.3%    70.0%   70.1%    68.8%   69.0%   72.2%    73.7%  51.2%  87.5%   70.5%  66.7%
                                                                                                                                         P             P

Comparison Groups: BCDE/FG/HI/JK/LMN/OPQ/RS
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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Q1.  Our records show that your child is now in Managed 
Health Services.  Is that right?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Valid Responses        452       82     356       62     285       59     357      40    109    289       55     383        14      40      288    149     424     19
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      2        -       2        -       1        -       2       -      -      2        -       2         -       -        1      1       2      -

Yes                          452       82     356       62     285       59     357      40    109    289       55     383        14      40      288    149     424     19
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No                             -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -
                                                                                                                                                                           

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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Q3.  In the last 6 months, did your child have an illness, 
injury, or condition that needed care right away in a 
clinic, emergency room or doctor's office?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        452       82     356       62     286       59     357      40    108    290       55     383        14      40      288    150     424     19
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      2        -       2        -       -        -       2       -      1      1        -       2         -       -        1      -       2      -

Yes                          187       37     146       38     131       33     145      20     44    119       31     154         8      23      100     82     181      4
                           41.4%    45.1%   41.0%    61.3%   45.8%    55.9%   40.6%   50.0%  40.7%  41.0%    56.4%   40.2%     57.1%   57.5%    34.7%  54.7%   42.7%  21.1%
                                                         E                G                                      L                                         O       R

No                           265       45     210       24     155       26     212      20     64    171       24     229         6      17      188     68     243     15
                           58.6%    54.9%   59.0%    38.7%   54.2%    44.1%   59.4%   50.0%  59.3%  59.0%    43.6%   59.8%     42.9%   42.5%    65.3%  45.3%   57.3%  78.9%
                                                                 D                F                                      K                          P                     Q

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q4. (GCQ)In the last 6 months, when your child needed care 
right away, how often did your child get care as soon as 
you thought he or she needed?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               187       37     146       38     131       33     145      20     44    119       31     154         8      23      100     82     181      4

Total Valid Responses        186       37     146       38     131       33     145      20     44    119       31     154         8      23      100     82     181      4
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      1        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -

Always                       148       24     122       21     115       18     123      11     36     99       22     125         5      17       80     64     143      4
                           79.6%    64.9%   83.6%    55.3%   87.8%    54.5%   84.8%   55.0%  81.8%  83.2%    71.0%   81.2%     62.5%   73.9%    80.0%  78.0%   79.0% 100.0%
                                                B                D                F              H      H                                                                 Q

Usually                       24        7      17        7      13        6      18       5      5     14        4      20         1       3       13     11      24      -
                           12.9%    18.9%   11.6%    18.4%    9.9%    18.2%   12.4%   25.0%  11.4%  11.8%    12.9%   13.0%     12.5%   13.0%    13.0%  13.4%   13.3%       

Sometimes                     14        6       7       10       3        9       4       4      3      6        5       9         2       3        7      7      14      -
                            7.5%    16.2%    4.8%    26.3%    2.3%    27.3%    2.8%   20.0%   6.8%   5.0%    16.1%    5.8%     25.0%   13.0%     7.0%   8.5%    7.7%       
                                        c                E                G

Never                          -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -
                                                                                                                                                                           

HEDIS/CAHPS SUMMARY RATE     172       31     139       28     128       24     141      16     41    113       26     145         6      20       93     75     167      4
- Always/Usually           92.5%    83.8%   95.2%    73.7%   97.7%    72.7%   97.2%   80.0%  93.2%  95.0%    83.9%   94.2%     75.0%   87.0%    93.0%  91.5%   92.3% 100.0%
                                                b                D                F                                                                                       Q

HEDIS/CAHPS SUMMARY RATE     148       24     122       21     115       18     123      11     36     99       22     125         5      17       80     64     143      4
- Always                   79.6%    64.9%   83.6%    55.3%   87.8%    54.5%   84.8%   55.0%  81.8%  83.2%    71.0%   81.2%     62.5%   73.9%    80.0%  78.0%   79.0% 100.0%
                                                B                D                F              H      H                                                                 Q

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q5.  In the last 6 months, not counting the times your 
child needed health care right away, did you make any 
appointments for your child's health care at a doctor's 
office or clinic?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        449       81     355       61     285       59     355      40    107    289       55     381        14      40      286    149     422     19
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      5        1       3        1       1        -       4       -      2      2        -       4         -       -        3      1       4      -

Yes                          327       54     263       55     247       42     267      26     77    214       42     275        11      30      180    138     313      8
                           72.8%    66.7%   74.1%    90.2%   86.7%    71.2%   75.2%   65.0%  72.0%  74.0%    76.4%   72.2%     78.6%   75.0%    62.9%  92.6%   74.2%  42.1%
                                                                                                                                                           O       R

No                           122       27      92        6      38       17      88      14     30     75       13     106         3      10      106     11     109     11
                           27.2%    33.3%   25.9%     9.8%   13.3%    28.8%   24.8%   35.0%  28.0%  26.0%    23.6%   27.8%     21.4%   25.0%    37.1%   7.4%   25.8%  57.9%
                                                                                                                                                    P                     Q

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q6. (GCQ)In the last 6 months, not counting the times your 
child needed health care right away, how often did you get 
an appointment for your health care at a doctor's office or 
clinic as soon as you thought your child needed?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               327       54     263       55     247       42     267      26     77    214       42     275        11      30      180    138     313      8

Total Valid Responses        325       54     261       55     245       42     265      26     77    212       41     275        11      29      178    138     311      8
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      2        -       2        -       2        -       2       -      -      2        1       -         -       1        2      -       2      -

Always                       230       36     188       26     185       23     195      16     50    158       28     197         8      19      121    100     220      4
                           70.8%    66.7%   72.0%    47.3%   75.5%    54.8%   73.6%   61.5%  64.9%  74.5%    68.3%   71.6%     72.7%   65.5%    68.0%  72.5%   70.7%  50.0%
                                                                 D                F

Usually                       52        8      43       15      34        9      39       4     20     27        4      45         -       4       29     23      49      3
                           16.0%    14.8%   16.5%    27.3%   13.9%    21.4%   14.7%   15.4%  26.0%  12.7%     9.8%   16.4%             13.8%    16.3%  16.7%   15.8%  37.5%
                                                         E                                       J

Sometimes                     40        9      28       13      24        9      29       5      7     25        7      32         2       5       25     15      39      1
                           12.3%    16.7%   10.7%    23.6%    9.8%    21.4%   10.9%   19.2%   9.1%  11.8%    17.1%   11.6%     18.2%   17.2%    14.0%  10.9%   12.5%  12.5%
                                                         E

Never                          3        1       2        1       2        1       2       1      -      2        2       1         1       1        3      -       3      -
                            0.9%     1.9%    0.8%     1.8%    0.8%     2.4%    0.8%    3.8%          0.9%     4.9%    0.4%      9.1%    3.4%     1.7%           1.0%       

HEDIS/CAHPS SUMMARY RATE     282       44     231       41     219       32     234      20     70    185       32     242         8      23      150    123     269      7
- Always/Usually           86.8%    81.5%   88.5%    74.5%   89.4%    76.2%   88.3%   76.9%  90.9%  87.3%    78.0%   88.0%     72.7%   79.3%    84.3%  89.1%   86.5%  87.5%
                                                                 D                f

HEDIS/CAHPS SUMMARY RATE     230       36     188       26     185       23     195      16     50    158       28     197         8      19      121    100     220      4
- Always                   70.8%    66.7%   72.0%    47.3%   75.5%    54.8%   73.6%   61.5%  64.9%  74.5%    68.3%   71.6%     72.7%   65.5%    68.0%  72.5%   70.7%  50.0%
                                                                 D                F

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q7.  In the last 6 months, not counting the times your 
child went to an emergency room, how many times did he or 
she go to a doctor's office or clinic to get care?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        439       81     345       62     286       59     347      39    107    280       54     372        14      39      289    150     413     18
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     15        1      13        -       -        -      12       1      2     11        1      13         -       1        -      -      13      1

None                          87       27      59        -       -       15      60      15     22     49        8      78         2       6       87      -      77      8
                           19.8%    33.3%   17.1%                     25.4%   17.3%   38.5%  20.6%  17.5%    14.8%   21.0%     14.3%   15.4%    30.1%          18.6%  44.4%
                                        C                                                IJ                                                                               Q

1                             97        7      87       13      82        8      80       1     27     66       10      84         2       7       97      -      92      3
                           22.1%     8.6%   25.2%    21.0%   28.7%    13.6%   23.1%    2.6%  25.2%  23.6%    18.5%   22.6%     14.3%   17.9%    33.6%          22.3%  16.7%
                                                B                                 f              H      H

2                            105       15      84       16      87       14      85       4     20     75       15      84         4      11      105      -     100      4
                           23.9%    18.5%   24.3%    25.8%   30.4%    23.7%   24.5%   10.3%  18.7%  26.8%    27.8%   22.6%     28.6%   28.2%    36.3%          24.2%  22.2%
                                                                                                       Hi

3                             73       15      57       11      62        8      60       7     22     43       12      59         3       9        -     73      68      3
                           16.6%    18.5%   16.5%    17.7%   21.7%    13.6%   17.3%   17.9%  20.6%  15.4%    22.2%   15.9%     21.4%   23.1%           48.7%   16.5%  16.7%

4                             33        9      23       15      18       10      23       6      7     19        2      31         1       1        -     33      33      -
                            7.5%    11.1%    6.7%    24.2%    6.3%    16.9%    6.6%   15.4%   6.5%   6.8%     3.7%    8.3%      7.1%    2.6%           22.0%    8.0%       
                                                         E                G

5 to 9                        35        5      29        5      30        4      31       4      7     23        5      29         1       4        -     35      35      -
                            8.0%     6.2%    8.4%     8.1%   10.5%     6.8%    8.9%   10.3%   6.5%   8.2%     9.3%    7.8%      7.1%   10.3%           23.3%    8.5%       

10 or more                     9        3       6        2       7        -       8       2      2      5        2       7         1       1        -      9       8      -
                            2.1%     3.7%    1.7%     3.2%    2.4%             2.3%    5.1%   1.9%   1.8%     3.7%    1.9%      7.1%    2.6%            6.0%    1.9%       

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q8. (HPE)In the last 6 months, how often did you and your 
child's doctor or other health provider talk about specific 
things you could do to prevent illness in your child?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               352       54     286       62     286       44     287      24     85    231       46     294        12      33      202    150     336     10

Total Valid Responses        344       54     279       61     279       44     282      24     83    226       46     290        12      33      196    148     331      8
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      8        -       7        1       7        -       5       -      2      5        -       4         -       -        6      2       5      2

Always                       143       18     122       11     130        9     127       8     24    108       22     118         3      18       78     65     139      3
                           41.6%    33.3%   43.7%    18.0%   46.6%    20.5%   45.0%   33.3%  28.9%  47.8%    47.8%   40.7%     25.0%   54.5%    39.8%  43.9%   42.0%  37.5%
                                                                 D                F                     I                                  m

Usually                       60        6      52       12      48        7      50       1     20     37        8      52         2       6       35     25      58      2
                           17.4%    11.1%   18.6%    19.7%   17.2%    15.9%   17.7%    4.2%  24.1%  16.4%    17.4%   17.9%     16.7%   18.2%    17.9%  16.9%   17.5%  25.0%
                                                                                                 H      H

Sometimes                     92       19      72       23      69       13      76       8     29     54        8      81         2       6       53     39      89      1
                           26.7%    35.2%   25.8%    37.7%   24.7%    29.5%   27.0%   33.3%  34.9%  23.9%    17.4%   27.9%     16.7%   18.2%    27.0%  26.4%   26.9%  12.5%
                                                         e                                       j                       k

Never                         49       11      33       15      32       15      29       7     10     27        8      39         5       3       30     19      45      2
                           14.2%    20.4%   11.8%    24.6%   11.5%    34.1%   10.3%   29.2%  12.0%  11.9%    17.4%   13.4%     41.7%    9.1%    15.3%  12.8%   13.6%  25.0%
                                                         E                G              ij                                        N

HEDIS/CAHPS SUMMARY RATE     203       24     174       23     178       16     177       9     44    145       30     170         5      24      113     90     197      5
- Always/Usually           59.0%    44.4%   62.4%    37.7%   63.8%    36.4%   62.8%   37.5%  53.0%  64.2%    65.2%   58.6%     41.7%   72.7%    57.7%  60.8%   59.5%  62.5%
                                                B                D                F                    Hi                                  m

HEDIS/CAHPS SUMMARY RATE     143       18     122       11     130        9     127       8     24    108       22     118         3      18       78     65     139      3
- Always                   41.6%    33.3%   43.7%    18.0%   46.6%    20.5%   45.0%   33.3%  28.9%  47.8%    47.8%   40.7%     25.0%   54.5%    39.8%  43.9%   42.0%  37.5%
                                                                 D                F                     I                                  m

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q9.  In the last 6 months, did your child's doctor or other 
health provider tell you there was more than one choice for 
your child's treatment or health care?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               352       54     286       62     286       44     287      24     85    231       46     294        12      33      202    150     336     10

Total Valid Responses        341       53     279       59     280       43     279      24     82    226       43     289        11      31      192    149     326     10
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     11        1       7        3       6        1       8       -      3      5        3       5         1       2       10      1      10      -

Yes                          144       27     113       22     121       10     126      12     34     94       22     117         4      17       79     65     139      5
                           42.2%    50.9%   40.5%    37.3%   43.2%    23.3%   45.2%   50.0%  41.5%  41.6%    51.2%   40.5%     36.4%   54.8%    41.1%  43.6%   42.6%  50.0%
                                                                                  F

No                           197       26     166       37     159       33     153      12     48    132       21     172         7      14      113     84     187      5
                           57.8%    49.1%   59.5%    62.7%   56.8%    76.7%   54.8%   50.0%  58.5%  58.4%    48.8%   59.5%     63.6%   45.2%    58.9%  56.4%   57.4%  50.0%
                                                                          G

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q10. (SDM)In the last 6 months, did your child's doctor or 
other health provider talk with you about the pros and cons 
of each choice for your child's treatment or health care? 

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               144       27     113       22     121       10     126      12     34     94       22     117         4      17       79     65     139      5

Total Valid Responses        142       26     112       22     120       10     124      11     34     93       22     115         4      17       78     64     137      5
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      2        1       1        -       1        -       2       1      -      1        -       2         -       -        1      1       2      -

Definitely Yes                93       12      78       12      81        7      80       6     17     67       18      73         4      13       50     43      89      4
                           65.5%    46.2%   69.6%    54.5%   67.5%    70.0%   64.5%   54.5%  50.0%  72.0%    81.8%   63.5%    100.0%   76.5%    64.1%  67.2%   65.0%  80.0%

Somewhat Yes                  41        9      31        9      32        1      38       3     14     23        3      36         -       3       25     16      40      1
                           28.9%    34.6%   27.7%    40.9%   26.7%    10.0%   30.6%   27.3%  41.2%  24.7%    13.6%   31.3%             17.6%    32.1%  25.0%   29.2%  20.0%

Somewhat No                    4        3       1        1       3        2       2       1      2      1        1       3         -       1        1      3       4      -
                            2.8%    11.5%    0.9%     4.5%    2.5%    20.0%    1.6%    9.1%   5.9%   1.1%     4.5%    2.6%              5.9%     1.3%   4.7%    2.9%       

Definitely No                  4        2       2        -       4        -       4       1      1      2        -       3         -       -        2      2       4      -
                            2.8%     7.7%    1.8%             3.3%             3.2%    9.1%   2.9%   2.2%             2.6%                       2.6%   3.1%    2.9%       

HEDIS/CAHPS SUMMARY RATE      93       12      78       12      81        7      80       6     17     67       18      73         4      13       50     43      89      4
- Definitely Yes           65.5%    46.2%   69.6%    54.5%   67.5%    70.0%   64.5%   54.5%  50.0%  72.0%    81.8%   63.5%    100.0%   76.5%    64.1%  67.2%   65.0%  80.0%
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Q11.  (SDM)In the last 6 months, when there was more than 
one choice for your child's treatment or health care, did 
your child's doctor or other health provider ask you which 
choice you thought was best for your child?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               144       27     113       22     121       10     126      12     34     94       22     117         4      17       79     65     139      5

Total Valid Responses        138       24     110       20     118        8     122       9     34     91       21     112         3      17       77     61     133      5
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      6        3       3        2       3        2       4       3      -      3        1       5         1       -        2      4       6      -

Definitely Yes                91       10      78       10      81        5      80       6     18     64       17      72         3      13       46     45      88      3
                           65.9%    41.7%   70.9%    50.0%   68.6%    62.5%   65.6%   66.7%  52.9%  70.3%    81.0%   64.3%    100.0%   76.5%    59.7%  73.8%   66.2%  60.0%

Somewhat Yes                  38       12      25        8      30        2      35       2     13     22        3      32         -       3       24     14      37      1
                           27.5%    50.0%   22.7%    40.0%   25.4%    25.0%   28.7%   22.2%  38.2%  24.2%    14.3%   28.6%             17.6%    31.2%  23.0%   27.8%  20.0%

Somewhat No                    4        1       3        2       2        1       3       -      2      2        1       3         -       1        3      1       4      -
                            2.9%     4.2%    2.7%    10.0%    1.7%    12.5%    2.5%           5.9%   2.2%     4.8%    2.7%              5.9%     3.9%   1.6%    3.0%       

Definitely No                  5        1       4        -       5        -       4       1      1      3        -       5         -       -        4      1       4      1
                            3.6%     4.2%    3.6%             4.2%             3.3%   11.1%   2.9%   3.3%             4.5%                       5.2%   1.6%    3.0%  20.0%

HEDIS/CAHPS SUMMARY RATE      91       10      78       10      81        5      80       6     18     64       17      72         3      13       46     45      88      3
- Definitely Yes           65.9%    41.7%   70.9%    50.0%   68.6%    62.5%   65.6%   66.7%  52.9%  70.3%    81.0%   64.3%    100.0%   76.5%    59.7%  73.8%   66.2%  60.0%
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Q12.  Using any number from 0 to 10, where 0 is the worst 
health care possible and 10 is the best health care 
possible, what number would you use to rate all your 
child's health care in the last 6 months?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               352       54     286       62     286       44     287      24     85    231       46     294        12      33      202    150     336     10

Total Valid Responses        348       54     284       62     286       44     286      24     84    230       46     291        12      33      198    150     333     10
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      4        -       2        -       -        -       1       -      1      1        -       3         -       -        4      -       3      -

10 - Best health care        163        5     154        -     163        3     151       2     11    146       24     135         5      18       99     64     157      3
possible                   46.8%     9.3%   54.2%            57.0%     6.8%   52.8%    8.3%  13.1%  63.5%    52.2%   46.4%     41.7%   54.5%    50.0%  42.7%   47.1%  30.0%
                                                B                                 F                    HI

9                             57       10      45        -      57        2      53       4     16     35        7      47         2       5       29     28      55      1
                           16.4%    18.5%   15.8%            19.9%     4.5%   18.5%   16.7%  19.0%  15.2%    15.2%   16.2%     16.7%   15.2%    14.6%  18.7%   16.5%  10.0%
                                                                                  F

8                             66       14      52        -      66        6      55       8     29     29        5      59         -       5       41     25      61      4
                           19.0%    25.9%   18.3%            23.1%    13.6%   19.2%   33.3%  34.5%  12.6%    10.9%   20.3%             15.2%    20.7%  16.7%   18.3%  40.0%
                                                                                          J      J                       k

7                             27        8      18       27       -       10      15       1     17      8        2      23         1       1       15     12      25      2
                            7.8%    14.8%    6.3%    43.5%            22.7%    5.2%    4.2%  20.2%   3.5%     4.3%    7.9%      8.3%    3.0%     7.6%   8.0%    7.5%  20.0%
                                        c                                 G                     HJ

6                             15        7       6       15       -        9       6       3      6      4        2      13         -       2        7      8      15      -
                            4.3%    13.0%    2.1%    24.2%            20.5%    2.1%   12.5%   7.1%   1.7%     4.3%    4.5%              6.1%     3.5%   5.3%    4.5%       
                                        C                                 G                      j

5                             12        6       6       12       -        7       5       3      4      5        2      10         2       -        2     10      12      -
                            3.4%    11.1%    2.1%    19.4%            15.9%    1.7%   12.5%   4.8%   2.2%     4.3%    3.4%     16.7%             1.0%   6.7%    3.6%       
                                        C                                 G                                                                                O

4                              3        1       2        3       -        2       1       1      -      2        -       3         -       -        1      2       3      -
                            0.9%     1.9%    0.7%     4.8%             4.5%    0.3%    4.2%          0.9%             1.0%                       0.5%   1.3%    0.9%       

3                              2        1       -        2       -        2       -       1      -      -        1       1         1       -        1      1       2      -
                            0.6%     1.9%             3.2%             4.5%            4.2%                   2.2%    0.3%      8.3%             0.5%   0.7%    0.6%       

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q12.  Using any number from 0 to 10, where 0 is the worst 
health care possible and 10 is the best health care 
possible, what number would you use to rate all your 
child's health care in the last 6 months?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

2                              1        -       1        1       -        1       -       -      -      1        1       -         -       1        1      -       1      -
                            0.3%             0.4%     1.6%             2.3%                          0.4%     2.2%                      3.0%     0.5%           0.3%       

1                              2        2       -        2       -        2       -       1      1      -        2       -         1       1        2      -       2      -
                            0.6%     3.7%             3.2%             4.5%            4.2%   1.2%            4.3%              8.3%    3.0%     1.0%           0.6%       

0 - Worst health care          -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -
possible                                                                                                                                                                   

HEDIS/CAHPS SUMMARY RATE     286       29     251        -     286       11     259      14     56    210       36     241         7      28      169    117     273      8
- 8-10                     82.2%    53.7%   88.4%           100.0%    25.0%   90.6%   58.3%  66.7%  91.3%    78.3%   82.8%     58.3%   84.8%    85.4%  78.0%   82.0%  80.0%
                                                B                                 F                    HI                                  m        p

HEDIS/CAHPS SUMMARY RATE     220       15     199        -     220        5     204       6     27    181       31     182         7      23      128     92     212      4
- 9-10                     63.2%    27.8%   70.1%            76.9%    11.4%   71.3%   25.0%  32.1%  78.7%    67.4%   62.5%     58.3%   69.7%    64.6%  61.3%   63.7%  40.0%
                                                B                                 F                    HI

Mean                        8.71     7.20    9.02     5.82    9.34     6.20    9.08    7.00   7.88   9.23     8.39    8.76      7.42    8.70     8.82   8.57    8.71   8.50

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q13.  A personal doctor is the one your child would see if 
he or she needs a checkup or gets sick or hurt. Does your 
child have a personal doctor?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        445       80     353       62     281       59     359      38    108    287       53     382        14      38      284    147     426     19
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      9        2       5        -       5        -       -       2      1      4        2       3         -       2        5      3       -      -

Yes                          426       76     338       60     273       59     359      34    103    277       50     367        12      37      269    144     426      -
                           95.7%    95.0%   95.8%    96.8%   97.2%   100.0%  100.0%   89.5%  95.4%  96.5%    94.3%   96.1%     85.7%   97.4%    94.7%  98.0%  100.0%       
                                                                                                                                                           o

No                            19        4      15        2       8        -       -       4      5     10        3      15         2       1       15      3       -     19
                            4.3%     5.0%    4.2%     3.2%    2.8%                    10.5%   4.6%   3.5%     5.7%    3.9%     14.3%    2.6%     5.3%   2.0%         100.0%
                                                                                                                                                    p

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q14.  In the last 6 months, how many times did your child 
visit his or her personal doctor for care?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               426       76     338       60     273       59     359      34    103    277       50     367        12      37      269    144     426      -

Total Valid Responses        420       74     335       60     272       59     354      33    101    275       50     361        12      37      266    144     420      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      6        2       3        -       1        -       5       1      2      2        -       6         -       -        3      -       6      -

None                          66       17      49        -       8       12      52       7     20     39        6      60         1       5       61      2      66      -
                           15.7%    23.0%   14.6%             2.9%    20.3%   14.7%   21.2%  19.8%  14.2%    12.0%   16.6%      8.3%   13.5%    22.9%   1.4%   15.7%       
                                                                                                                                                    P

1                            117       15      98       15      86       15     100       7     26     80       12     102         4       7      102     12     117      -
                           27.9%    20.3%   29.3%    25.0%   31.6%    25.4%   28.2%   21.2%  25.7%  29.1%    24.0%   28.3%     33.3%   18.9%    38.3%   8.3%   27.9%       
                                                b                                                                                                   P

2                            106       14      87       15      82       10      93       3     24     74       14      87         2      12       88     15     106      -
                           25.2%    18.9%   26.0%    25.0%   30.1%    16.9%   26.3%    9.1%  23.8%  26.9%    28.0%   24.1%     16.7%   32.4%    33.1%  10.4%   25.2%       
                                                                                  f              H      H                                           P

3                             59       11      47       12      45        9      50       5     15     38        7      52         2       5       11     48      59      -
                           14.0%    14.9%   14.0%    20.0%   16.5%    15.3%   14.1%   15.2%  14.9%  13.8%    14.0%   14.4%     16.7%   13.5%     4.1%  33.3%   14.0%       
                                                                                                                                                           O

4                             30        9      21        9      20        5      25       6      7     17        5      25         1       4        3     27      30      -
                            7.1%    12.2%    6.3%    15.0%    7.4%     8.5%    7.1%   18.2%   6.9%   6.2%    10.0%    6.9%      8.3%   10.8%     1.1%  18.8%    7.1%       
                                                                                          j                                                                O

5 to 9                        33        4      28        7      26        7      26       4      5     23        5      28         2       3        -     33      33      -
                            7.9%     5.4%    8.4%    11.7%    9.6%    11.9%    7.3%   12.1%   5.0%   8.4%    10.0%    7.8%     16.7%    8.1%           22.9%    7.9%       

10 or more                     9        4       5        2       5        1       8       1      4      4        1       7         -       1        1      7       9      -
                            2.1%     5.4%    1.5%     3.3%    1.8%     1.7%    2.3%    3.0%   4.0%   1.5%     2.0%    1.9%              2.7%     0.4%   4.9%    2.1%       
                                                                                                                                                           O

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q15. (HWDC)In the last 6 months, how often did your child's 
personal doctor explain things in a way that was easy to 
understand?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               354       57     286       60     264       47     302      26     81    236       44     301        11      32      205    142     354      -

Total Valid Responses        349       56     283       59     260       47     297      26     80    233       42     300        11      30      204    138     349      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      5        1       3        1       4        -       5       -      1      3        2       1         -       2        1      4       5      -

Always                       281       40     236       30     225       19     257      18     56    202       31     244         7      23      162    113     281      -
                           80.5%    71.4%   83.4%    50.8%   86.5%    40.4%   86.5%   69.2%  70.0%  86.7%    73.8%   81.3%     63.6%   76.7%    79.4%  81.9%   80.5%       
                                                b                D                F                    hI

Usually                       44       11      31       14      26       12      32       4     19     19        3      40         -       3       25     18      44      -
                           12.6%    19.6%   11.0%    23.7%   10.0%    25.5%   10.8%   15.4%  23.8%   8.2%     7.1%   13.3%             10.0%    12.3%  13.0%   12.6%       
                                                         E                G                      J

Sometimes                     20        5      13       13       7       13       7       4      4     10        8      12         4       4       14      6      20      -
                            5.7%     8.9%    4.6%    22.0%    2.7%    27.7%    2.4%   15.4%   5.0%   4.3%    19.0%    4.0%     36.4%   13.3%     6.9%   4.3%    5.7%       
                                                         E                G                                      L

Never                          4        -       3        2       2        3       1       -      1      2        -       4         -       -        3      1       4      -
                            1.1%             1.1%     3.4%    0.8%     6.4%    0.3%           1.3%   0.9%             1.3%                       1.5%   0.7%    1.1%       
                                                                          g

HEDIS/CAHPS SUMMARY RATE     325       51     267       44     251       31     289      22     75    221       34     284         7      26      187    131     325      -
- Always/Usually           93.1%    91.1%   94.3%    74.6%   96.5%    66.0%   97.3%   84.6%  93.8%  94.8%    81.0%   94.7%     63.6%   86.7%    91.7%  94.9%   93.1%       
                                                                 D                F                                      K

HEDIS/CAHPS SUMMARY RATE     281       40     236       30     225       19     257      18     56    202       31     244         7      23      162    113     281      -
- Always                   80.5%    71.4%   83.4%    50.8%   86.5%    40.4%   86.5%   69.2%  70.0%  86.7%    73.8%   81.3%     63.6%   76.7%    79.4%  81.9%   80.5%       
                                                b                D                F                    hI

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q16. (HWDC)In the last 6 months, how often did your child's 
personal doctor listen carefully to you?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               354       57     286       60     264       47     302      26     81    236       44     301        11      32      205    142     354      -

Total Valid Responses        349       55     283       60     260       47     297      25     80    233       42     299        11      30      203    139     349      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      5        2       3        -       4        -       5       1      1      3        2       2         -       2        2      3       5      -

Always                       284       38     239       29     229       16     263      19     54    204       31     246         8      22      168    110     284      -
                           81.4%    69.1%   84.5%    48.3%   88.1%    34.0%   88.6%   76.0%  67.5%  87.6%    73.8%   82.3%     72.7%   73.3%    82.8%  79.1%   81.4%       
                                                B                D                F                     I

Usually                       43       11      31       18      22       11      32       2     21     19        3      39         -       3       21     21      43      -
                           12.3%    20.0%   11.0%    30.0%    8.5%    23.4%   10.8%    8.0%  26.3%   8.2%     7.1%   13.0%             10.0%    10.3%  15.1%   12.3%       
                                                         E                G                     HJ

Sometimes                     18        5      11       11       7       16       2       3      5      8        7      11         2       5       12      6      18      -
                            5.2%     9.1%    3.9%    18.3%    2.7%    34.0%    0.7%   12.0%   6.3%   3.4%    16.7%    3.7%     18.2%   16.7%     5.9%   4.3%    5.2%       
                                                         E                G                                      L

Never                          4        1       2        2       2        4       -       1      -      2        1       3         1       -        2      2       4      -
                            1.1%     1.8%    0.7%     3.3%    0.8%     8.5%            4.0%          0.9%     2.4%    1.0%      9.1%             1.0%   1.4%    1.1%       

HEDIS/CAHPS SUMMARY RATE     327       49     270       47     251       27     295      21     75    223       34     285         8      25      189    131     327      -
- Always/Usually           93.7%    89.1%   95.4%    78.3%   96.5%    57.4%   99.3%   84.0%  93.8%  95.7%    81.0%   95.3%     72.7%   83.3%    93.1%  94.2%   93.7%       
                                                                 D                F                                      K

HEDIS/CAHPS SUMMARY RATE     284       38     239       29     229       16     263      19     54    204       31     246         8      22      168    110     284      -
- Always                   81.4%    69.1%   84.5%    48.3%   88.1%    34.0%   88.6%   76.0%  67.5%  87.6%    73.8%   82.3%     72.7%   73.3%    82.8%  79.1%   81.4%       
                                                B                D                F                     I

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q17. (HWDC)In the last 6 months, how often did your child's 
personal doctor show respect for what you had to say?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               354       57     286       60     264       47     302      26     81    236       44     301        11      32      205    142     354      -

Total Valid Responses        352       56     285       59     263       46     301      25     80    236       44     299        11      32      204    141     352      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      2        1       1        1       1        1       1       1      1      -        -       2         -       -        1      1       2      -

Always                       286       37     242       31     230       17     264      19     53    207       34     245         8      25      161    119     286      -
                           81.3%    66.1%   84.9%    52.5%   87.5%    37.0%   87.7%   76.0%  66.3%  87.7%    77.3%   81.9%     72.7%   78.1%    78.9%  84.4%   81.3%       
                                                B                D                F                     I

Usually                       43       13      28       16      22       13      30       3     22     16        2      39         1       1       31     11      43      -
                           12.2%    23.2%    9.8%    27.1%    8.4%    28.3%   10.0%   12.0%  27.5%   6.8%     4.5%   13.0%      9.1%    3.1%    15.2%   7.8%   12.2%       
                                        C                E                G                     hJ                       K                          P

Sometimes                     17        3      13        7      10       11       6       2      3     11        5      12         1       4       10      7      17      -
                            4.8%     5.4%    4.6%    11.9%    3.8%    23.9%    2.0%    8.0%   3.8%   4.7%    11.4%    4.0%      9.1%   12.5%     4.9%   5.0%    4.8%       
                                                         e                G

Never                          6        3       2        5       1        5       1       1      2      2        3       3         1       2        2      4       6      -
                            1.7%     5.4%    0.7%     8.5%    0.4%    10.9%    0.3%    4.0%   2.5%   0.8%     6.8%    1.0%      9.1%    6.3%     1.0%   2.8%    1.7%       
                                                         E                G

HEDIS/CAHPS SUMMARY RATE     329       50     270       47     252       30     294      22     75    223       36     284         9      26      192    130     329      -
- Always/Usually           93.5%    89.3%   94.7%    79.7%   95.8%    65.2%   97.7%   88.0%  93.8%  94.5%    81.8%   95.0%     81.8%   81.3%    94.1%  92.2%   93.5%       
                                                                 D                F                                      K

HEDIS/CAHPS SUMMARY RATE     286       37     242       31     230       17     264      19     53    207       34     245         8      25      161    119     286      -
- Always                   81.3%    66.1%   84.9%    52.5%   87.5%    37.0%   87.7%   76.0%  66.3%  87.7%    77.3%   81.9%     72.7%   78.1%    78.9%  84.4%   81.3%       
                                                B                D                F                     I

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 83

                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q18.  Is your child able to talk with doctors about his or 
her health care?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               354       57     286       60     264       47     302      26     81    236       44     301        11      32      205    142     354      -

Total Valid Responses        350       55     284       59     261       46     299      25     79    235       43     299        10      32      203    140     350      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      4        2       2        1       3        1       3       1      2      1        1       2         1       -        2      2       4      -

Yes                          211       30     174       35     159       27     179      19     36    149       27     178         6      20      124     84     211      -
                           60.3%    54.5%   61.3%    59.3%   60.9%    58.7%   59.9%   76.0%  45.6%  63.4%    62.8%   59.5%     60.0%   62.5%    61.1%  60.0%   60.3%       
                                                                                          I             I

No                           139       25     110       24     102       19     120       6     43     86       16     121         4      12       79     56     139      -
                           39.7%    45.5%   38.7%    40.7%   39.1%    41.3%   40.1%   24.0%  54.4%  36.6%    37.2%   40.5%     40.0%   37.5%    38.9%  40.0%   39.7%       
                                                                                                HJ

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q19.  In the last 6 months, how often did your child's 
personal doctor explain things in a way that was easy for 
your child to understand?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               211       30     174       35     159       27     179      19     36    149       27     178         6      20      124     84     211      -

Total Valid Responses        208       28     174       34     157       27     176      18     35    149       27     176         6      20      122     83     208      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      3        2       -        1       2        -       3       1      1      -        -       2         -       -        2      1       3      -

Always                       154       15     134       15     125       10     140       9     24    116       17     133         2      14       96     56     154      -
                           74.0%    53.6%   77.0%    44.1%   79.6%    37.0%   79.5%   50.0%  68.6%  77.9%    63.0%   75.6%     33.3%   70.0%    78.7%  67.5%   74.0%       
                                                B                D                F                     H                                  m        p

Usually                       34        8      25        9      23        5      28       4      8     21        7      26         1       6       18     16      34      -
                           16.3%    28.6%   14.4%    26.5%   14.6%    18.5%   15.9%   22.2%  22.9%  14.1%    25.9%   14.8%     16.7%   30.0%    14.8%  19.3%   16.3%       

Sometimes                     15        3      12        8       6       10       5       3      2     10        1      14         1       -        6      8      15      -
                            7.2%    10.7%    6.9%    23.5%    3.8%    37.0%    2.8%   16.7%   5.7%   6.7%     3.7%    8.0%     16.7%             4.9%   9.6%    7.2%       
                                                         E                G

Never                          5        2       3        2       3        2       3       2      1      2        2       3         2       -        2      3       5      -
                            2.4%     7.1%    1.7%     5.9%    1.9%     7.4%    1.7%   11.1%   2.9%   1.3%     7.4%    1.7%     33.3%             1.6%   3.6%    2.4%       

HEDIS/CAHPS SUMMARY RATE     188       23     159       24     148       15     168      13     32    137       24     159         3      20      114     72     188      -
- Always/Usually           90.4%    82.1%   91.4%    70.6%   94.3%    55.6%   95.5%   72.2%  91.4%  91.9%    88.9%   90.3%     50.0%  100.0%    93.4%  86.7%   90.4%       
                                                                 D                F              h      h                                  M

HEDIS/CAHPS SUMMARY RATE     154       15     134       15     125       10     140       9     24    116       17     133         2      14       96     56     154      -
- Always                   74.0%    53.6%   77.0%    44.1%   79.6%    37.0%   79.5%   50.0%  68.6%  77.9%    63.0%   75.6%     33.3%   70.0%    78.7%  67.5%   74.0%       
                                                B                D                F                     H                                  m        p

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q20. (HWDC)In the last 6 months, how often did your child's 
personal doctor spend enough time with your child?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               354       57     286       60     264       47     302      26     81    236       44     301        11      32      205    142     354      -

Total Valid Responses        350       56     284       60     260       47     299      26     80    234       43     300        11      31      203    140     350      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      4        1       2        -       4        -       3       -      1      2        1       1         -       1        2      2       4      -

Always                       233       28     201       22     189        8     222      16     39    174       33     196         8      24      128     99     233      -
                           66.6%    50.0%   70.8%    36.7%   72.7%    17.0%   74.2%   61.5%  48.8%  74.4%    76.7%   65.3%     72.7%   77.4%    63.1%  70.7%   66.6%       
                                                B                D                F                     I

Usually                       61       14      45       13      42       11      49       2     26     31        1      58         -       1       40     20      61      -
                           17.4%    25.0%   15.8%    21.7%   16.2%    23.4%   16.4%    7.7%  32.5%  13.2%     2.3%   19.3%              3.2%    19.7%  14.3%   17.4%       
                                                                                                HJ                       K

Sometimes                     43        8      32       19      23       18      25       5     12     23        2      40         1       1       27     16      43      -
                           12.3%    14.3%   11.3%    31.7%    8.8%    38.3%    8.4%   19.2%  15.0%   9.8%     4.7%   13.3%      9.1%    3.2%    13.3%  11.4%   12.3%       
                                                         E                G                                              K

Never                         13        6       6        6       6       10       3       3      3      6        7       6         2       5        8      5      13      -
                            3.7%    10.7%    2.1%    10.0%    2.3%    21.3%    1.0%   11.5%   3.8%   2.6%    16.3%    2.0%     18.2%   16.1%     3.9%   3.6%    3.7%       
                                        C                e                G                                      L

HEDIS/CAHPS SUMMARY RATE     294       42     246       35     231       19     271      18     65    205       34     254         8      25      168    119     294      -
- Always/Usually           84.0%    75.0%   86.6%    58.3%   88.8%    40.4%   90.6%   69.2%  81.3%  87.6%    79.1%   84.7%     72.7%   80.6%    82.8%  85.0%   84.0%       
                                                b                D                F                     H

HEDIS/CAHPS SUMMARY RATE     233       28     201       22     189        8     222      16     39    174       33     196         8      24      128     99     233      -
- Always                   66.6%    50.0%   70.8%    36.7%   72.7%    17.0%   74.2%   61.5%  48.8%  74.4%    76.7%   65.3%     72.7%   77.4%    63.1%  70.7%   66.6%       
                                                B                D                F                     I

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q21.  In the last 6 months, did your child's personal 
doctor talk with you about how your child is feeling, 
growing, or behaving?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               354       57     286       60     264       47     302      26     81    236       44     301        11      32      205    142     354      -

Total Valid Responses        349       56     283       60     259       47     299      26     79    234       43     299        11      31      202    140     349      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      5        1       3        -       5        -       3       -      2      2        1       2         -       1        3      2       5      -

Yes                          292       41     244       40     230       27     263      19     62    204       34     253         8      25      167    120     292      -
                           83.7%    73.2%   86.2%    66.7%   88.8%    57.4%   88.0%   73.1%  78.5%  87.2%    79.1%   84.6%     72.7%   80.6%    82.7%  85.7%   83.7%       
                                                B                D                F                     i

No                            57       15      39       20      29       20      36       7     17     30        9      46         3       6       35     20      57      -
                           16.3%    26.8%   13.8%    33.3%   11.2%    42.6%   12.0%   26.9%  21.5%  12.8%    20.9%   15.4%     27.3%   19.4%    17.3%  14.3%   16.3%       
                                        C                E                G                      j

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q22. In the last 6 months, did your child get care from a 
doctor or other health provider besides his or her personal 
doctor?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               354       57     286       60     264       47     302      26     81    236       44     301        11      32      205    142     354      -

Total Valid Responses        348       55     284       59     259       46     298      26     78    235       43     299        11      31      201    140     348      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      6        2       2        1       5        1       4       -      3      1        1       2         -       1        4      2       6      -

Yes                          134       24     106       28      97       20     113      15     30     85       22     111         7      15       58     74     134      -
                           38.5%    43.6%   37.3%    47.5%   37.5%    43.5%   37.9%   57.7%  38.5%  36.2%    51.2%   37.1%     63.6%   48.4%    28.9%  52.9%   38.5%       
                                                                                         iJ                      l                                         O

No                           214       31     178       31     162       26     185      11     48    150       21     188         4      16      143     66     214      -
                           61.5%    56.4%   62.7%    52.5%   62.5%    56.5%   62.1%   42.3%  61.5%  63.8%    48.8%   62.9%     36.4%   51.6%    71.1%  47.1%   61.5%       
                                                                                                 h      H                k                          P

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q23. (CC)In the last 6 months, how often did your child's 
personal doctor seem informed and up-to-date about the care 
your child got from these doctors or other health providers?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               134       24     106       28      97       20     113      15     30     85       22     111         7      15       58     74     134      -

Total Valid Responses        129       23     102       27      93       19     110      14     30     81       22     106         7      15       55     72     129      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      5        1       4        1       4        1       3       1      -      4        -       5         -       -        3      2       5      -

Always                        75       10      64        6      61        4      71       7     14     53       11      63         2       9       32     41      75      -
                           58.1%    43.5%   62.7%    22.2%   65.6%    21.1%   64.5%   50.0%  46.7%  65.4%    50.0%   59.4%     28.6%   60.0%    58.2%  56.9%   58.1%       
                                                b                D                F                     i

Usually                       26        4      22        7      18        2      24       2      8     16        2      24         1       1       12     14      26      -
                           20.2%    17.4%   21.6%    25.9%   19.4%    10.5%   21.8%   14.3%  26.7%  19.8%     9.1%   22.6%     14.3%    6.7%    21.8%  19.4%   20.2%       
                                                                                                                         k

Sometimes                     13        3       8        4       9        3      10       1      4      6        3      10         -       3        6      7      13      -
                           10.1%    13.0%    7.8%    14.8%    9.7%    15.8%    9.1%    7.1%  13.3%   7.4%    13.6%    9.4%             20.0%    10.9%   9.7%   10.1%       

Never                         15        6       8       10       5       10       5       4      4      6        6       9         4       2        5     10      15      -
                           11.6%    26.1%    7.8%    37.0%    5.4%    52.6%    4.5%   28.6%  13.3%   7.4%    27.3%    8.5%     57.1%   13.3%     9.1%  13.9%   11.6%       
                                        c                E                G               j                      l                 N

HEDIS/CAHPS SUMMARY RATE     101       14      86       13      79        6      95       9     22     69       13      87         3      10       44     55     101      -
- Always/Usually           78.3%    60.9%   84.3%    48.1%   84.9%    31.6%   86.4%   64.3%  73.3%  85.2%    59.1%   82.1%     42.9%   66.7%    80.0%  76.4%   78.3%       
                                                B                D                F                                      K

HEDIS/CAHPS SUMMARY RATE      75       10      64        6      61        4      71       7     14     53       11      63         2       9       32     41      75      -
- Always                   58.1%    43.5%   62.7%    22.2%   65.6%    21.1%   64.5%   50.0%  46.7%  65.4%    50.0%   59.4%     28.6%   60.0%    58.2%  56.9%   58.1%       
                                                b                D                F                     i

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q24. Using any number from 0 to 10, where 0 is the worst 
personal doctor possible and 10 is the best personal doctor 
possible, what number would you use to rate your child's 
personal doctor?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               426       76     338       60     273       59     359      34    103    277       50     367        12      37      269    144     426      -

Total Valid Responses        418       75     334       60     270       59     359      33    102    274       49     361        12      36      262    144     418      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      8        1       4        -       3        -       -       1      1      3        1       6         -       1        7      -       8      -

10 - Best personal           224       22     197        9     166        -     224      10     29    180       27     192         7      19      145     71     224      -
doctor possible            53.6%    29.3%   59.0%    15.0%   61.5%            62.4%   30.3%  28.4%  65.7%    55.1%   53.2%     58.3%   52.8%    55.3%  49.3%   53.6%       
                                                B                D                                     HI

9                             74       12      62        8      54        -      74       4     24     46        5      67         1       4       41     31      74      -
                           17.7%    16.0%   18.6%    13.3%   20.0%            20.6%   12.1%  23.5%  16.8%    10.2%   18.6%      8.3%   11.1%    15.6%  21.5%   17.7%       
                                                                                                                         k

8                             61       15      45       10      39        -      61       7     26     27        5      55         1       4       39     20      61      -
                           14.6%    20.0%   13.5%    16.7%   14.4%            17.0%   21.2%  25.5%   9.9%    10.2%   15.2%      8.3%   11.1%    14.9%  13.9%   14.6%       
                                                                                                 J

7                             14        5       9        8       3       14       -       4      6      4        -      14         -       -        8      6      14      -
                            3.3%     6.7%    2.7%    13.3%    1.1%    23.7%           12.1%   5.9%   1.5%             3.9%                       3.1%   4.2%    3.3%       
                                                         E                                j      j

6                              9        4       3        7       1        9       -       -      4      3        1       8         -       1        5      4       9      -
                            2.2%     5.3%    0.9%    11.7%    0.4%    15.3%                   3.9%   1.1%     2.0%    2.2%              2.8%     1.9%   2.8%    2.2%       
                                        c                E

5                             13        7       6        7       2       13       -       2      6      5        2      11         -       2        9      4      13      -
                            3.1%     9.3%    1.8%    11.7%    0.7%    22.0%            6.1%   5.9%   1.8%     4.1%    3.0%              5.6%     3.4%   2.8%    3.1%       
                                        C                E                                       j

4                             12        6       6        7       2       12       -       3      5      4        3       9         1       2        7      5      12      -
                            2.9%     8.0%    1.8%    11.7%    0.7%    20.3%            9.1%   4.9%   1.5%     6.1%    2.5%      8.3%    5.6%     2.7%   3.5%    2.9%       
                                        c                E

3                              2        1       1        -       1        2       -       -      1      1        2       -         -       2        1      1       2      -
                            0.5%     1.3%    0.3%             0.4%     3.4%                   1.0%   0.4%     4.1%                      5.6%     0.4%   0.7%    0.5%       

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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Q24. Using any number from 0 to 10, where 0 is the worst 
personal doctor possible and 10 is the best personal doctor 
possible, what number would you use to rate your child's 
personal doctor?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

2                              3        -       2        2       -        3       -       -      -      2        1       2         -       1        2      1       3      -
                            0.7%             0.6%     3.3%             5.1%                          0.7%     2.0%    0.6%              2.8%     0.8%   0.7%    0.7%       

1                              4        3       1        2       1        4       -       3      -      1        3       1         2       1        3      1       4      -
                            1.0%     4.0%    0.3%     3.3%    0.4%     6.8%            9.1%          0.4%     6.1%    0.3%     16.7%    2.8%     1.1%   0.7%    1.0%       
                                                                                          j                      l

0 - Worst personal             2        -       2        -       1        2       -       -      1      1        -       2         -       -        2      -       2      -
doctor possible             0.5%             0.6%             0.4%     3.4%                   1.0%   0.4%             0.6%                       0.8%           0.5%       

HEDIS/CAHPS SUMMARY RATE     359       49     304       27     259        -     359      21     79    253       37     314         9      27      225    122     359      -
- 8-10                     85.9%    65.3%   91.0%    45.0%   95.9%           100.0%   63.6%  77.5%  92.3%    75.5%   87.0%     75.0%   75.0%    85.9%  84.7%   85.9%       
                                                B                D                                     HI                k

HEDIS/CAHPS SUMMARY RATE     298       34     259       17     220        -     298      14     53    226       32     259         8      23      186    102     298      -
- 9-10                     71.3%    45.3%   77.5%    28.3%   81.5%            83.0%   42.4%  52.0%  82.5%    65.3%   71.7%     66.7%   63.9%    71.0%  70.8%   71.3%       
                                                B                D                                     HI

Mean                        8.79     7.63    9.07     6.82    9.29     4.76    9.45    7.42   8.17   9.22     8.04    8.88      7.75    8.08     8.78   8.76    8.79      -

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 91

                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q25. Specialists are doctors like surgeons, heart, allergy 
and skin doctors, and other doctors who specialize in one 
area of health care. In the last 6 months, did you try to 
make any appointments for your child to see a specialist?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        447       81     355       62     282       59     356      40    108    288       54     383        14      39      286    147     422     19
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      7        1       3        -       4        -       3       -      1      3        1       2         -       1        3      3       4      -

Yes                           87       21      64       18      62       12      72      12     26     47       13      73         5       8       32     53      85      -
                           19.5%    25.9%   18.0%    29.0%   22.0%    20.3%   20.2%   30.0%  24.1%  16.3%    24.1%   19.1%     35.7%   20.5%    11.2%  36.1%   20.1%       
                                                                                          j      j                                                         O

No                           360       60     291       44     220       47     284      28     82    241       41     310         9      31      254     94     337     19
                           80.5%    74.1%   82.0%    71.0%   78.0%    79.7%   79.8%   70.0%  75.9%  83.7%    75.9%   80.9%     64.3%   79.5%    88.8%  63.9%   79.9% 100.0%
                                                                                                       hi                                           P                     Q

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
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Q26. (GNC)In the last 6 months, how often was it easy to 
get appointments for your child with specialists?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible                87       21      64       18      62       12      72      12     26     47       13      73         5       8       32     53      85      -

Total Valid Responses         85       21      62       17      61       11      71      12     24     47       13      71         5       8       31     52      83      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      2        -       2        1       1        1       1       -      2      -        -       2         -       -        1      1       2      -

Always                        49        8      41        6      40        3      44       4     12     33        9      39         3       6       18     29      47      -
                           57.6%    38.1%   66.1%    35.3%   65.6%    27.3%   62.0%   33.3%  50.0%  70.2%    69.2%   54.9%     60.0%   75.0%    58.1%  55.8%   56.6%       
                                                B                D                F                    Hi

Usually                       24        7      17        7      14        6      18       3     10     11        3      21         2       1        8     16      24      -
                           28.2%    33.3%   27.4%    41.2%   23.0%    54.5%   25.4%   25.0%  41.7%  23.4%    23.1%   29.6%     40.0%   12.5%    25.8%  30.8%   28.9%       
                                                                          g

Sometimes                      8        5       2        2       6        1       7       4      2      1        -       8         -       -        3      5       8      -
                            9.4%    23.8%    3.2%    11.8%    9.8%     9.1%    9.9%   33.3%   8.3%   2.1%            11.3%                       9.7%   9.6%    9.6%       
                                        C                                                iJ

Never                          4        1       2        2       1        1       2       1      -      2        1       3         -       1        2      2       4      -
                            4.7%     4.8%    3.2%    11.8%    1.6%     9.1%    2.8%    8.3%          4.3%     7.7%    4.2%             12.5%     6.5%   3.8%    4.8%       

HEDIS/CAHPS SUMMARY RATE      73       15      58       13      54        9      62       7     22     44       12      60         5       7       26     45      71      -
- Always/Usually           85.9%    71.4%   93.5%    76.5%   88.5%    81.8%   87.3%   58.3%  91.7%  93.6%    92.3%   84.5%    100.0%   87.5%    83.9%  86.5%   85.5%       
                                                B                                                H      H

HEDIS/CAHPS SUMMARY RATE      49        8      41        6      40        3      44       4     12     33        9      39         3       6       18     29      47      -
- Always                   57.6%    38.1%   66.1%    35.3%   65.6%    27.3%   62.0%   33.3%  50.0%  70.2%    69.2%   54.9%     60.0%   75.0%    58.1%  55.8%   56.6%       
                                                B                D                F                    Hi

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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Q27.  How many specialists has your child seen in the last 
6 months?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible                87       21      64       18      62       12      72      12     26     47       13      73         5       8       32     53      85      -

Total Valid Responses         87       21      64       18      62       12      72      12     26     47       13      73         5       8       32     53      85      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -

None                           7        1       5        -       5        -       6       1      1      4        1       6         -       1        4      3       7      -
                            8.0%     4.8%    7.8%             8.1%             8.3%    8.3%   3.8%   8.5%     7.7%    8.2%             12.5%    12.5%   5.7%    8.2%       

1 specialist                  59       11      47       12      44        8      50       5     18     35        9      50         4       5       25     33      58      -
                           67.8%    52.4%   73.4%    66.7%   71.0%    66.7%   69.4%   41.7%  69.2%  74.5%    69.2%   68.5%     80.0%   62.5%    78.1%  62.3%   68.2%       
                                                b                                                       H

2                             14        5       9        2      11        2      11       4      3      7        1      12         -       1        2     11      13      -
                           16.1%    23.8%   14.1%    11.1%   17.7%    16.7%   15.3%   33.3%  11.5%  14.9%     7.7%   16.4%             12.5%     6.3%  20.8%   15.3%       
                                                                                                                                                           O

3                              7        4       3        4       2        2       5       2      4      1        2       5         1       1        1      6       7      -
                            8.0%    19.0%    4.7%    22.2%    3.2%    16.7%    6.9%   16.7%  15.4%   2.1%    15.4%    6.8%     20.0%   12.5%     3.1%  11.3%    8.2%       
                                                         e                                       j

4                              -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -
                                                                                                                                                                           

5 or more specialist           -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -
                                                                                                                                                                           

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q28.  Using any number from 0 to 10, where 0 is the worst 
specialist possible and 10 is the best specialist possible, 
what number would you use to rate that specialist?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible                80       20      59       18      57       12      66      11     25     43       12      67         5       7       28     50      78      -

Total Valid Responses         79       20      58       18      56       12      65      11     25     42       12      66         5       7       28     49      77      -
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0%       

No Answer                      1        -       1        -       1        -       1       -      -      1        -       1         -       -        -      1       1      -

10 - Best specialist          32        7      25        4      25        3      28       3      7     22        6      25         2       4       13     17      31      -
possible                   40.5%    35.0%   43.1%    22.2%   44.6%    25.0%   43.1%   27.3%  28.0%  52.4%    50.0%   37.9%     40.0%   57.1%    46.4%  34.7%   40.3%       
                                                                 d                                      I

9                             13        4       9        2      11        2      11       2      4      7        2      11         2       -        4      9      13      -
                           16.5%    20.0%   15.5%    11.1%   19.6%    16.7%   16.9%   18.2%  16.0%  16.7%    16.7%   16.7%     40.0%            14.3%  18.4%   16.9%       

8                             13        3       9        3      10        3       9       2      7      3        3      10         -       3        5      8      12      -
                           16.5%    15.0%   15.5%    16.7%   17.9%    25.0%   13.8%   18.2%  28.0%   7.1%    25.0%   15.2%             42.9%    17.9%  16.3%   15.6%       
                                                                                                 J

7                              8        2       6        4       3        3       5       1      4      3        -       8         -       -        1      7       8      -
                           10.1%    10.0%   10.3%    22.2%    5.4%    25.0%    7.7%    9.1%  16.0%   7.1%            12.1%                       3.6%  14.3%   10.4%       
                                                         e                                                                                                 o

6                              3        1       2        1       1        -       3       -      2      1        -       3         -       -        2      1       3      -
                            3.8%     5.0%    3.4%     5.6%    1.8%             4.6%           8.0%   2.4%             4.5%                       7.1%   2.0%    3.9%       

5                              7        3       4        3       4        1       6       3      1      3        1       6         1       -        2      5       7      -
                            8.9%    15.0%    6.9%    16.7%    7.1%     8.3%    9.2%   27.3%   4.0%   7.1%     8.3%    9.1%     20.0%             7.1%  10.2%    9.1%       
                                                                                          i

4                              1        -       1        -       1        -       1       -      -      1        -       1         -       -        -      1       1      -
                            1.3%             1.7%             1.8%             1.5%                  2.4%             1.5%                              2.0%    1.3%       

3                              1        -       1        -       1        -       1       -      -      1        -       1         -       -        1      -       1      -
                            1.3%             1.7%             1.8%             1.5%                  2.4%             1.5%                       3.6%           1.3%       

2                              -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -
                                                                                                                                                                           

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q28.  Using any number from 0 to 10, where 0 is the worst 
specialist possible and 10 is the best specialist possible, 
what number would you use to rate that specialist?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

1                              1        -       1        1       -        -       1       -      -      1        -       1         -       -        -      1       1      -
                            1.3%             1.7%     5.6%                     1.5%                  2.4%             1.5%                              2.0%    1.3%       

0 - Worst specialist           -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -
possible                                                                                                                                                                   

HEDIS/CAHPS SUMMARY RATE      58       14      43        9      46        8      48       7     18     32       11      46         4       7       22     34      56      -
- 8-10                     73.4%    70.0%   74.1%    50.0%   82.1%    66.7%   73.8%   63.6%  72.0%  76.2%    91.7%   69.7%     80.0%  100.0%    78.6%  69.4%   72.7%       
                                                                 D                                               L

HEDIS/CAHPS SUMMARY RATE      45       11      34        6      36        5      39       5     11     29        8      36         4       4       17     26      44      -
- 9-10                     57.0%    55.0%   58.6%    33.3%   64.3%    41.7%   60.0%   45.5%  44.0%  69.0%    66.7%   54.5%     80.0%   57.1%    60.7%  53.1%   57.1%       
                                                                 D                                      I

Mean                        8.33     8.25    8.36     7.33    8.63     8.17    8.34    7.82   8.28   8.50     8.92    8.20      8.60    9.14     8.50   8.16    8.31      -

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q29. In the last 6 months, did you try to get any kind of 
care, tests or treatment for your child through his or her 
health plan?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        439       80     350       61     277       58     350      39    107    284       53     378        14      38      279    147     414     18
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     15        2       8        1       9        1       9       1      2      7        2       7         -       2       10      3      12      1

Yes                          169       29     136       33     119       24     132      16     44    105       30     135        10      20       82     83     160      6
                           38.5%    36.3%   38.9%    54.1%   43.0%    41.4%   37.7%   41.0%  41.1%  37.0%    56.6%   35.7%     71.4%   52.6%    29.4%  56.5%   38.6%  33.3%
                                                                                                                 L                                         O

No                           270       51     214       28     158       34     218      23     63    179       23     243         4      18      197     64     254     12
                           61.5%    63.8%   61.1%    45.9%   57.0%    58.6%   62.3%   59.0%  58.9%  63.0%    43.4%   64.3%     28.6%   47.4%    70.6%  43.5%   61.4%  66.7%
                                                                                                                         K                          P

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q30. (GNC)In the last 6 months, how often was it easy to 
get the care, tests or treatment you thought your child 
needed through his or her health plan?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               169       29     136       33     119       24     132      16     44    105       30     135        10      20       82     83     160      6

Total Valid Responses        168       29     135       33     118       24     131      16     44    104       30     134        10      20       81     83     159      6
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      1        -       1        -       1        -       1       -      -      1        -       1         -       -        1      -       1      -

Always                       116        8     106       15      89       11      95       3     19     92       22      92         6      16       61     52     109      6
                           69.0%    27.6%   78.5%    45.5%   75.4%    45.8%   72.5%   18.8%  43.2%  88.5%    73.3%   68.7%     60.0%   80.0%    75.3%  62.7%   68.6% 100.0%
                                                B                D                F              H     HI                                           p                     Q

Usually                       28        7      20        8      20        4      22       4     14      9        3      24         2       1        9     19      27      -
                           16.7%    24.1%   14.8%    24.2%   16.9%    16.7%   16.8%   25.0%  31.8%   8.7%    10.0%   17.9%     20.0%    5.0%    11.1%  22.9%   17.0%       
                                                                                                 J                                                         O

Sometimes                     20       12       7        8       8        6      13       8      8      3        4      15         2       2        9     10      19      -
                           11.9%    41.4%    5.2%    24.2%    6.8%    25.0%    9.9%   50.0%  18.2%   2.9%    13.3%   11.2%     20.0%   10.0%    11.1%  12.0%   11.9%       
                                        C                E                               IJ      J

Never                          4        2       2        2       1        3       1       1      3      -        1       3         -       1        2      2       4      -
                            2.4%     6.9%    1.5%     6.1%    0.8%    12.5%    0.8%    6.3%   6.8%            3.3%    2.2%              5.0%     2.5%   2.4%    2.5%       
                                                                          g

HEDIS/CAHPS SUMMARY RATE     144       15     126       23     109       15     117       7     33    101       25     116         8      17       70     71     136      6
- Always/Usually           85.7%    51.7%   93.3%    69.7%   92.4%    62.5%   89.3%   43.8%  75.0%  97.1%    83.3%   86.6%     80.0%   85.0%    86.4%  85.5%   85.5% 100.0%
                                                B                D                F              H     HI                                                                 Q

HEDIS/CAHPS SUMMARY RATE     116        8     106       15      89       11      95       3     19     92       22      92         6      16       61     52     109      6
- Always                   69.0%    27.6%   78.5%    45.5%   75.4%    45.8%   72.5%   18.8%  43.2%  88.5%    73.3%   68.7%     60.0%   80.0%    75.3%  62.7%   68.6% 100.0%
                                                B                D                F              H     HI                                           p                     Q

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q31. In the last 6 months, did you try to get information 
or help from customer service at your child's health plan?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        440       79     353       60     277       59     351      38    105    289       55     385        14      40      279    147     417     18
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     14        3       5        2       9        -       8       2      4      2        -       -         -       -       10      3       9      1

Yes                           55       12      42       10      36       12      37       6     12     36       55       -        14      40       33     21      50      3
                           12.5%    15.2%   11.9%    16.7%   13.0%    20.3%   10.5%   15.8%  11.4%  12.5%   100.0%            100.0%  100.0%    11.8%  14.3%   12.0%  16.7%
                                                                          g

No                           385       67     311       50     241       47     314      32     93    253        -     385         -       -      246    126     367     15
                           87.5%    84.8%   88.1%    83.3%   87.0%    79.7%   89.5%   84.2%  88.6%  87.5%           100.0%                      88.2%  85.7%   88.0%  83.3%
                                                                                  f

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q32. (CS)In the last 6 months, how often did customer 
service at your child's health plan give you the 
information or help you needed?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible                55       12      42       10      36       12      37       6     12     36       55       -        14      40       33     21      50      3

Total Valid Responses         54       12      41       10      35       12      36       6     12     35       54       -        14      40       32     21      49      3
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%            100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      1        -       1        -       1        -       1       -      -      1        1       -         -       -        1      -       1      -

Always                        30        3      27        3      24        7      20       1      4     25       30       -         -      30       18     12      28      1
                           55.6%    25.0%   65.9%    30.0%   68.6%    58.3%   55.6%   16.7%  33.3%  71.4%    55.6%                     75.0%    56.3%  57.1%   57.1%  33.3%
                                                B                D                                     HI

Usually                       10        1       8        2       4        2       7       -      4      5       10       -         -      10        6      3       9      -
                           18.5%     8.3%   19.5%    20.0%   11.4%    16.7%   19.4%          33.3%  14.3%    18.5%                     25.0%    18.8%  14.3%   18.4%       

Sometimes                     10        6       4        3       5        1       7       3      4      3       10       -        10       -        5      5       8      2
                           18.5%    50.0%    9.8%    30.0%   14.3%     8.3%   19.4%   50.0%  33.3%   8.6%    18.5%             71.4%            15.6%  23.8%   16.3%  66.7%
                                        C                                                 J      j                                                                        q

Never                          4        2       2        2       2        2       2       2      -      2        4       -         4       -        3      1       4      -
                            7.4%    16.7%    4.9%    20.0%    5.7%    16.7%    5.6%   33.3%          5.7%     7.4%             28.6%             9.4%   4.8%    8.2%       

HEDIS/CAHPS SUMMARY RATE      40        4      35        5      28        9      27       1      8     30       40       -         -      40       24     15      37      1
- Always/Usually           74.1%    33.3%   85.4%    50.0%   80.0%    75.0%   75.0%   16.7%  66.7%  85.7%    74.1%                    100.0%    75.0%  71.4%   75.5%  33.3%
                                                B                d                               H      H

HEDIS/CAHPS SUMMARY RATE      30        3      27        3      24        7      20       1      4     25       30       -         -      30       18     12      28      1
- Always                   55.6%    25.0%   65.9%    30.0%   68.6%    58.3%   55.6%   16.7%  33.3%  71.4%    55.6%                     75.0%    56.3%  57.1%   57.1%  33.3%
                                                B                D                                     HI

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q33. (CS)In the last 6 months, how often did customer 
service staff at your child's health plan treat you with 
courtesy and respect?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible                55       12      42       10      36       12      37       6     12     36       55       -        14      40       33     21      50      3

Total Valid Responses         55       12      42       10      36       12      37       6     12     36       55       -        14      40       33     21      50      3
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%            100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -

Always                        37        3      34        1      30        6      28       1      7     29       37       -         4      32       23     14      35      -
                           67.3%    25.0%   81.0%    10.0%   83.3%    50.0%   75.7%   16.7%  58.3%  80.6%    67.3%             28.6%   80.0%    69.7%  66.7%   70.0%       
                                                B                D                               H      H                                  M

Usually                       13        5       7        5       5        2       8       2      4      6       13       -         6       7        7      5      10      3
                           23.6%    41.7%   16.7%    50.0%   13.9%    16.7%   21.6%   33.3%  33.3%  16.7%    23.6%             42.9%   17.5%    21.2%  23.8%   20.0% 100.0%
                                                         E                                                                         n                                      Q

Sometimes                      4        3       1        3       1        3       1       2      1      1        4       -         3       1        2      2       4      -
                            7.3%    25.0%    2.4%    30.0%    2.8%    25.0%    2.7%   33.3%   8.3%   2.8%     7.3%             21.4%    2.5%     6.1%   9.5%    8.0%       
                                        c                e                g                                                        n

Never                          1        1       -        1       -        1       -       1      -      -        1       -         1       -        1      -       1      -
                            1.8%     8.3%            10.0%             8.3%           16.7%                   1.8%              7.1%             3.0%           2.0%       

HEDIS/CAHPS SUMMARY RATE      50        8      41        6      35        8      36       3     11     35       50       -        10      39       30     19      45      3
- Always/Usually           90.9%    66.7%   97.6%    60.0%   97.2%    66.7%   97.3%   50.0%  91.7%  97.2%    90.9%             71.4%   97.5%    90.9%  90.5%   90.0% 100.0%
                                                B                D                F              h      H                                  M                              Q

HEDIS/CAHPS SUMMARY RATE      37        3      34        1      30        6      28       1      7     29       37       -         4      32       23     14      35      -
- Always                   67.3%    25.0%   81.0%    10.0%   83.3%    50.0%   75.7%   16.7%  58.3%  80.6%    67.3%             28.6%   80.0%    69.7%  66.7%   70.0%       
                                                B                D                               H      H                                  M

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q34. In the last 6 months, did your child's health plan 
give you any forms to fill out?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        441       81     352       60     278       59     352      40    106    287       54     384        14      39      280    147     418     18
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     13        1       6        2       8        -       7       -      3      4        1       1         -       1        9      3       8      1

Yes                           89       16      71       16      60       10      69       9     12     66       21      67         5      15       46     39      83      4
                           20.2%    19.8%   20.2%    26.7%   21.6%    16.9%   19.6%   22.5%  11.3%  23.0%    38.9%   17.4%     35.7%   38.5%    16.4%  26.5%   19.9%  22.2%
                                                                                                        I        L                                         O

No                           352       65     281       44     218       49     283      31     94    221       33     317         9      24      234    108     335     14
                           79.8%    80.2%   79.8%    73.3%   78.4%    83.1%   80.4%   77.5%  88.7%  77.0%    61.1%   82.6%     64.3%   61.5%    83.6%  73.5%   80.1%  77.8%
                                                                                                 J                       K                          P

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 102

                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q35. In the last 6 months, how often were the forms from 
your child's health plan easy to fill out?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               441       81     352       60     278       59     352      40    106    287       54     384        14      39      280    147     418     18

Total Valid Responses        438       80     350       60     276       59     350      39    106    285       54     382        14      39      278    146     416     18
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      3        1       2        -       2        -       2       1      -      2        -       2         -       -        2      1       2      -

Always                       411       71     334       51     261       56     329      34    100    271       48     361        10      37      266    131     391     16
                           93.8%    88.8%   95.4%    85.0%   94.6%    94.9%   94.0%   87.2%  94.3%  95.1%    88.9%   94.5%     71.4%   94.9%    95.7%  89.7%   94.0%  88.9%
                                                b                D                                                                         m        P

Usually                       15        2      11        4       9        1      12       -      4      9        2      13         1       1        7      8      14      1
                            3.4%     2.5%    3.1%     6.7%    3.3%     1.7%    3.4%           3.8%   3.2%     3.7%    3.4%      7.1%    2.6%     2.5%   5.5%    3.4%   5.6%

Sometimes                     10        5       5        5       4        2       8       4      1      5        4       6         3       1        4      6      10      -
                            2.3%     6.3%    1.4%     8.3%    1.4%     3.4%    2.3%   10.3%   0.9%   1.8%     7.4%    1.6%     21.4%    2.6%     1.4%   4.1%    2.4%       
                                        c                e                               ij                                        n

Never                          2        2       -        -       2        -       1       1      1      -        -       2         -       -        1      1       1      1
                            0.5%     2.5%                     0.7%             0.3%    2.6%   0.9%                    0.5%                       0.4%   0.7%    0.2%   5.6%

HEDIS/CAHPS SUMMARY RATE     426       73     345       55     270       57     341      34    104    280       50     374        11      38      273    139     405     17
- Always/Usually           97.3%    91.3%   98.6%    91.7%   97.8%    96.6%   97.4%   87.2%  98.1%  98.2%    92.6%   97.9%     78.6%   97.4%    98.2%  95.2%   97.4%  94.4%
                                                B                d                               H      H                                  m

HEDIS/CAHPS SUMMARY RATE     411       71     334       51     261       56     329      34    100    271       48     361        10      37      266    131     391     16
- Always                   93.8%    88.8%   95.4%    85.0%   94.6%    94.9%   94.0%   87.2%  94.3%  95.1%    88.9%   94.5%     71.4%   94.9%    95.7%  89.7%   94.0%  88.9%
                                                b                D                                                                         m        P

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q36. Using any number from 0 to 10, where 0 is the worst 
health plan possible and 10 is the best health plan 
possible, what number would you use to rate your child's 
health plan? 

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        440       82     358       58     280       56     353      40    109    291       54     378        14      39      279    147     414     19
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     14        -       -        4       6        3       6       -      -      -        1       7         -       1       10      3      12      -

10 - Best health plan        226        -     226       12     162       16     199       -      -    226       27     198         5      21      149     68     218      6
possible                   51.4%            63.1%    20.7%   57.9%    28.6%   56.4%                 77.7%    50.0%   52.4%     35.7%   53.8%    53.4%  46.3%   52.7%  31.6%
                                                                 D                F                                                                                r

9                             65        -      65        8      48        5      54       -      -     65        9      55         -       9       41     22      59      4
                           14.8%            18.2%    13.8%   17.1%     8.9%   15.3%                 22.3%    16.7%   14.6%             23.1%    14.7%  15.0%   14.3%  21.1%

8                             67        -      67       13      41        9      51       -     67      -        6      58         1       5       40     25      61      5
                           15.2%            18.7%    22.4%   14.6%    16.1%   14.4%          61.5%           11.1%   15.3%      7.1%   12.8%    14.3%  17.0%   14.7%  26.3%

7                             42       42       -       15      15       14      28       -     42      -        6      35         3       3       29     13      42      -
                            9.5%    51.2%            25.9%    5.4%    25.0%    7.9%          38.5%           11.1%    9.3%     21.4%    7.7%    10.4%   8.8%   10.1%       
                                                         E                G

6                             13       13       -        3       6        4       8      13      -      -        1      11         1       -        5      8      12      1
                            3.0%    15.9%             5.2%    2.1%     7.1%    2.3%   32.5%                   1.9%    2.9%      7.1%             1.8%   5.4%    2.9%   5.3%
                                                                                                                                                           o

5                             17       17       -        3       4        3      10      17      -      -        1      15         -       1       10      6      14      1
                            3.9%    20.7%             5.2%    1.4%     5.4%    2.8%   42.5%                   1.9%    4.0%              2.6%     3.6%   4.1%    3.4%   5.3%

4                              3        3       -        1       2        1       1       3      -      -        1       2         1       -        -      3       2      1
                            0.7%     3.7%             1.7%    0.7%     1.8%    0.3%    7.5%                   1.9%    0.5%      7.1%                    2.0%    0.5%   5.3%

3                              1        1       -        -       1        -       1       1      -      -        -       1         -       -        1      -       1      -
                            0.2%     1.2%                     0.4%             0.3%    2.5%                           0.3%                       0.4%           0.2%       

2                              3        3       -        1       1        2       1       3      -      -        -       3         -       -        1      2       3      -
                            0.7%     3.7%             1.7%    0.4%     3.6%    0.3%    7.5%                           0.8%                       0.4%   1.4%    0.7%       

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q36. Using any number from 0 to 10, where 0 is the worst 
health plan possible and 10 is the best health plan 
possible, what number would you use to rate your child's 
health plan? 

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

1                              3        3       -        2       -        2       -       3      -      -        3       -         3       -        3      -       2      1
                            0.7%     3.7%             3.4%             3.6%            7.5%                   5.6%             21.4%             1.1%           0.5%   5.3%

0 - Worst health plan          -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -
possible                                                                                                                                                                   

SUMMARY  - 0-3                 7        7       -        3       2        4       2       7      -      -        3       4         3       -        5      2       6      1
                            1.6%     8.5%             5.2%    0.7%     7.1%    0.6%   17.5%                   5.6%    1.1%     21.4%             1.8%   1.4%    1.4%   5.3%
                                                                          g

SUMMARY - 4-7                 75       75       -       22      27       22      47      33     42      -        9      63         5       4       44     30      70      3
                           17.0%    91.5%            37.9%    9.6%    39.3%   13.3%   82.5%  38.5%           16.7%   16.7%     35.7%   10.3%    15.8%  20.4%   16.9%  15.8%
                                                         E                G               I                                        n

HEDIS/CAHPS SUMMARY RATE     358        -     358       33     251       30     304       -     67    291       42     311         6      35      230    115     338     15
- 8-10                     81.4%           100.0%    56.9%   89.6%    53.6%   86.1%          61.5% 100.0%    77.8%   82.3%     42.9%   89.7%    82.4%  78.2%   81.6%  78.9%
                                                                 D                F                     I                                  M

HEDIS/CAHPS SUMMARY RATE     291        -     291       20     210       21     253       -      -    291       36     253         5      30      190     90     277     10
- 9-10                     66.1%            81.3%    34.5%   75.0%    37.5%   71.7%                100.0%    66.7%   66.9%     35.7%   76.9%    68.1%  61.2%   66.9%  52.6%
                                                                 D                F                                                        M

Mean                         8.8      5.9     9.4      7.6     9.1      7.6     9.0     4.7    7.6    9.8      8.5     8.8       6.6     9.2      8.9    8.6     8.8    8.0

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q37.  In general, how would you rate your child's overall 
health?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        446       82     355       61     281       58     356      40    108    289       54     382        14      39      283    149     420     19
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      8        -       3        1       5        1       3       -      1      2        1       3         -       1        6      1       6      -

Excellent                    167       19     144       14     112       10     145       7     32    124       20     145         7      12      120     43     157      8
                           37.4%    23.2%   40.6%    23.0%   39.9%    17.2%   40.7%   17.5%  29.6%  42.9%    37.0%   38.0%     50.0%   30.8%    42.4%  28.9%   37.4%  42.1%
                                                B                D                F                    HI                                           P

Very good                    177       39     136       24     111       22     147      17     46    112       20     152         4      16      113     58     170      6
                           39.7%    47.6%   38.3%    39.3%   39.5%    37.9%   41.3%   42.5%  42.6%  38.8%    37.0%   39.8%     28.6%   41.0%    39.9%  38.9%   40.5%  31.6%

Good                          83       17      64       19      47       21      52      11     26     44       12      70         3       9       43     36      76      4
                           18.6%    20.7%   18.0%    31.1%   16.7%    36.2%   14.6%   27.5%  24.1%  15.2%    22.2%   18.3%     21.4%   23.1%    15.2%  24.2%   18.1%  21.1%
                                                         E                G               j      j                                                         O

Fair                          18        7      10        4      10        5      11       5      4      8        2      14         -       2        7     11      16      1
                            4.0%     8.5%    2.8%     6.6%    3.6%     8.6%    3.1%   12.5%   3.7%   2.8%     3.7%    3.7%              5.1%     2.5%   7.4%    3.8%   5.3%
                                        c                                                 j                                                                O

Poor                           1        -       1        -       1        -       1       -      -      1        -       1         -       -        -      1       1      -
                            0.2%             0.3%             0.4%             0.3%                  0.3%             0.3%                              0.7%    0.2%       

HEDIS/CAHPS SUMMARY RATE     344       58     280       38     223       32     292      24     78    236       40     297        11      28      233    101     327     14
- Excellent/Very good      77.1%    70.7%   78.9%    62.3%   79.4%    55.2%   82.0%   60.0%  72.2%  81.7%    74.1%   77.7%     78.6%   71.8%    82.3%  67.8%   77.9%  73.7%
                                                                 D                F                    Hi                                           P

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q38.  What is your child's age?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        446       81     357       61     281       58     355      40    108    290       55     382        14      40      284    148     420     19
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      8        1       1        1       5        1       4       -      1      1        -       3         -       -        5      2       6      -

Less than 1 year old          17        2      15        3      13        3      13       1      5     11        4      12         1       3        8      9      16      1
                            3.8%     2.5%    4.2%     4.9%    4.6%     5.2%    3.7%    2.5%   4.6%   3.8%     7.3%    3.1%      7.1%    7.5%     2.8%   6.1%    3.8%   5.3%

1                             48       10      37        9      34        6      41       2     11     34        6      42         4       2       23     22      47      1
                           10.8%    12.3%   10.4%    14.8%   12.1%    10.3%   11.5%    5.0%  10.2%  11.7%    10.9%   11.0%     28.6%    5.0%     8.1%  14.9%   11.2%   5.3%
                                                                                                        h                          n                       O

2                             34        2      32        4      27        5      27       1      9     24        2      32         -       2       21     12      32      2
                            7.6%     2.5%    9.0%     6.6%    9.6%     8.6%    7.6%    2.5%   8.3%   8.3%     3.6%    8.4%              5.0%     7.4%   8.1%    7.6%  10.5%
                                                B                                                       h

3                             22        3      19        3      14        4      18       1      6     15        6      16         -       6       14      7      22      -
                            4.9%     3.7%    5.3%     4.9%    5.0%     6.9%    5.1%    2.5%   5.6%   5.2%    10.9%    4.2%             15.0%     4.9%   4.7%    5.2%       

4                             20        7      13        1      13        3      15       4      6     10        4      16         1       3       14      5      18      -
                            4.5%     8.6%    3.6%     1.6%    4.6%     5.2%    4.2%   10.0%   5.6%   3.4%     7.3%    4.2%      7.1%    7.5%     4.9%   3.4%    4.3%       

5                             22        3      19        4      17        2      17       2      7     13        1      20         -       1       13      9      19      3
                            4.9%     3.7%    5.3%     6.6%    6.0%     3.4%    4.8%    5.0%   6.5%   4.5%     1.8%    5.2%              2.5%     4.6%   6.1%    4.5%  15.8%

6                             20        4      16        4      13        3      16       1      6     13        5      15         1       4       11      9      20      -
                            4.5%     4.9%    4.5%     6.6%    4.6%     5.2%    4.5%    2.5%   5.6%   4.5%     9.1%    3.9%      7.1%   10.0%     3.9%   6.1%    4.8%       

7                             21        3      17        1      14        1      18       2      4     14        4      16         1       3        8     10      19      1
                            4.7%     3.7%    4.8%     1.6%    5.0%     1.7%    5.1%    5.0%   3.7%   4.8%     7.3%    4.2%      7.1%    7.5%     2.8%   6.8%    4.5%   5.3%
                                                                                                                                                           o

8                             30        5      23        3      16        2      23       5      2     21        3      27         -       2       21      8      27      3
                            6.7%     6.2%    6.4%     4.9%    5.7%     3.4%    6.5%   12.5%   1.9%   7.2%     5.5%    7.1%              5.0%     7.4%   5.4%    6.4%  15.8%
                                                                                          I             I

9                             22        5      17        1      17        1      20       1      6     15        3      19         1       2       17      5      22      -
                            4.9%     6.2%    4.8%     1.6%    6.0%     1.7%    5.6%    2.5%   5.6%   5.2%     5.5%    5.0%      7.1%    5.0%     6.0%   3.4%    5.2%       
                                                                 D                f

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q38.  What is your child's age?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

10                            20        2      18        2      12        2      16       2      1     17        1      19         1       -       14      6      18      1
                            4.5%     2.5%    5.0%     3.3%    4.3%     3.4%    4.5%    5.0%   0.9%   5.9%     1.8%    5.0%      7.1%             4.9%   4.1%    4.3%   5.3%
                                                                                                        I

11                            21        4      16        3      11        3      17       3      4     13        1      18         -       1       16      4      20      -
                            4.7%     4.9%    4.5%     4.9%    3.9%     5.2%    4.8%    7.5%   3.7%   4.5%     1.8%    4.7%              2.5%     5.6%   2.7%    4.8%       

12                            30        5      25        4      21        4      25       1     11     18        1      28         -       1       23      7      29      1
                            6.7%     6.2%    7.0%     6.6%    7.5%     6.9%    7.0%    2.5%  10.2%   6.2%     1.8%    7.3%              2.5%     8.1%   4.7%    6.9%   5.3%
                                                                                                 H                       K

13                            28        4      23        2      14        6      18       1      9     17        3      25         1       2       22      4      27      1
                            6.3%     4.9%    6.4%     3.3%    5.0%    10.3%    5.1%    2.5%   8.3%   5.9%     5.5%    6.5%      7.1%    5.0%     7.7%   2.7%    6.4%   5.3%
                                                                                                                                                    P

14 or older                   91       22      67       17      45       13      71      13     21     55       11      77         3       8       59     31      84      5
                           20.4%    27.2%   18.8%    27.9%   16.0%    22.4%   20.0%   32.5%  19.4%  19.0%    20.0%   20.2%     21.4%   20.0%    20.8%  20.9%   20.0%  26.3%
                                                         e                                j

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q39. Is your child male or female?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        444       81     355       62     279       59     353      40    107    289       55     380        14      40      284    146     418     19
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     10        1       3        -       7        -       6       -      2      2        -       5         -       -        5      4       8      -

Male                         225       48     173       30     141       33     174      22     62    137       27     194         8      18      146     75     209     12
                           50.7%    59.3%   48.7%    48.4%   50.5%    55.9%   49.3%   55.0%  57.9%  47.4%    49.1%   51.1%     57.1%   45.0%    51.4%  51.4%   50.0%  63.2%

Female                       219       33     182       32     138       26     179      18     45    152       28     186         6      22      138     71     209      7
                           49.3%    40.7%   51.3%    51.6%   49.5%    44.1%   50.7%   45.0%  42.1%  52.6%    50.9%   48.9%     42.9%   55.0%    48.6%  48.6%   50.0%  36.8%
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Q40. Is your child of Hispanic or Latino origin or descent?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        436       79     348       62     274       58     346      39    103    285       53     375        12      40      277    145     411     19
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     18        3      10        -      12        1      13       1      6      6        2      10         2       -       12      5      15      -

Yes, Hispanic or Latino       46        8      35        8      29        7      36       2     11     30        9      34         2       7       23     20      44      2
                           10.6%    10.1%   10.1%    12.9%   10.6%    12.1%   10.4%    5.1%  10.7%  10.5%    17.0%    9.1%     16.7%   17.5%     8.3%  13.8%   10.7%  10.5%

No, not Hispanic or          390       71     313       54     245       51     310      37     92    255       44     341        10      33      254    125     367     17
Latino                     89.4%    89.9%   89.9%    87.1%   89.4%    87.9%   89.6%   94.9%  89.3%  89.5%    83.0%   90.9%     83.3%   82.5%    91.7%  86.2%   89.3%  89.5%
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Q41.  What is your child's race?  Please mark one or more.

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Valid Responses        454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        480       85     385       68     301       62     380      42    117    311       58     410        18      39      316    150     449     20

Total Respondents            431       78     346       60     273       56     343      39    105    280       52     370        14      37      276    143     405     19
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

White                        349       59     285       49     225       43     282      32     83    229       44     299        13      30      220    119     329     15
                           81.0%    75.6%   82.4%    81.7%   82.4%    76.8%   82.2%   82.1%  79.0%  81.8%    84.6%   80.8%     92.9%   81.1%    79.7%  83.2%   81.2%  78.9%

Black or African-             74       15      56       11      42       12      53       7     18     46        6      66         1       5       54     18      67      3
American                   17.2%    19.2%   16.2%    18.3%   15.4%    21.4%   15.5%   17.9%  17.1%  16.4%    11.5%   17.8%      7.1%   13.5%    19.6%  12.6%   16.5%  15.8%

Asian                          8        3       5        -       5        -       7       2      3      3        -       6         -       -        5      3       7      1
                            1.9%     3.8%    1.4%             1.8%             2.0%    5.1%   2.9%   1.1%             1.6%                       1.8%   2.1%    1.7%   5.3%

Native Hawaiian or other       1        -       1        -       -        -       1       -      -      1        -       1         -       -        1      -       1      -
Pacific Islander            0.2%             0.3%                              0.3%                  0.4%             0.3%                       0.4%           0.2%       

American Indian or            19        3      14        3       9        3      14       1      3     13        3      15         2       1       17      1      18      -
Alaska Native               4.4%     3.8%    4.0%     5.0%    3.3%     5.4%    4.1%    2.6%   2.9%   4.6%     5.8%    4.1%     14.3%    2.7%     6.2%   0.7%    4.4%       

Other                         29        5      24        5      20        4      23       -     10     19        5      23         2       3       19      9      27      1
                            6.7%     6.4%    6.9%     8.3%    7.3%     7.1%    6.7%           9.5%   6.8%     9.6%    6.2%     14.3%    8.1%     6.9%   6.3%    6.7%   5.3%
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Q42. What is your age?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        445       81     355       62     280       59     353      40    108    288       55     382        14      40      282    149     419     19
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      9        1       3        -       6        -       6       -      1      3        -       3         -       -        7      1       7      -

Under 18                      37        8      27        4      18        7      26       5      9     21        5      32         1       4       25     11      35      2
                            8.3%     9.9%    7.6%     6.5%    6.4%    11.9%    7.4%   12.5%   8.3%   7.3%     9.1%    8.4%      7.1%   10.0%     8.9%   7.4%    8.4%  10.5%

18 to 24                      55        5      49        6      42       10      44       2     10     42        8      47         1       6       34     19      54      -
                           12.4%     6.2%   13.8%     9.7%   15.0%    16.9%   12.5%    5.0%   9.3%  14.6%    14.5%   12.3%      7.1%   15.0%    12.1%  12.8%   12.9%       

25 to 34                     149       31     116       20      96       21     117      15     37     95       20     127         5      15       94     50     141      7
                           33.5%    38.3%   32.7%    32.3%   34.3%    35.6%   33.1%   37.5%  34.3%  33.0%    36.4%   33.2%     35.7%   37.5%    33.3%  33.6%   33.7%  36.8%

35 to 44                     125       24      99       16      84        8     108      12     34     77       16     106         5      11       71     48     118      4
                           28.1%    29.6%   27.9%    25.8%   30.0%    13.6%   30.6%   30.0%  31.5%  26.7%    29.1%   27.7%     35.7%   27.5%    25.2%  32.2%   28.2%  21.1%

45 to 54                      55       11      44       12      27       11      39       5     14     36        2      52         2       -       42     13      50      5
                           12.4%    13.6%   12.4%    19.4%    9.6%    18.6%   11.0%   12.5%  13.0%  12.5%     3.6%   13.6%     14.3%            14.9%   8.7%   11.9%  26.3%

55 to 64                      17        -      16        2       9        1      15       -      3     13        1      15         -       1       11      6      16      -
                            3.8%             4.5%     3.2%    3.2%     1.7%    4.2%           2.8%   4.5%     1.8%    3.9%              2.5%     3.9%   4.0%    3.8%       

65 to 74                       7        2       4        2       4        1       4       1      1      4        3       3         -       3        5      2       5      1
                            1.6%     2.5%    1.1%     3.2%    1.4%     1.7%    1.1%    2.5%   0.9%   1.4%     5.5%    0.8%              7.5%     1.8%   1.3%    1.2%   5.3%

75 or older                    -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -
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Q43. Are you male or female?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        447       81     358       61     282       58     356      40    108    291       55     383        14      40      285    148     421     19
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      7        1       -        1       4        1       3       -      1      -        -       2         -       -        4      2       5      -

Male                          55       16      39       10      34        6      42       7     14     34        6      48         2       4       32     20      49      6
                           12.3%    19.8%   10.9%    16.4%   12.1%    10.3%   11.8%   17.5%  13.0%  11.7%    10.9%   12.5%     14.3%   10.0%    11.2%  13.5%   11.6%  31.6%

Female                       392       65     319       51     248       52     314      33     94    257       49     335        12      36      253    128     372     13
                           87.7%    80.2%   89.1%    83.6%   87.9%    89.7%   88.2%   82.5%  87.0%  88.3%    89.1%   87.5%     85.7%   90.0%    88.8%  86.5%   88.4%  68.4%
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Q44. What is the highest grade or level of school that you 
have completed?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        436       81     349       61     273       58     346      40    106    284       55     374        14      40      277    145     410     19
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                     18        1       9        1      13        1      13       -      3      7        -      11         -       -       12      5      16      -

8th grade or less              7        2       5        -       6        1       6       -      2      5        1       6         -       1        4      3       7      -
                            1.6%     2.5%    1.4%             2.2%     1.7%    1.7%           1.9%   1.8%     1.8%    1.6%              2.5%     1.4%   2.1%    1.7%       

Some high school, but         67       15      52       13      39        9      52       8     16     43       10      56         2       7       43     21      62      5
did not graduate           15.4%    18.5%   14.9%    21.3%   14.3%    15.5%   15.0%   20.0%  15.1%  15.1%    18.2%   15.0%     14.3%   17.5%    15.5%  14.5%   15.1%  26.3%

High school graduate or      181       26     153       21     111       29     140      12     37    130       20     160         3      17      116     58     170      7
GED                        41.5%    32.1%   43.8%    34.4%   40.7%    50.0%   40.5%   30.0%  34.9%  45.8%    36.4%   42.8%     21.4%   42.5%    41.9%  40.0%   41.5%  36.8%

Some college or 2-year       146       30     112       23      96       19     115      16     40     86       22     119         9      13       91     52     138      6
degree                     33.5%    37.0%   32.1%    37.7%   35.2%    32.8%   33.2%   40.0%  37.7%  30.3%    40.0%   31.8%     64.3%   32.5%    32.9%  35.9%   33.7%  31.6%

4-year college graduate       28        7      21        4      17        -      28       3      9     16        -      28         -       -       20      7      28      -
                            6.4%     8.6%    6.0%     6.6%    6.2%             8.1%    7.5%   8.5%   5.6%             7.5%                       7.2%   4.8%    6.8%       

More than 4-year college       7        1       6        -       4        -       5       1      2      4        2       5         -       2        3      4       5      1
degree                      1.6%     1.2%    1.7%             1.5%             1.4%    2.5%   1.9%   1.4%     3.6%    1.3%              5.0%     1.1%   2.8%    1.2%   5.3%
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Q45. How are you related to the child?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        447       81     358       61     282       58     356      40    108    291       54     384        14      39      283    150     421     19
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      7        1       -        1       4        1       3       -      1      -        1       1         -       1        6      -       5      -

Mother or father             407       70     332       54     264       54     327      35     97    270       49     352        13      35      249    144     387     14
                           91.1%    86.4%   92.7%    88.5%   93.6%    93.1%   91.9%   87.5%  89.8%  92.8%    90.7%   91.7%     92.9%   89.7%    88.0%  96.0%   91.9%  73.7%

Grandparent                   28        6      19        4      12        4      19       3      6     16        3      22         -       3       24      4      24      3
                            6.3%     7.4%    5.3%     6.6%    4.3%     6.9%    5.3%    7.5%   5.6%   5.5%     5.6%    5.7%              7.7%     8.5%   2.7%    5.7%  15.8%

Aunt or uncle                  3        3       -        1       1        -       2       1      2      -        1       2         1       -        2      1       2      1
                            0.7%     3.7%             1.6%    0.4%             0.6%    2.5%   1.9%            1.9%    0.5%      7.1%             0.7%   0.7%    0.5%   5.3%

Older sibling                  -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -
                                                                                                                                                                           

Other relative                 2        1       1        1       1        -       2       -      2      -        -       2         -       -        2      -       2      -
                            0.4%     1.2%    0.3%     1.6%    0.4%             0.6%           1.9%                    0.5%                       0.7%           0.5%       

Legal guardian                 7        1       6        1       4        -       6       1      1      5        1       6         -       1        6      1       6      1
                            1.6%     1.2%    1.7%     1.6%    1.4%             1.7%    2.5%   0.9%   1.7%     1.9%    1.6%              2.6%     2.1%   0.7%    1.4%   5.3%
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Q46. Did someone help you complete this survey?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               240       56     177       47     137       42     180      27     66    140       35     198         9      25      154     83     226      9

Total Valid Responses        236       56     174       47     133       42     177      27     66    137       35     196         9      25      153     80     223      9
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                      4        -       3        -       4        -       3       -      -      3        -       2         -       -        1      3       3      -

Yes                            9        3       6        2       5        2       5       1      2      6        4       5         1       3        3      6       7      2
                            3.8%     5.4%    3.4%     4.3%    3.8%     4.8%    2.8%    3.7%   3.0%   4.4%    11.4%    2.6%     11.1%   12.0%     2.0%   7.5%    3.1%  22.2%

No                           227       53     168       45     128       40     172      26     64    131       31     191         8      22      150     74     216      7
                           96.2%    94.6%   96.6%    95.7%   96.2%    95.2%   97.2%   96.3%  97.0%  95.6%    88.6%   97.4%     88.9%   88.0%    98.0%  92.5%   96.9%  77.8%
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Q47. How did that person help you?  Check all that apply.

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible                 9        3       6        2       5        2       5       1      2      6        4       5         1       3        3      6       7      2

Total Valid Responses         13        4       9        2       9        2      10       1      3      9        8       5         1       7        3     10      12      1

Total Respondents              8        3       5        2       5        2       5       1      2      5        4       4         1       3        2      6       7      1
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

Read the questions to me       3        -       3        -       3        -       2       -      -      3        2       1         -       2        -      3       2      1
                           37.5%            60.0%            60.0%            40.0%                 60.0%    50.0%   25.0%             66.7%           50.0%   28.6% 100.0%

Wrote down the answers I       2        -       2        -       2        -       2       -      -      2        2       -         -       2        -      2       2      -
gave                       25.0%            40.0%            40.0%            40.0%                 40.0%    50.0%                     66.7%           33.3%   28.6%       

Answered the questions         1        1       -        -       -        -       1       -      1      -        -       1         -       -        1      -       1      -
for me                     12.5%    33.3%                                     20.0%          50.0%                   25.0%                      50.0%          14.3%       

Translated the questions       2        1       1        1       1        1       1       1      -      1        2       -         1       1        -      2       2      -
into my language           25.0%    33.3%   20.0%    50.0%   20.0%    50.0%   20.0%  100.0%         20.0%    50.0%            100.0%   33.3%           33.3%   28.6%       

Helped in some other way       5        2       3        1       3        1       4       -      2      3        2       3         -       2        2      3       5      -
                           62.5%    66.7%   60.0%    50.0%   60.0%    50.0%   80.0%         100.0%  60.0%    50.0%   75.0%             66.7%   100.0%  50.0%   71.4%       

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009



                                                                                                                                                                   Page 117

                                                                     Managed Health Services Indiana, Inc.
                                                                 2009 CAHPS 4.0H Medicaid Child Survey (56473)

Q48. How often do you visit MHS's website 
(www.managedhealthservices.com)?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        347       69     270       55     218       51     271      31     93    215       42     297        11      30      223    118     327     16
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    107       13      88        7      68        8      88       9     16     76       13      88         3      10       66     32      99      3

Once a week                    1        1       -        -       1        -       1       1      -      -        1       -         1       -        -      1       1      -
                            0.3%     1.4%                     0.5%             0.4%    3.2%                   2.4%              9.1%                    0.8%    0.3%       

2-3 times a week               2        -       2        -       1        -       2       -      -      2        -       2         -       -        1      1       2      -
                            0.6%             0.7%             0.5%             0.7%                  0.9%             0.7%                       0.4%   0.8%    0.6%       

Once a month                   6        1       5        1       5        -       6       -      2      4        2       4         1       1        4      2       6      -
                            1.7%     1.4%    1.9%     1.8%    2.3%             2.2%           2.2%   1.9%     4.8%    1.3%      9.1%    3.3%     1.8%   1.7%    1.8%       

Rarely                        60       13      46       10      34       13      40       7     19     33        6      53         1       5       37     22      53      6
                           17.3%    18.8%   17.0%    18.2%   15.6%    25.5%   14.8%   22.6%  20.4%  15.3%    14.3%   17.8%      9.1%   16.7%    16.6%  18.6%   16.2%  37.5%

Never                        278       54     217       44     177       38     222      23     72    176       33     238         8      24      181     92     265     10
                           80.1%    78.3%   80.4%    80.0%   81.2%    74.5%   81.9%   74.2%  77.4%  81.9%    78.6%   80.1%     72.7%   80.0%    81.2%  78.0%   81.0%  62.5%

TMG SUMMARY RATE -Once a       3        1       2        -       2        -       3       1      -      2        1       2         1       -        1      2       3      -
week/2-3 times a week       0.9%     1.4%    0.7%             0.9%             1.1%    3.2%          0.9%     2.4%    0.7%      9.1%             0.4%   1.7%    0.9%       
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Q49. Where do go to use a computer or get on the Internet?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        287       59     222       44     180       42     226      25     83    173       34     246         8      25      186     97     273     12
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    113       14      92        9      70       10      91      10     15     81       16      90         4      12       68     35     104      3

Library                       50       12      37       11      26       10      36       4     12     33        6      43         2       4       37     12      47      3
                           17.4%    20.3%   16.7%    25.0%   14.4%    23.8%   15.9%   16.0%  14.5%  19.1%    17.6%   17.5%     25.0%   16.0%    19.9%  12.4%   17.2%  25.0%

My home                      189       38     146       23     125       21     153      17     55    112       25     158         5      20      119     67     178      9
                           65.9%    64.4%   65.8%    52.3%   69.4%    50.0%   67.7%   68.0%  66.3%  64.7%    73.5%   64.2%     62.5%   80.0%    64.0%  69.1%   65.2%  75.0%

Friend's house                23        3      20        3      16        4      19       1      8     14        -      23         -       -       16      7      23      -
                            8.0%     5.1%    9.0%     6.8%    8.9%     9.5%    8.4%    4.0%   9.6%   8.1%             9.3%                       8.6%   7.2%    8.4%       

Do not use computer or        54        9      44        9      36        7      42       5     11     37        5      49         2       3       35     18      49      4
Internet                 

Other                         25        6      19        7      13        7      18       3      8     14        3      22         1       1       14     11      25      -
                            8.7%    10.2%    8.6%    15.9%    7.2%    16.7%    8.0%   12.0%   9.6%   8.1%     8.8%    8.9%     12.5%    4.0%     7.5%  11.3%    9.2%       
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Q50. What has most often made you think of MHS?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        308       62     240       50     196       48     238      27     87    188       36     265         9      26      195    108     290     15
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    146       20     118       12      90       11     121      13     22    103       19     120         5      14       94     42     136      4

RosieRoo                       -        -       -        -       -        -       -       -      -      -        -       -         -       -        -      -       -      -
                                                                                                                                                                           

Billboards                    10        2       8        1       7        2       6       1      4      5        3       7         2       1        6      3       8      2
                            3.2%     3.2%    3.3%     2.0%    3.6%     4.2%    2.5%    3.7%   4.6%   2.7%     8.3%    2.6%     22.2%    3.8%     3.1%   2.8%    2.8%  13.3%

Ads on buses                   3        -       3        -       2        -       3       -      -      3        -       3         -       -        1      2       3      -
                            1.0%             1.3%             1.0%             1.3%                  1.6%             1.1%                       0.5%   1.9%    1.0%       

Posters in doctor's          128       25     101       21      84       22     100      12     35     79       13     110         4       9       84     41     124      2
office                     41.6%    40.3%   42.1%    42.0%   42.9%    45.8%   42.0%   44.4%  40.2%  42.0%    36.1%   41.5%     44.4%   34.6%    43.1%  38.0%   42.8%  13.3%

Other                        167       35     128       28     103       24     129      14     48    101       20     145         3      16      104     62     155     11
                           54.2%    56.5%   53.3%    56.0%   52.6%    50.0%   54.2%   51.9%  55.2%  53.7%    55.6%   54.7%     33.3%   61.5%    53.3%  57.4%   53.4%  73.3%
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Q51. Do you know the difference between MHS, Hoosier 
Healthwise, and Medicaid?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        340       69     263       53     213       48     266      32     90    210       42     289        11      30      218    116     319     16
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    114       13      95        9      73       11      93       8     19     81       13      96         3      10       71     34     107      3

Yes                           98       20      78       16      62       13      79      10     22     66       10      87         2       7       55     40      94      4
                           28.8%    29.0%   29.7%    30.2%   29.1%    27.1%   29.7%   31.3%  24.4%  31.4%    23.8%   30.1%     18.2%   23.3%    25.2%  34.5%   29.5%  25.0%

No                           242       49     185       37     151       35     187      22     68    144       32     202         9      23      163     76     225     12
                           71.2%    71.0%   70.3%    69.8%   70.9%    72.9%   70.3%   68.8%  75.6%  68.6%    76.2%   69.9%     81.8%   76.7%    74.8%  65.5%   70.5%  75.0%

TMG SUMMARY RATE - Yes        98       20      78       16      62       13      79      10     22     66       10      87         2       7       55     40      94      4
                           28.8%    29.0%   29.7%    30.2%   29.1%    27.1%   29.7%   31.3%  24.4%  31.4%    23.8%   30.1%     18.2%   23.3%    25.2%  34.5%   29.5%  25.0%
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Q52. Who are you most likely to call when you have 
questions about your benefits?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        328       64     256       53     203       49     255      29     87    204       39     281         8      30      213    109     309     15
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    126       18     102        9      83       10     104      11     22     87       16     104         6      10       76     41     117      4

MHS                           79       13      66       15      52       13      60       6     23     50       12      64         3       9       51     28      74      4
                           24.1%    20.3%   25.8%    28.3%   25.6%    26.5%   23.5%   20.7%  26.4%  24.5%    30.8%   22.8%     37.5%   30.0%    23.9%  25.7%   23.9%  26.7%

Hoosier Healthwise           147       29     113       23      91       21     118      11     37     94       14     130         3      11       95     48     141      3
                           44.8%    45.3%   44.1%    43.4%   44.8%    42.9%   46.3%   37.9%  42.5%  46.1%    35.9%   46.3%     37.5%   36.7%    44.6%  44.0%   45.6%  20.0%

Medicaid                      59        8      49       10      35        8      47       2     15     40        9      48         1       7       42     15      57      2
                           18.0%    12.5%   19.1%    18.9%   17.2%    16.3%   18.4%    6.9%  17.2%  19.6%    23.1%   17.1%     12.5%   23.3%    19.7%  13.8%   18.4%  13.3%

Other                         43       14      28        5      25        7      30      10     12     20        4      39         1       3       25     18      37      6
                           13.1%    21.9%   10.9%     9.4%   12.3%    14.3%   11.8%   34.5%  13.8%   9.8%    10.3%   13.9%     12.5%   10.0%    11.7%  16.5%   12.0%  40.0%
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Q53. Would you recommend your health plan to your family or 
friends?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        347       70     269       54     216       52     269      32     93    214       42     296        11      30      224    117     326     16
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    107       12      89        8      70        7      90       8     16     77       13      89         3      10       65     33     100      3

Definitely Yes               192       19     169       23     129       22     159       9     34    145       22     166         5      16      121     68     183      7
                           55.3%    27.1%   62.8%    42.6%   59.7%    42.3%   59.1%   28.1%  36.6%  67.8%    52.4%   56.1%     45.5%   53.3%    54.0%  58.1%   56.1%  43.8%

Probably Yes                 133       34      97       22      83       22     100      11     54     66       15     114         3      12       88     43     124      7
                           38.3%    48.6%   36.1%    40.7%   38.4%    42.3%   37.2%   34.4%  58.1%  30.8%    35.7%   38.5%     27.3%   40.0%    39.3%  36.8%   38.0%  43.8%

Probably Not                  17       13       2        6       3        5      10       9      4      2        4      12         2       2       13      3      16      -
                            4.9%    18.6%    0.7%    11.1%    1.4%     9.6%    3.7%   28.1%   4.3%   0.9%     9.5%    4.1%     18.2%    6.7%     5.8%   2.6%    4.9%       

Definitely Not                 5        4       1        3       1        3       -       3      1      1        1       4         1       -        2      3       3      2
                            1.4%     5.7%    0.4%     5.6%    0.5%     5.8%            9.4%   1.1%   0.5%     2.4%    1.4%      9.1%             0.9%   2.6%    0.9%  12.5%

TMG SUMMARY RATE -           325       53     266       45     212       44     259      20     88    211       37     280         8      28      209    111     307     14
Definitely Yes/Probably    93.7%    75.7%   98.9%    83.3%   98.1%    84.6%   96.3%   62.5%  94.6%  98.6%    88.1%   94.6%     72.7%   93.3%    93.3%  94.9%   94.2%  87.5%
Yes                      
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Q54.  If you intend to switch your health plan when you 
next have an opportunity, why would you do so?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        234       54     175       43     141       39     176      25     69    135       33     197         9      23      152     78     220     10
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    220       28     183       19     145       20     183      15     40    156       22     188         5      17      137     72     206      9

My preferred doctor or        52        9      42        7      32        3      44       4     14     33        4      46         1       3       35     16      48      2
hospital is not with MHS   22.2%    16.7%   24.0%    16.3%   22.7%     7.7%   25.0%   16.0%  20.3%  24.4%    12.1%   23.4%     11.1%   13.0%    23.0%  20.5%   21.8%  20.0%
                                                                                  F                                      k

Getting billed by MHS          3        1       2        -       2        -       2       1      -      2        -       3         -       -        3      -       2      1
doctors                     1.3%     1.9%    1.1%             1.4%             1.1%    4.0%          1.5%             1.5%                       2.0%           0.9%  10.0%

My prescription               16        5      11        1      13        -      15       2      8      6        4      11         1       3        8      8      15      1
medicines are not           6.8%     9.3%    6.3%     2.3%    9.2%             8.5%    8.0%  11.6%   4.4%    12.1%    5.6%     11.1%   13.0%     5.3%  10.3%    6.8%  10.0%
covered                                                          D                               j

My family or friends are       4        1       3        1       2        1       3       -      2      2        -       4         -       -        2      2       4      -
with doctors not on the     1.7%     1.9%    1.7%     2.3%    1.4%     2.6%    1.7%           2.9%   1.5%             2.0%                       1.3%   2.6%    1.8%       
MHS network              

My doctor or his office       11        2       7        3       5        6       4       -      3      6        3       8         -       3        7      4      11      -
staff did not treat me      4.7%     3.7%    4.0%     7.0%    3.5%    15.4%    2.3%           4.3%   4.4%     9.1%    4.1%             13.0%     4.6%   5.1%    5.0%       
with courtesy and                                                         G
respect                  

Other                        148       36     110       31      87       29     108      18     42     86       22     125         7      14       97     48     140      6
                           63.2%    66.7%   62.9%    72.1%   61.7%    74.4%   61.4%   72.0%  60.9%  63.7%    66.7%   63.5%     77.8%   60.9%    63.8%  61.5%   63.6%  60.0%
                                                                          g

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q55.  If you had a problem getting help from your health 
plan's customer service, what was the main reason?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses         65       25      36       19      35       13      44      14     22     25       13      51         6       6       28     35      59      5
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    176       25     141       18     108       17     142      16     31    119       16     150         4      12      114     51     163      7

I didn't have a problem      213       32     181       25     143       29     173      10     56    147       26     184         4      22      147     64     204      7
getting help from        
customer service         

I had to stay on the          21        7      13        7      11        3      16       2      9      9        4      16         1       3       10     11      20      1
line too long waiting      32.3%    28.0%   36.1%    36.8%   31.4%    23.1%   36.4%   14.3%  40.9%  36.0%    30.8%   31.4%     16.7%   50.0%    35.7%  31.4%   33.9%  20.0%
for customer service                                                                             h

Customer service was           2        2       -        -       2        -       2       -      2      -        -       2         -       -        1      1       2      -
closed when I called        3.1%     8.0%                     5.7%             4.5%           9.1%                    3.9%                       3.6%   2.9%    3.4%       

The information customer       1        1       -        -       1        -       1       -      1      -        1       -         1       -        -      1       1      -
service gave me was not     1.5%     4.0%                     2.9%             2.3%           4.5%            7.7%             16.7%                    2.9%    1.7%       
correct                  

Customer service did not       5        2       2        1       1        -       3       2      -      2        1       4         1       -        3      1       4      1
have the information I      7.7%     8.0%    5.6%     5.3%    2.9%             6.8%   14.3%          8.0%     7.7%    7.8%     16.7%            10.7%   2.9%    6.8%  20.0%
needed                   

I had to wait too long         3        2       1        2       -        1       1       1      1      1        1       2         -       1        1      1       2      1
for someone to call me      4.6%     8.0%    2.8%    10.5%             7.7%    2.3%    7.1%   4.5%   4.0%     7.7%    3.9%             16.7%     3.6%   2.9%    3.4%  20.0%
back                     

No one called me back          6        2       3        2       4        2       3       2      2      1        3       3         2       1        3      3       5      -
                            9.2%     8.0%    8.3%    10.5%   11.4%    15.4%    6.8%   14.3%   9.1%   4.0%    23.1%    5.9%     33.3%   16.7%    10.7%   8.6%    8.5%       

Some other reason             27        9      17        7      16        7      18       7      7     12        3      24         1       1       10     17      25      2
                           41.5%    36.0%   47.2%    36.8%   45.7%    53.8%   40.9%   50.0%  31.8%  48.0%    23.1%   47.1%     16.7%   16.7%    35.7%  48.6%   42.4%  40.0%
                                                                                                                         k

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q56.  When choosing your health plan, what is the most 
important to you?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        331       68     256       49     206       50     257      31     89    204       42     281        11      30      213    112     312     15
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    123       14     102       13      80        9     102       9     20     87       13     104         3      10       76     38     114      4

The selection of doctors     174       37     134       22     108       27     134      19     45    107       21     149         8      13      113     58     163      8
                           52.6%    54.4%   52.3%    44.9%   52.4%    54.0%   52.1%   61.3%  50.6%  52.5%    50.0%   53.0%     72.7%   43.3%    53.1%  51.8%   52.2%  53.3%
                                                                                                                                   n

If free benefits are          65       14      49       11      39        9      50       3     22     38        3      58         -       3       44     20      60      4
offered                    19.6%    20.6%   19.1%    22.4%   18.9%    18.0%   19.5%    9.7%  24.7%  18.6%     7.1%   20.6%             10.0%    20.7%  17.9%   19.2%  26.7%
                                                                                                 H                       K

Friendly customer             18        2      15        2      14        3      15       -      4     13        3      15         1       2       11      7      18      -
service representatives     5.4%     2.9%    5.9%     4.1%    6.8%     6.0%    5.8%           4.5%   6.4%     7.1%    5.3%      9.1%    6.7%     5.2%   6.3%    5.8%       

Disease management             7        -       7        -       6        1       6       -      1      6        3       4         -       3        4      2       7      -
programs                    2.1%             2.7%             2.9%     2.0%    2.3%           1.1%   2.9%     7.1%    1.4%             10.0%     1.9%   1.8%    2.2%       

Other                         67       15      51       14      39       10      52       9     17     40       12      55         2       9       41     25      64      3
                           20.2%    22.1%   19.9%    28.6%   18.9%    20.0%   20.2%   29.0%  19.1%  19.6%    28.6%   19.6%     18.2%   30.0%    19.2%  22.3%   20.5%  20.0%

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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Q57. In the past 6 months, if you had difficulty finding or 
understanding information about your benefits in printed 
materials, what was the reason?  Mark all that apply.

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        312       66     243       52     197       48     240      28     87    194       43     262        14      28      202    104     291     18

Total Respondents             95       24      69       19      60       15      67      13     29     51       21      70         8      12       58     36      84      8
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

I did not have dificulty     210       37     172       30     135       30     170      12     56    141       19     188         3      16      139     67     201      9
and was able to locate   
the information I needed 

I could not find the          17        7       9        4      11        4      10       2      7      7        5      10         4       1        6     11      14      2
printed materials          17.9%    29.2%   13.0%    21.1%   18.3%    26.7%   14.9%   15.4%  24.1%  13.7%    23.8%   14.3%     50.0%    8.3%    10.3%  30.6%   16.7%  25.0%

I could not understand        17        6      10        5       8        5      10       4      5      7        6      10         4       2       11      5      15      2
the information the way    17.9%    25.0%   14.5%    26.3%   13.3%    33.3%   14.9%   30.8%  17.2%  13.7%    28.6%   14.3%     50.0%   16.7%    19.0%  13.9%   17.9%  25.0%
it was written           

The information was not        5        4       1        3       -        3       2       3      1      1        3       2         2       1        5      -       5      -
well organized or too       5.3%    16.7%    1.4%    15.8%            20.0%    3.0%   23.1%   3.4%   2.0%    14.3%    2.9%     25.0%    8.3%     8.6%           6.0%       
complex                  

I did not look for            22        4      18        5      15        1      20       3     11      8        1      20         -       1       14      8      21      1
information in the         23.2%    16.7%   26.1%    26.3%   25.0%     6.7%   29.9%   23.1%  37.9%  15.7%     4.8%   28.6%              8.3%    24.1%  22.2%   25.0%  12.5%
materials provided       

I always prefer to talk       41        8      33        5      28        5      28       4      7     30        9      32         1       7       27     13      35      4
with customer service      43.2%    33.3%   47.8%    26.3%   46.7%    33.3%   41.8%   30.8%  24.1%  58.8%    42.9%   45.7%     12.5%   58.3%    46.6%  36.1%   41.7%  50.0%

                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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Q58. Do you feel that the medical care you received in the 
last 6 months has improved your health?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        324       63     254       51     212       46     255      28     88    201       40     275        10      29      205    113     305     15
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    130       19     104       11      74       13     104      12     21     90       15     110         4      11       84     37     121      4

Yes                          266       45     216       33     189       25     226      19     70    172       29     229         7      21      164     98     255     10
                           82.1%    71.4%   85.0%    64.7%   89.2%    54.3%   88.6%   67.9%  79.5%  85.6%    72.5%   83.3%     70.0%   72.4%    80.0%  86.7%   83.6%  66.7%
                                                B                D                F                     h

No                            58       18      38       18      23       21      29       9     18     29       11      46         3       8       41     15      50      5
                           17.9%    28.6%   15.0%    35.3%   10.8%    45.7%   11.4%   32.1%  20.5%  14.4%    27.5%   16.7%     30.0%   27.6%    20.0%  13.3%   16.4%  33.3%
                                        C                E                G               j

TMG SUMMARY RATE - Yes       266       45     216       33     189       25     226      19     70    172       29     229         7      21      164     98     255     10
                           82.1%    71.4%   85.0%    64.7%   89.2%    54.3%   88.6%   67.9%  79.5%  85.6%    72.5%   83.3%     70.0%   72.4%    80.0%  86.7%   83.6%  66.7%
                                                B                D                F                     h

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
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Q59. What is the best way to get information to you about 
your health plan?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        341       69     265       55     214       50     266      32     92    210       42     290        11      30      219    117     320     16
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    113       13      93        7      72        9      93       8     17     81       13      95         3      10       70     33     106      3

Mail                         267       54     208       38     171       37     212      26     67    169       35     226         8      27      173     90     252     10
                           78.3%    78.3%   78.5%    69.1%   79.9%    74.0%   79.7%   81.3%  72.8%  80.5%    83.3%   77.9%     72.7%   90.0%    79.0%  76.9%   78.8%  62.5%

Phone                         47       11      35       14      23       10      32       4     16     26        7      39         3       3       25     21      43      4
                           13.8%    15.9%   13.2%    25.5%   10.7%    20.0%   12.0%   12.5%  17.4%  12.4%    16.7%   13.4%     27.3%   10.0%    11.4%  17.9%   13.4%  25.0%
                                                         E

Internet                      27        4      22        3      20        3      22       2      9     15        -      25         -       -       21      6      25      2
                            7.9%     5.8%    8.3%     5.5%    9.3%     6.0%    8.3%    6.3%   9.8%   7.1%             8.6%                       9.6%   5.1%    7.8%  12.5%

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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Q60. How would you rate Managed Health Services' Member 
Services' timeliness in responding to your request for 
information or help?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        316       64     245       50     201       49     243      30     84    195       42     266        11      30      199    112     297     14
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    138       18     113       12      85       10     116      10     25     96       13     119         3      10       90     38     129      5

Excellent                     86        3      80        5      68        8      71       1      9     73       11      73         -      10       54     31      80      5
                           27.2%     4.7%   32.7%    10.0%   33.8%    16.3%   29.2%    3.3%  10.7%  37.4%    26.2%   27.4%             33.3%    27.1%  27.7%   26.9%  35.7%
                                                B                D                F                    HI

Very good                    105       15      88       13      65       13      86       4     31     68       12      92         1      11       73     31     101      2
                           33.2%    23.4%   35.9%    26.0%   32.3%    26.5%   35.4%   13.3%  36.9%  34.9%    28.6%   34.6%      9.1%   36.7%    36.7%  27.7%   34.0%  14.3%
                                                B                                                H      H                                  M        p              R

Good                         102       33      68       23      59       22      72      16     38     47       13      86         5       8       59     41      96      6
                           32.3%    51.6%   27.8%    46.0%   29.4%    44.9%   29.6%   53.3%  45.2%  24.1%    31.0%   32.3%     45.5%   26.7%    29.6%  36.6%   32.3%  42.9%
                                        C                E                G               J      J

Fair                          18       10       8        7       8        4      11       6      6      6        4      12         3       1       11      7      15      1
                            5.7%    15.6%    3.3%    14.0%    4.0%     8.2%    4.5%   20.0%   7.1%   3.1%     9.5%    4.5%     27.3%    3.3%     5.5%   6.3%    5.1%   7.1%
                                        C                E                                J                                        n

Poor                           5        3       1        2       1        2       3       3      -      1        2       3         2       -        2      2       5      -
                            1.6%     4.7%    0.4%     4.0%    0.5%     4.1%    1.2%   10.0%          0.5%     4.8%    1.1%     18.2%             1.0%   1.8%    1.7%       
                                                                                          j

TMG SUMMARY RATE -           191       18     168       18     133       21     157       5     40    141       23     165         1      21      127     62     181      7
Excellent/Very good        60.4%    28.1%   68.6%    36.0%   66.2%    42.9%   64.6%   16.7%  47.6%  72.3%    54.8%   62.0%      9.1%   70.0%    63.8%  55.4%   60.9%  50.0%
                                                B                D                F              H     HI                                  M

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
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Q61. How many times did you have to call your health plan 
to get your issue resolved?

                                  = HEALTH PLAN =  = HEALTH CARE =  === DOCTOR ====  == HEALTH PLAN RTNG = = CONTACT CUST = =GOT INFO/HELP=  = # DCTR/CLNC =  = PERSONAL ==
                                  = RATING (Q36)=  = RATING (Q12)=  = RATING (Q24)=  BY GLOBAL PROP.(Q36)  ==SERVICE(Q31)== =FROM CUST SVC=  == VISITS (Q7)=  == DR (Q13)==
                                                                                                                                (Q32)
                                                                                                                             Never/  Always/   Less     3 or
                           Total     0-7    8-10      0-7    8-10      0-7    8-10     0-6    7-8    9-10      Yes     No   Sometime Usually   than 3   More   Yes      No
                          ------  ------- -------  ------- -------  ------- -------  ------ ------ ------  ------- -------  -------- -------  ------- ------  ------ ------
                             (A)      (B)     (C)      (D)     (E)      (F)     (G)     (H)    (I)    (J)      (K)     (L)       (M)     (N)      (O)    (P)     (Q)    (R)

Total Eligible               454       82     358       62     286       59     359      40    109    291       55     385        14      40      289    150     426     19

Total Valid Responses        221       52     165       42     132       41     162      24     65    128       36     181         9      26      136     81     206     12
                          100.0%   100.0%  100.0%   100.0%  100.0%   100.0%  100.0%  100.0% 100.0% 100.0%   100.0%  100.0%    100.0%  100.0%   100.0% 100.0%  100.0% 100.0%

No Answer                    233       30     193       20     154       18     197      16     44    163       19     204         5      14      153     69     220      7

1 time                       154       28     124       26      94       26     118      11     44     97       19     133         -      18       99     52     145      7
                           69.7%    53.8%   75.2%    61.9%   71.2%    63.4%   72.8%   45.8%  67.7%  75.8%    52.8%   73.5%             69.2%    72.8%  64.2%   70.4%  58.3%
                                                B                                                h      H                K

2 times                       38       14      24       10      22        7      26       6     12     20        4      32         2       2       20     18      34      3
                           17.2%    26.9%   14.5%    23.8%   16.7%    17.1%   16.0%   25.0%  18.5%  15.6%    11.1%   17.7%     22.2%    7.7%    14.7%  22.2%   16.5%  25.0%
                                        c

3 times                       18        6      11        3      11        5      11       3      8      6       10       8         4       6       12      6      17      1
                            8.1%    11.5%    6.7%     7.1%    8.3%    12.2%    6.8%   12.5%  12.3%   4.7%    27.8%    4.4%     44.4%   23.1%     8.8%   7.4%    8.3%   8.3%
                                                                                                 j               L

4 times or more               11        4       6        3       5        3       7       4      1      5        3       8         3       -        5      5      10      1
                            5.0%     7.7%    3.6%     7.1%    3.8%     7.3%    4.3%   16.7%   1.5%   3.9%     8.3%    4.4%     33.3%             3.7%   6.2%    4.9%   8.3%
                                                                                          i

TMG SUMMARY                  154       28     124       26      94       26     118      11     44     97       19     133         -      18       99     52     145      7
                           69.7%    53.8%   75.2%    61.9%   71.2%    63.4%   72.8%   45.8%  67.7%  75.8%    52.8%   73.5%             69.2%    72.8%  64.2%   70.4%  58.3%
                                                B                                                h      H                K

Comparison Groups: BC/DE/FG/HIJ/KL/MN/OP/QR
Independent Z-Test for Percentages
Upper case letters indicate significance at the 95% level.
Lower case letters indicate significance at the 90% level.
                                                                         Presented by The Myers Group
                                                                                 770-978-3173
                                                                                     2009
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12. Glossary of Terms 
 
Attributes are the questions that relate to a specific service area or composite as defined by 
NCQA. 
 
Augments are stratified samples used to target specific responses in a particular segment, 
such as region, language, or member status.  These responses are for internal use only, and 
are not to be included in the HEDIS sample or reported to public entities.  Project deliverables 
for augmented samples can range from banner tables and/or a segmentation chart, to 
question summaries and finally, a complete Final Report. 
 
CAHPS® Booklet 2008 (Medicaid Child) is a collection of CAHPS® 3.0H mean Summary 
Rates for the 39 Medicaid Child (Non CCC) samples that submitted data to NCQA in 2008. 
 
Composites are the mean of the Summary Rates of attributes within a given service area as 
specified by NCQA.  Each composite category represents an overall aspect of plan quality 
and is comprised of similar questions.   
 
Confidence level is the degree of confidence, expressed as a percentage, that a reported 
number’s true value is between the lower and upper specified range. 
 
Correlation Coefficient is a statistical measure of how closely two variables or measures are 
related to each other.  Coefficients are usually reported as r values. 
 
Disposition (Disposition Category) is the final status assignment given to a member record 
within the sample.  The category signifies both the survey administration protocol used to 
complete the survey (M=Mail, and T=Phone) and the status of the record (M10= mail 
complete, T22= phone, language barrier).  All record code assignments of “10” are considered 
valid responses according to NCQA. 
 
Global Proportions are a breakout of response option results according to the Three-Point 
Score definition, shown as a percentage, not a mean score.  Refer to the Three-Point Score 
definition. 
 
Key Drivers are composites that have been found to impact overall health plan ratings or 
health care ratings among the plan members as determined by a regression analysis.   
 
NCBD is the 2008 National CAHPS® Benchmarking Database.  The NCBD data presented 
include summary-level distributions of 29 Medicaid child CAHPS 4.0 Health Plan Survey 
results from 2008. 
 
Over-sampling is sampling more the minimum required sample size. The required sample 
size for Child Medicaid plans is 1,650 in accordance with NCQA protocol.  The overall NCQA 
target number of complete responses is 411.  Therefore, plans may choose to over-sample 
their population to achieve this target number if necessary.  NCQA allows over-sampling of up 
to 30% of the database to aid plans in collecting a suitable amount of survey returns. 



 
2009 Final Report for Managed Health Services Indiana, Inc. 
Consumer Assessment of Healthcare Providers and Systems (CAHPS®) Survey 
 

 
The Myers Group Medicaid Child Survey – 2009 12-2 

Rating questions use a scale of 0 to 10 for assessing overall experience (doctor, specialist, 
health care and health plan) with zero being the worst and 10 being the best. 
 
Significance test is a test to determine if an observed difference is too large to have occurred 
by chance alone. 
 
Summary Rates are single statistics generated for a survey question.  In general, Summary 
Rates represent the percentage of respondents who chose the most favorable response 
options (“Always” and “Usually”; “Definitely Yes”; or “8” to “10”).  Not all questions are 
assigned a Summary Rate by NCQA.   
 
The Myers Group Book of Business (calculated on a plan-level) consists of all Medicaid 
Child (Non-CCC) samples that conducted surveys with TMG, and submitted data to NCQA.  In 
2009 there are 22 samples included in the Book of Business.   
 
Three-Point Score is the result of the process of assigning a value of 1, 2, or 3 to each 
question response category and then computing a numerical average based upon the valid 
responses for each question.  The Three-Point values are assigned to question answer 
categories as follows: 
 

Response 
Choice 1 

Score 
Value 

 Response 
Choice 2 

Score 
Value 

 Response 
Choice 3 

Score 
Value 

Definitely no 1  Never 1  0-6 1 

Somewhat no 1  Sometimes 1  7 & 8 2 

Somewhat yes 2  Usually 2  9 & 10 3 

Definitely yes 3  Always 3    

 
Trending is the practice of looking at several years of data in a comparative format to identify 
trends or common links. 
 



* Denotes Single Source Drug
PA - Prior Authorization

QLL - Quantity Level Limits
CT - Concurrent Therapy

Drug Restriction Rationale for Restriction
ALORA* PA Ensure appropriate use and patient safety

ANDRODERM* PA Ensure appropriate use and patient safety
ANDROGEL* PA Ensure appropriate use and patient safety

ARISTOCORT A* PA Ensure appropriate use and patient safety
ARIXTRA* PA Ensure appropriate use and patient safety
ASTELIN* PA, QLL Ensure appropriate use and patient safety

AUGMENTIN CHEWABLE* PA, QLL Ensure appropriate use and patient safety
AUGMENTIN XR* PA, QLL Ensure appropriate use and patient safety

AVONEX* PA Ensure appropriate use and patient safety
BETASERON* PA Ensure appropriate use and patient safety

BYETTA* PA, QLL Ensure appropriate use and patient safety
CIPRODEX * PA, QLL Ensure appropriate use and patient safety
COPAXONE * PA Ensure appropriate use and patient safety

COZAAR * PA, QLL Ensure appropriate use and patient safety
DERMA-SMOOTHE/FS* PA Ensure appropriate use and patient safety

DIFFERIN* PA Ensure appropriate use and patient safety
ELIDEL* PA Ensure appropriate use and patient safety

ENBREL* PA, QLL Ensure appropriate use and patient safety
EXJADE * PA Ensure appropriate use and patient safety
FLOMAX* PA Ensure appropriate use and patient safety

FOSRENOL* PA Ensure appropriate use and patient safety
HYZAAR * PA, QLL Ensure appropriate use and patient safety

INFERGEN * PA Ensure appropriate use and patient safety
INTRON A * PA Ensure appropriate use and patient safety

LAMISIL solution * PA Ensure appropriate use and patient safety
LEVAQUIN * PA, QLL Ensure appropriate use and patient safety
LOVENOX * PA Ensure appropriate use and patient safety
NEUMEGA * PA Ensure appropriate use and patient safety

NEUPOGEN * PA Ensure appropriate use and patient safety
NEXAVAR* PA Ensure appropriate use and patient safety

NUTROPIN AQ* PA, QLL Ensure appropriate use and patient safety
NUTROPIN DEPOT* PA, QLL Ensure appropriate use and patient safety

NUTROPIN* PA, QLL Ensure appropriate use and patient safety
PEG INTRON * PA Ensure appropriate use and patient safety

PEGASYS * PA Ensure appropriate use and patient safety
PREVACID * PA, CT, QLL Ensure appropriate use and patient safety

PREVACID SOLUTAB * PA, CT, QLL Ensure appropriate use and patient safety
PROTOPIC * PA Ensure appropriate use and patient safety

PULMICORT * PA, QLL Ensure appropriate use and patient safety
PULMOZYME * PA Ensure appropriate use and patient safety

REBETOL* PA Ensure appropriate use and patient safety

 MCO PA Listing of Single Source Drugs
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Drug Restriction Rationale for Restriction
REBETRON * PA Ensure appropriate use and patient safety

REBIF* PA Ensure appropriate use and patient safety
RENVELA* PA Ensure appropriate use and patient safety
REVLIMID* PA Ensure appropriate use and patient safety

ROFERON-A * PA Ensure appropriate use and patient safety
SUTENT* PA Ensure appropriate use and patient safety

TARCEVA* PA Ensure appropriate use and patient safety
TARGRETIN* PA Ensure appropriate use and patient safety
TESTIM GEL * PA Ensure appropriate use and patient safety
TEVTROPIN* PA, QLL Ensure appropriate use and patient safety
THALOMID* PA Ensure appropriate use and patient safety

TRANSDERM SCOP * PA, QLL Ensure appropriate use and patient safety
TYSABRI* PA Ensure appropriate use and patient safety
VALTREX * PA, QLL Ensure appropriate use and patient safety
VIGAMOX * PA Ensure appropriate use and patient safety
XELODA* PA Ensure appropriate use and patient safety

XENAZINE* PA Ensure appropriate use and patient safety
ZAVESCA * PA Ensure appropriate use and patient safety

ZETIA* PA Ensure appropriate use and patient safety
ZYPREXA*, ZYDIS* PA Ensure appropriate use and patient safety



Total Number Received  17,274
Total Number Approved  15,730

Total Number Denied  1,544

Drug Number of  
Requests

Number 
Approved

Number 
Denied

ABILIFY                       60 60 0 
ACAMPROSATE CALCIUM           4 4 0 

ACCOLATE                      1 1 0 
ACCU-CHEK                     181 181 0 

ACCU-CHEK AVIVA               7 2 5 
ACCU-CHEK COMFORT CURVE       2 0 2 

ACCU-CHEK COMPACT             2 0 2 
ACETAMINOPHEN/CAFFEINE/BUTALB 1 1 0 

ACETAMINOPHEN-CODEINE         2 2 0 
ACETAZOLAMIDE                 4 4 0 

ACIPHEX                       9 3 6 
ACITRETIN/EMOLLIENT COMB NO.26 4 3 1 

ACTONEL                       2 1 1 
ACTOS                         1 1 0 

ACULAR                        1 1 0 
ACYCLOVIR                     4 4 0 

A-CYSTEINE/ME-COBAL/LM-FOLATE 1 1 0 
ACZONE                        1 1 0 

ADALIMUMAB                    19 19 0 
ADAPALENE                     42 29 13 

ADAPALENE/BENZOYL PEROXIDE    5 5 0 
ADDERALL                      2 2 0 

ADDERALL XR                   53 53 0 
ADIPEX-P                      1 0 1 

ADVAIR DISKUS                 184 95 89 
ADVAIR HFA                    18 11 7 

AEROCHAMBER                   1 1 0 
ALBENDAZOLE                   2 2 0 

ALBENZA                       1 1 0 
ALBUTEROL                     2 2 0 

Number of Prior Authorizations by Drug
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Drug Number of  
Requests

Number 
Approved

Number 
Denied

ALBUTEROL SULFATE             50 47 3 
ALCLOMETASONE DIPROPIONATE    1 1 0 

ALDARA                        1 1 0 
ALENDRONATE SODIUM            11 11 0 

ALINIA                        2 1 1 
ALISKIREN HEMIFUMARATE        2 2 0 

ALISKIREN/HYDROCHLOROTHIAZIDE 3 3 0 
ALLEGRA                       28 17 11 

ALLEGRA ODT                   2 1 1 
ALLEGRA-D 12 HOUR             8 6 2 
ALLEGRA-D 24 HOUR             8 4 4 

ALLERGY RELIEF                1 1 0 
ALLERGY RELIEF D-24           1 1 0 

ALMOTRIPTAN MALATE            8 7 1 
ALOSETRON HCL                 1 1 0 

ALPRAZOLAM                    98 98 0 
ALPRAZOLAM ER                 2 2 0 

ALTABAX                       4 1 3 
ALTACE                        1 1 0 

ALUMINUM CHLORIDE             2 2 0 
AMANTADINE                    2 2 0 

AMBIEN                        11 8 3 
AMBIEN CR                     14 13 1 

AMICAR                        1 1 0 
AMILORIDE HCL                 1 1 0 

AMINOCAPROIC ACID             1 1 0 
AMIODARONE HCL                1 1 0 

AMITIZA                       6 5 1 
AMITRIPTYLINE HCL             32 31 1 

AMLACTIN                      1 1 0 
AMLEXANOX                     1 1 0 

AMLODIPINE BES/OLMESARTAN MED 1 1 0 
AMLODIPINE BESYLATE           5 5 0 

AMLODIPINE/ATORVAST CAL       2 2 0 
AMLODIPINE/VALSARTAN          4 4 0 

AMOX TR/POTASSIUM CLAVULANATE 12 12 0 
AMOX TR-POTASSIUM CLAVULANATE 25 25 0 

AMOXICILLIN                   29 29 0 
AMOXICILLIN TRIHYDRATE        2 2 0 

AMPHET ASP/AMPHET/D-AMPHET    191 188 3 
AMPHETAMINE SALT COMBO        36 36 0 

AMPHOTERICIN B                1 1 0 



Drug Number of  
Requests

Number 
Approved

Number 
Denied

AMRIX                         3 3 0 
AMYLASE/LIPASE/PROTEASE       1 1 0 

ANDRODERM                     1 0 1 
ANTACID DOUBLE STRENGTH       1 1 0 

ANTI-DIARRHEAL                2 2 0 
ANTIPYRINE-BENZOCAINE         1 1 0 

ANTI-SNORE                    1 1 0 
APIDRA                        1 1 0 

APREPITANT                    6 6 0 
APRI                          1 1 0 

ARFORMOTEROL TARTRATE         1 1 0 
ARIPIPRAZOLE                  48 48 0 
ARMODAFINIL                   5 5 0 

ASCENSIA AUTODISC             5 4 1 
ASCENSIA BREEZE 2             16 16 0 
ASCENSIA CONTOUR              93 93 0 

ASCENSIA ELITE                5 4 1 
ASMANEX                       9 6 3 

ASPIRIN EC                    1 1 0 
ASPIRIN/DIPYRIDAMOLE          2 2 0 

ASTELIN                       4 3 1 
ASTEPRO                       2 2 0 

ATACAND HCT                   1 1 0 
ATENOLOL                      8 8 0 

ATIVAN                        1 1 0 
ATOMOXETINE HCL               7 7 0 

ATORVASTATIN CALCIUM          20 20 0 
AUGMENTIN ES-600              1 1 0 

AUGMENTIN XR                  2 2 0 
AVANDIA                       2 1 1 
AVAPRO                        1 1 0 
AVIANE                        5 5 0 
AVINZA                        2 2 0 
AVONEX                        1 1 0 

AXID                          3 2 1 
AZATHIOPRINE                  1 1 0 
AZELAIC ACID                  4 4 0 

AZELASTINE HCL                57 57 0 
AZITHROMYCIN                  37 37 0 

AZMACORT                      2 2 0 
BACITRACIN ZINC               1 1 0 

BACLOFEN                      8 8 0 
BACTROBAN                     17 6 11 



Drug Number of  
Requests

Number 
Approved

Number 
Denied

BALSAM PERU/ZINC OXIDE        1 1 0 
BANZEL                        1 1 0 

BECLOMETHASONE DIPROPIONATE   3 3 0 
BELT FREE UNDERGARMENT        1 1 0 

BENAZEPRIL HCL                1 1 0 
BENICAR                       1 1 0 

BENICAR HCT                   3 1 2 
BENZACLIN                     8 3 5 

BENZOYL PEROXIDE              2 2 0 
BENZOYL PEROXIDE MICROSPHERES 2 2 0 

BENZOYL PEROXIDE/ALOE VERA    1 1 0 
BENZOYL PEROXIDE/UREA         1 1 0 
BENZTROPINE MESYLATE          3 3 0 

BENZYL ALCOHOL                32 32 0 
BETAMET DIPROP/CALCIPOTRIENE  1 1 0 

BETAMET DIPROP/PROP GLY       1 1 0 
BETAMETHASONE DIPROPIONAT     1 1 0 

BETAMETHASONE VALERATE        1 1 0 
BETAXOLOL HCL                 3 3 0 

BETHANECHOL CHLORIDE          1 1 0 
BIAXIN                        4 4 0 

BIAXIN XL                     1 1 0 
BISOPROLOL FUMARATE           1 1 0 

BLOOD SUGAR DIAGNOSTIC        27 27 0 
BLOOD SUGAR DIAGNOSTIC, DISC  6 6 0 

BLOOD SUGAR DIAGNOSTIC, DRUM  1 1 0 
BREEZE 2                      7 7 0 

BROMFED-DM                    6 1 5 
BUDEPRION SR                  2 2 0 
BUDESONIDE                    321 285 36 

BUDESONIDE/FORMOTEROL FUMARATE 98 91 7 
BUMETANIDE                    1 1 0 

BUPRENORPHINE HCL             17 15 2 
BUPRENORPHINE HCL/NALOXONE HCL 9 9 0 

BUPROPION HCL                 33 33 0 
BUPROPION HCL SR              2 2 0 

BUSPAR                        1 1 0 
BUSPIRONE HCL                 11 11 0 

BUTALBITAL-APAP-CAFFEINE      1 1 0 
BUTOCONAZOLE NITRATE          1 1 0 
BUTORPHANOL TARTRATE          8 8 0 

BYSTOLIC                      4 2 2 
CAFFEINE CITRATED             4 4 0 



Drug Number of  
Requests

Number 
Approved

Number 
Denied

CALCIPOTRIENE                 15 15 0 
CALCITRIOL                    2 2 0 

CALCIUM POLYCARBOPHIL         1 1 0 
CAMPRAL                       1 0 1 

CAPITAL W-CODEINE             1 1 0 
CAPTOPRIL                     2 2 0 

CARBAMAZEPINE                 4 4 0 
CAR-B-PEN TA/CHLOR-TAN        2 2 0 
CAR-B-PEN TA/P-EPD TAN        1 0 1 

CAR-B-PEN TA/PHENYLEPHRINE/BPM 1 1 0 
CARISOPRODOL                  13 13 0 

CARVEDILOL                    2 2 0 
CEFDINIR                      9 9 0 
CEFIXIME                      9 8 1 
CEFTIN                        1 1 0 

CELEBREX                      17 11 6 
CELECOXIB                     62 55 7 

CELEXA                        19 15 4 
CEPHALEXIN                    8 8 0 

CERON                         1 1 0 
CERON-DM                      2 0 2 

CERTOLIZUMAB PEGOL            1 1 0 
CETIRIZINE HCL                78 76 2 

CHANTIX                       2 2 0 
CHERATUSSIN AC                2 0 2 

CHILD VITAMIN WITH MINERALS   1 1 0 
CHLORHEXIDINE GLUCONATE       11 11 0 

CHLOR-MAL/PHENYLEPH/METHSCOP  2 2 0 
CHLOROTHIAZIDE                1 1 0 

CHLOROXYLNL/PRAMOX HCL/ZINC AC 1 1 0 
CHLORPROMAZINE HCL            8 8 0 

CIALIS                        1 0 1 
CICLESONIDE                   7 7 0 
CICLOPIROX                    7 7 0 
CIMETIDINE                    20 20 0 

CIMETIDINE HCL                4 4 0 
CINACALCET HCL                1 1 0 

CIPRO                         3 2 1 
CIPRO HC                      1 0 1 
CIPRODEX                      61 51 10 

CIPROFLOXACIN                 28 28 0 
CIPROFLOXACIN ER              1 1 0 

CIPROFLOXACIN HCL             8 8 0 



Drug Number of  
Requests

Number 
Approved

Number 
Denied

CIPROFLOXACIN HCL/DEXAMETH    216 211 5 
CITALOPRAM                    1 1 0 

CITALOPRAM HBR                51 49 2 
CITALOPRAM HYDROBROMIDE       104 99 5 

CITRANATAL ASSURE             1 1 0 
CITRANATAL DHA                2 0 2 

CITRULLINE                    1 1 0 
CLARAVIS                      3 3 0 
CLARINEX                      5 3 2 

CLARINEX-D 12 HOUR            3 1 2 
CLARITHROMYCIN                47 46 1 

CLEOCIN PALMITATE             1 1 0 
CLINDAGEL                     1 1 0 

CLINDAMYCIN HCL               3 3 0 
CLINDAMYCIN PALMITATE         1 1 0 

CLINDAMYCIN PHOS/BENZOYL PEROX 54 47 7 
CLINDAMYCIN PHOSPHATE         3 3 0 

CLINDAMYCIN/BENZOYL PRX/SKN #5 11 9 2 
CLINDAMYCIN/TRETINOIN         2 2 0 

CLINDAMYCIN-BENZOYL PEROX     2 1 1 
CLOBETASOL EMOLLIENT          1 1 0 

CLOBETASOL PROPIONATE         14 13 1 
CLOBEX                        1 1 0 

CLOMIPRAMINE HCL              2 2 0 
CLONAZEPAM                    105 105 0 

CLONIDINE                     1 0 1 
CLONIDINE HCL                 84 84 0 

CLOPIDOGREL BISULFATE         88 87 1 
CLOTRIMAZOLE                  1 1 0 

CLOTRIMAZOLE/BETAMET DIPROP   11 11 0 
CLOTRIMAZOLE-BETAMETHASON     3 3 0 

CLOTRIMAZOLE-BETAMETHASONE    7 7 0 
CLOZARIL                      1 1 0 
CO Q-10                       1 1 0 
COBAN                         1 1 0 

CODEINE PHOS/ACETAMINOPHEN    22 22 0 
CODEINE PHOSPHATE/APAP        1 1 0 

COLESEVELAM HCL               7 5 2 
COLLAGENASE                   3 3 0 

COMBIGAN                      1 1 0 
COMBIVENT                     4 4 0 

COMPLETE ALLERGY              1 1 0 
CONCERTA                      22 22 0 



Drug Number of  
Requests

Number 
Approved

Number 
Denied

CONTOUR                       31 31 0 
COPAXONE                      1 1 0 
COPEGUS                       2 2 0 
CORDRAN                       2 2 0 
COREG CR                      1 1 0 
COUMADIN                      2 2 0 

COZAAR                        6 6 0 
CP DEC                        1 0 1 

CP DEC-DM                     1 0 1 
C-PHEN DM                     23 7 16 

C-PHEN DROPS                  1 1 0 
C-PHEN SYRUP                  1 0 1 

CREON                         2 2 0 
CRESTOR                       7 5 2 

CROMOLYN SODIUM               3 3 0 
CROTAMITON                    3 3 0 

CYCLOBENZAPRINE HCL           20 20 0 
CYCLOSPORINE                  5 5 0 

CYMBALTA                      55 52 3 
CYPROHEPTADINE HCL            9 9 0 

DALLERGY                      3 2 1 
DALLERGY PE                   1 1 0 
DALLERGY-JR                   1 1 0 

D-AMPHETAMINE SULFATE         5 5 0 
DANAZOL                       1 1 0 
DAPSONE                       1 1 0 

DARBEPOETIN ALFA IN POLYSORBAT 1 1 0 
DARIFENACIN HYDROBROMIDE      1 1 0 

DAYPRO                        2 2 0 
DAYTRANA                      1 1 0 

DDAVP                         25 18 7 
DEFERASIROX                   2 2 0 

DEPAKOTE                      1 1 0 
DEPAKOTE ER                   5 5 0 

DEPAKOTE SPRINKLE             2 2 0 
DERMA-SMOOTHE-FS              3 3 0 

DESIPRAMINE HCL               3 3 0 
DESLORATADINE                 26 24 2 

DESMOPRESSIN ACETATE          179 169 10 
DESOG-ET ESTRA/ETHIN ESTRA    3 3 0 

DESONATE                      1 1 0 
DESONIDE                      12 12 0 

DESOXIMETASONE                2 2 0 



Drug Number of  
Requests

Number 
Approved

Number 
Denied

DESVENLAFAXINE SUCCINATE      40 33 7 
DETROL                        1 1 0 

DETROL LA                     8 3 5 
DEXAMETHASONE                 2 2 0 

DEXLANSOPRAZOLE               11 10 1 
DEXMETHYLPHENIDATE HCL        56 55 1 

DEXTROAMPHETAMINE SULFATE     10 10 0 
DEXTROAMPHETAMINE-AMPHETA     3 3 0 

DEXTROAMPHETAMINE-AMPHETAMINE 36 36 0 
DIAZEPAM                      24 24 0 
DIAZOXIDE                     1 1 0 

DICLOFENAC EPOLAMINE          10 8 2 
DICLOFENAC SODIUM             21 19 2 

DICLOFENAC SODIUM/MISOPROSTOL 6 6 0 
DIDANOSINE                    1 1 0 

DIFFERIN                      11 1 10 
DIFLUCAN                      2 2 0 

DIFLUPREDNATE                 1 1 0 
DIGOXIN                       6 6 0 

DIHYDROERGOTAMINE MESYLATE    2 2 0 
DILANTIN                      7 7 0 

DILANTIN-125                  1 1 0 
DILAUDID                      1 1 0 

DILTIAZEM ER                  1 1 0 
DIOVAN                        9 5 4 

DIOVAN HCT                    8 4 4 
DIPHENHYDRAMINE HCL           1 1 0 

DIPROLENE                     1 1 0 
DIVALPROEX SODIUM             15 15 0 

DIVALPROEX SODIUM ER          17 17 0 
DL-E AC/GRAPE/HYALURONIC ACID 2 2 0 

DM HB/P-EPHED HCL/CARBINOX    1 1 0 
D-METHORP TAN/P-EPD TAN/CP    1 1 0 

D-METHORP TAN/P-EPD TAN/D-CP  2 2 0 
D-METHORPHAN HB/PE/CHLORPHENIR 46 5 41 
D-METHORPHAN HB/P-EPD HCL/BPM 12 1 11 

DOCUSATE SODIUM               2 2 0 
DOLGIC PLUS                   1 0 1 
DONATUSSIN                    2 1 1 

DORNASE ALFA                  17 17 0 
DORYX                         8 7 1 

DOVONEX                       5 4 1 
DOXEPIN HCL                   4 4 0 



Drug Number of  
Requests

Number 
Approved

Number 
Denied

DOXYCYCLINE HYCLATE           55 53 2 
DOXYCYCLINE MONOHYDRATE       1 1 0 

DRAMAMINE                     3 3 0 
DRITHO-SCALP                  1 1 0 
DRONABINOL                    4 3 1 

DRONEDARONE HYDROCHLORIDE     1 1 0 
DUAC CS                       5 2 3 

DUET DHA WITH FERRAZONE       1 1 0 
DULOXETINE HCL                98 91 7 

DURAGESIC                     2 2 0 
E.E.S. 200                    3 3 0 

EC-NAPROSYN                   1 1 0 
ECONAZOLE NITRATE             1 1 0 

EFFEXOR                       2 2 0 
EFFEXOR XR                    38 37 1 

ELETRIPTAN HYDROBROMIDE       16 15 1 
ELIDEL                        32 18 14 

ELMIRON                       3 2 1 
ELOCON                        8 7 1 

ELTROMBOPAG OLAMINE           1 1 0 
EMEND                         1 1 0 

EMOLLIENT COMBINATION NO. 25  2 2 0 
EMOLLIENT COMBINATION NO.35   2 2 0 

ENALAPRIL MALEATE             5 5 0 
ENBREL                        6 4 2 

ENDOCET                       6 6 0 
ENJUVIA                       1 1 0 

ENOXAPARIN SODIUM             3 3 0 
EPIVIR                        1 1 0 

EPOETIN ALFA                  2 2 0 
EPOGEN                        5 4 1 

ERGOTAMINE TARTRATE           1 1 0 
ERLOTINIB HCL                 1 1 0 

ERRIN                         1 1 0 
ERYPED 200                    3 3 0 

ERYTHROMYCIN                  1 1 0 
ERYTHROMYCIN ETHYLSUCCINATE   17 17 0 

ESCITALOPRAM OXALATE          124 117 7 
ESOMEPRAZOLE MAG TRIHYDRATE   130 117 13 

ESTRADIOL                     15 15 0 
ESTRIOL MICRONIZED            1 1 0 

ESTROGEN,ESTER/ME-TESTOSTERONE 1 1 0 
ESZOPICLONE                   25 21 4 



Drug Number of  
Requests

Number 
Approved

Number 
Denied

ETANERCEPT                    22 21 1 
ETHACRYNIC ACID               1 1 0 

ETHINYL ESTRADIOL/DROSPIRENONE 68 63 5 
ETHOSUXIMIDE                  4 4 0 

ETHYL CHLORIDE                1 1 0 
ETODOLAC                      18 18 0 

ETONOGESTREL                  1 1 0 
ETONOGESTREL/ETHINYL ESTRADIOL 44 40 4 

ETOPOSIDE                     1 1 0 
EUCERIN                       1 1 0 
EURAX                         1 1 0 

EXFORGE                       3 2 1 
EXJADE                        3 3 0 
EXTINA                        2 1 1 

EZETIMIBE                     18 17 1 
EZETIMIBE/SIMVASTATIN         6 6 0 

FAMCICLOVIR                   1 1 0 
FAMOTIDINE                    6 6 0 
FEBUXOSTAT                    1 1 0 

FEIBA VH IMMUNO               2 2 0 
FELBATOL                      1 1 0 

FEMCON FE                     1 1 0 
FENOFIBRATE NANOCRYSTALLIZED  18 16 2 

FENOFIBRATE,MICRONIZED        2 2 0 
FENOFIBRIC ACID               3 2 1 

FENOFIBRIC ACID (CHOLINE)     2 2 0 
FENTANYL                      24 20 4 

FERREX 150                    1 1 0 
FERROUS SULFATE               11 11 0 
FEXOFENADINE HCL              227 199 28 

FILGRASTIM                    5 5 0 
FLECTOR                       6 6 0 
FLOMAX                        4 3 1 

FLONASE                       1 1 0 
FLOVENT DISKUS                6 3 3 

FLOVENT HFA                   105 59 46 
FLUCONAZOLE                   4 4 0 

FLUDROCORTISONE ACETATE       3 3 0 
FLUOCINOLONE ACETONIDE        11 11 0 

FLUOCINOLONE/SHOWER CAP       12 12 0 
FLUOCINONIDE                  9 9 0 

FLUOXETINE HCL                127 127 0 
FLURANDRENOLIDE               1 1 0 



Drug Number of  
Requests

Number 
Approved

Number 
Denied

FLURAZEPAM HCL                3 1 2 
FLUTICASONE FUROATE           13 12 1 

FLUTICASONE PROPIONATE        468 405 63 
FLUTICASONE/SALMETEROL        911 779 132 

FLUVIRIN                      1 1 0 
FLUVOXAMINE MALEATE           12 12 0 

FOCALIN                       2 2 0 
FOCALIN XR                    16 16 0 
FOLIC ACID                    5 5 0 

FORADIL                       1 1 0 
FORMALDEHYDE                  2 2 0 

FORMOTEROL FUMARATE           9 9 0 
FOSAMAX                       1 0 1 

FOSAMAX PLUS D                2 2 0 
FOSINOPRIL SODIUM             1 1 0 

FREESTYLE LITE METER          4 1 3 
FREESTYLE LITE STRIPS         2 0 2 
FREESTYLE TEST STRIPS         5 4 1 

FROVA                         1 0 1 
FROVATRIPTAN SUCCINATE        4 2 2 

FUROSEMIDE                    4 4 0 
GABAPENTIN                    37 37 0 

GASTROCROM                    1 0 1 
GEMIFLOXACIN MESYLATE         1 1 0 

GENTAMICIN SULFATE            3 3 0 
GEODON                        24 24 0 

GLATIRAMER ACETATE            10 9 1 
GLIMEPIRIDE                   3 3 0 

GLIPIZIDE                     2 2 0 
GLIPIZIDE ER                  2 2 0 
GLYBURIDE                     12 12 0 

GLYCOPYRROLATE                3 3 0 
GRISEOFULVIN,MICROSIZE        3 3 0 

GUAIFEN/D-METHORPHAN HB/PE/CP 1 0 1 
GUAIFEN/PHENYLEPHRINE/CP      2 0 2 

GUAIFENESIN                   1 1 0 
GUAIFENESIN/CODEINE PHOS      5 3 2 

GUAIFENESIN/D-METHORPHAN HB   3 1 2 
GUAIFENESIN/P-EPHED HCL       1 0 1 

GUAIFENESIN/PHENYLEPHRINE HCL 1 1 0 
GUAIFENESIN-CODEINE           1 0 1 

GUANFACINE HCL                42 42 0 
HALOBETASOL PROPIONATE        3 3 0 



Drug Number of  
Requests

Number 
Approved

Number 
Denied

HALOPERIDOL                   4 4 0 
HC ACETATE/PRAMOXINE HCL      1 1 0 

HEXACHLOROPHENE               1 1 0 
HOMATROPINE HBR               1 1 0 

HUMALOG                       12 12 0 
HUMALOG MIX 75-25             1 1 0 

HUMIRA                        10 5 5 
HUMULIN 70-30                 2 2 0 

HUMULIN N                     7 7 0 
HUMULIN R                     3 3 0 

HYALURONATE SODIUM            1 1 0 
HYDROCHLOROTHIAZIDE           4 4 0 

HYDROCODONE BIT/ACETAMINOPHEN 10 10 0 
HYDROCODONE BITARTRATE/APAP   5 5 0 

HYDROCODONE BIT-IBUPROFEN     3 3 0 
HYDROCODONE/CHLOR-POLI        1 1 0 

HYDROCODONE-ACETAMINOPHEN     196 196 0 
HYDROCODONE-HOMATROPINE       1 1 0 

HYDROCORTISONE                17 17 0 
HYDROCORTISONE ACETATE        1 1 0 

HYDROCORTISONE BUTYRATE       1 1 0 
HYDROCORTISONE BUTYRATE/EMOLL 1 1 0 

HYDROCORTISONE VALERATE       6 6 0 
HYDROMET                      1 1 0 

HYDROMORPHONE HCL             6 6 0 
HYDROXYPROGESTERONE CAPROATE  7 7 0 

HYDROXYZINE HCL               10 10 0 
HYDROXYZINE PAMOATE           5 5 0 
HYOSCYAMINE SULFATE           1 1 0 
IBANDRONATE SODIUM            2 2 0 

IBUPROFEN                     21 21 0 
IBUPROFEN/HYDROCODONE BIT     1 1 0 

IMATINIB MESYLATE             1 1 0 
IMIPRAMINE HCL                12 12 0 

IMMUNE GLOBULIN,GAMMA (IGG)   1 1 0 
INDOMETHACIN                  8 8 0 

INFLIXIMAB                    2 2 0 
INSULIN ASPART                3 3 0 
INSULIN DETEMIR               1 1 0 

INSULIN GLARGINE,HUM.REC.ANLOG 1 1 0 
INTERFERON ALFA-2B,RECOMB.    1 1 0 

INTERFERON BETA-1A            5 5 0 
INTERFERON BETA-1A/ALBUMIN    5 5 0 



Drug Number of  
Requests

Number 
Approved

Number 
Denied

INTERFERON BETA-1B            4 4 0 
INTUNIV                       15 9 6 
INVEGA                        5 5 0 

IPRATROPIUM/ALBUTEROL SULFATE 1 1 0 
IRBESARTAN                    5 5 0 

IRBESARTAN/HYDROCHLOROTHIAZIDE 2 2 0 
IRON ASPGLY&PS CMPLX/C/CA/SUC 2 1 1 
IRON ASPGLY&PS/C/B12/FA/CA/SUC 1 1 0 
ISOMETH-D-CHLORALPHENAZ-APAP  1 1 0 

ISOTRETINOIN                  33 31 2 
ITRACONAZOLE                  8 7 1 

IVERMECTIN                    7 7 0 
JANUVIA                       7 7 0 
JOLESSA                       1 1 0 

JUNEL                         1 1 0 
JUNEL FE                      1 1 0 
KADIAN                        1 1 0 

KALETRA                       1 1 0 
KAPIDEX                       6 5 1 
KARIVA                        1 1 0 
KEFLEX                        1 1 0 
KEPPRA                        15 15 0 

KETOCONAZOLE                  1 1 0 
KETO-DIASTIX REAGENT          1 1 0 

KETOROLAC TROMETHAMINE        5 4 1 
KLOR-CON M20                  4 4 0 
LABETALOL HCL                 6 6 0 

LACRI-LUBE S.O.P.             1 1 0 
LACTULOSE                     1 1 0 
LAMICTAL                      6 6 0 

LAMICTAL (GREEN)              1 1 0 
LAMISIL                       5 2 3 

LAMOTRIGINE                   49 49 0 
LANCETS                       2 2 0 

LANSOPRAZOLE                  552 538 14 
LANSOPRAZOLE/AMOX TR/CLARITH  5 5 0 

LANTUS                        16 16 0 
LENALIDOMIDE                  2 2 0 

LEVALBUTEROL HCL              98 97 1 
LEVALBUTEROL TARTRATE         43 42 1 

LEVAQUIN                      33 29 4 
LEVEMIR                       2 2 0 

LEVETIRACETAM                 22 22 0 



Drug Number of  
Requests

Number 
Approved

Number 
Denied

LEVOCETIRIZINE DIHYDROCHLORIDE 26 25 1 
LEVOFLOXACIN                  74 70 4 

LEVONORGESTREL                7 5 2 
LEVONORGESTREL-ETH ESTRA      29 28 1 

LEVOTHYROXINE SODIUM          64 64 0 
LEVOXYL                       1 1 0 
LEXAPRO                       73 67 6 
LICEMD                        1 1 0 

LIDOCAINE                     36 30 6 
LIDOCAINE HCL                 1 1 0 

LIDOCAINE HCL VISCOUS         2 2 0 
LIDOCAINE/PRILOCAINE          1 1 0 

LIDODERM                      12 7 5 
LINDANE                       9 9 0 

LINEZOLID                     27 27 0 
LIOTHYRONINE SODIUM           4 4 0 

LIPITOR                       3 1 2 
LIQUI-DUALCITRA               1 1 0 

LISDEXAMFETAMINE DIMESYLATE   29 28 1 
LISINOPRIL                    9 9 0 

LISINOPRIL-HCTZ               5 5 0 
LITHIUM CARBONATE             12 12 0 

L-METHYLFOLATE                1 1 0 
L-NORGEST-ETH ESTR/ETHIN ESTRA 16 13 3 

LOCOID                        1 1 0 
LODOXAMIDE TROMETHAMINE       1 1 0 

LODRANE 24D                   1 1 0 
LOESTRIN 24 FE                5 4 1 

LOESTRIN FE                   1 1 0 
LO-OVRAL-28                   2 2 0 

LOPERAMIDE HCL                1 1 0 
LOPROX                        1 1 0 

LORATADINE                    27 27 0 
LORATADINE-D                  1 1 0 

LORAZEPAM                     17 17 0 
LORAZEPAM INTENSOL            1 1 0 

LORTAB                        2 2 0 
LOSARTAN POTASSIUM            28 27 1 

LOSARTAN/HYDROCHLOROTHIAZIDE  12 11 1 
LOTEPREDNOL ETABONATE         4 2 2 

LOTRIMIN AF                   1 1 0 
LOTRISONE                     3 3 0 
LOTRONEX                      1 0 1 



Drug Number of  
Requests

Number 
Approved

Number 
Denied

LOVAZA                        5 1 4 
LOVENOX                       1 1 0 

LOW-OGESTREL                  3 3 0 
LOXAPINE                      2 2 0 

LOXAPINE SUCCINATE            1 1 0 
LUBIPROSTONE                  20 20 0 

LUMIGAN                       2 2 0 
LUNESTA                       8 7 1 
LUVOX CR                      3 3 0 

LYRICA                        16 16 0 
MACRODANTIN                   1 1 0 

MAGNESIUM GLUCONATE           1 1 0 
MAGNESIUM SALT                1 1 0 

MALATHION                     164 164 0 
MAXAIR AUTOHALER              3 3 0 

MAXALT                        4 3 1 
MAXALT MLT                    1 0 1 

MEBENDAZOLE                   1 1 0 
MECLIZINE HCL                 1 1 0 

MEDROXYPROGESTERONE ACETATE   5 5 0 
MEFENAMIC ACID                5 5 0 

MEGESTROL ACETATE             1 1 0 
MELOXICAM                     26 25 1 
MEPHYTON                      1 1 0 

MERCAPTOPURINE                4 4 0 
MERIDIA                       1 1 0 

MESALAMINE                    7 7 0 
METADATE CD                   4 4 0 

METAPROTERENOL SULFATE        1 0 1 
METAXALONE                    8 8 0 

METFORMIN HCL                 18 18 0 
METFORMIN HCL ER              2 2 0 

METHADONE HCL                 19 19 0 
METHOCARBAMOL                 4 4 0 
METHOTREXATE                  3 3 0 

METHYLDOPA                    6 6 0 
METHYLIN                      13 13 0 

METHYLPHENIDATE               3 3 0 
METHYLPHENIDATE HCL           74 74 0 
METHYLPHENIDATE SR            1 1 0 
METOCLOPRAMIDE HCL            21 21 0 

METOPROLOL SUCCINATE          3 3 0 
METRONIDAZOLE                 2 2 0 



Drug Number of  
Requests

Number 
Approved

Number 
Denied

METRONIDAZOLE BENZOATE        4 4 0 
MICONAZOLE NITRATE            2 2 0 

MICROGESTIN                   2 2 0 
MICROGESTIN FE                4 4 0 

MIDRIN                        1 1 0 
MILNACIPRAN HCL               24 23 1 

MIMYX                         1 1 0 
MINERAL OIL/PET HY-PHL        1 1 0 

MINERAL OIL/PETROLATUM,WHITE  1 1 0 
MINOCYCLINE HCL               6 5 1 

MIRALAX                       1 1 0 
MIRAPEX                       1 1 0 
MIRENA                        1 0 1 

MIRTAZAPINE                   16 15 1 
MISCELLANEOUS MEDICAL SUPPLY  2 2 0 

MISOPROSTOL                   3 2 1 
MOBIC                         4 2 2 

MODAFINIL                     12 10 2 
MOLINDONE HYDROCHLORIDE       1 1 0 

MOMETASONE FUROATE            192 173 19 
MONONESSA                     1 1 0 

MONTELUKAST SODIUM            1,307 1,212 95 
MORPHINE SULFATE              31 30 1 

MORPHINE SULFATE/NALTREXONE   1 1 0 
MOXIFLOXACIN HCL              20 12 8 

MTH/ME BLUE/SALICY/NA PHOS/HYO 1 1 0 
MULTIVITAMINS WITH IRON       1 1 0 

MULTIVITS&MINS/FA/COENZYME Q10 1 1 0 
MUPIROCIN                     10 10 0 

MUPIROCIN CALCIUM             31 15 16 
MYCOPHENOLATE SODIUM          2 2 0 

NA SULFACETM/PREDNISOL AC     1 1 0 
NABUMETONE                    35 34 1 

NADOLOL                       1 1 0 
NALTREXONE HCL                1 1 0 

NAPHOS M-B M-H/NA PHOS,DI-BA  3 2 1 
NAPROXEN                      25 25 0 

NAPROXEN SODIUM               11 11 0 
NARATRIPTAN HCL               1 1 0 

NASACORT AQ                   5 4 1 
NASONEX                       18 13 5 

NATEGLINIDE                   1 1 0 
NEBIVOLOL HCL                 18 17 1 



Drug Number of  
Requests

Number 
Approved

Number 
Denied

NECON                         3 3 0 
NEOMYCIN-POLYMYXIN-HC         1 1 0 

NEULASTA                      1 1 0 
NEUPOGEN                      1 1 0 
NEURONTIN                     1 1 0 

NEXIUM                        50 26 24 
NIACIN/SIMVASTATIN            1 1 0 

NICODERM CQ                   1 1 0 
NICOTINE                      6 5 1 

NICOTINE PATCH                1 1 0 
NIFEDICAL XL                  3 3 0 
NIFEDIPINE                    18 18 0 

NIFEDIPINE ER                 4 4 0 
NITAZOXANIDE                  2 2 0 

NITROFURANTOIN MACROCRYSTAL   1 1 0 
NITROSTAT                     1 1 0 
NIZATIDINE                    8 8 0 

NORDETTE-28                   1 1 0 
NORELGESTROMIN/ETHIN.ESTRADIOL 78 77 1 
NORETH A-ET ESTRA/FE FUMARATE 7 5 2 
NORETH-ETHINYL ESTRADIOL/IRON 4 4 0 

NORETHINDRONE                 1 1 0 
NORETHINDRONE ACETATE         1 1 0 

NORETHINDRONE A-E ESTRADIOL   1 1 0 
NORETHINDRONE-ETHINYL ESTRAD  9 8 1 

NORETHINDRONE-MESTRANOL       1 1 0 
NORFLEX                       2 2 0 

NORGESTIMATE-ETHINYL ESTRADIOL 19 18 1 
NORGESTREL-ETHINYL ESTRADIOL  3 3 0 

NORMAL SALINE                 2 2 0 
NORTREL                       1 1 0 

NORTRIPTYLINE HCL             10 10 0 
NORVASC                       1 1 0 

NOVOLIN 70-30                 1 1 0 
NOVOLIN N                     2 2 0 
NOVOLOG                       12 12 0 

NOVOLOG MIX 70-30             1 1 0 
NOVOSEVEN RT                  1 1 0 

NUCYNTA                       4 4 0 
NUVARING                      6 2 4 

NUVIGIL                       5 2 3 
NYSTATIN                      23 23 0 
NYSTOP                        2 2 0 



Drug Number of  
Requests

Number 
Approved

Number 
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OCELLA                        1 1 0 
OFLOXACIN                     2 2 0 

OLANZAPINE                    13 13 0 
OLANZAPINE/FLUOXETINE HCL     5 4 1 

OLMESARTAN MEDOXOMIL          15 15 0 
OLMESARTAN/HYDROCHLOROTHIAZIDE 7 7 0 

OLOPATADINE HCL               31 23 8 
OMALIZUMAB                    3 3 0 

OMEGA-3 ACID ETHYL ESTERS     9 8 1 
OMEPRAZOLE                    160 157 3 

OMEPRAZOLE MAGNESIUM          7 7 0 
OMEPRAZOLE/SODIUM BICARBONATE 9 9 0 

OMNICEF                       6 5 1 
ONDANSETRON                   7 5 2 

ONDANSETRON HCL               18 18 0 
ONDANSETRON ODT               2 2 0 

ONE TOUCH II TEST STRIPS      1 1 0 
ONE TOUCH LANCETS             1 1 0 
ONE TOUCH METER               351 351 0 

ONE TOUCH TEST STRIPS         10 7 3 
ONE TOUCH ULTRA TEST STRI     5 2 3 

ONE TOUCH ULTRA TEST STRIPS   178 165 13 
OPANA                         1 1 0 

OPANA ER                      10 10 0 
OPIUM                         1 1 0 

OPTIVAR                       1 0 1 
ORALYTE                       1 1 0 

ORAP                          1 1 0 
ORAPRED ODT                   1 1 0 

ORLISTAT                      3 3 0 
ORPHENADRINE CITRATE          4 4 0 

ORTHO EVRA                    15 10 5 
ORTHO TRI-CYCLEN LO           1 1 0 

ORTHO-CYCLEN                  1 1 0 
ORTHO-NOVUM                   1 1 0 

OSELTAMIVIR PHOSPHATE         32 32 0 
OSMOPREP                      1 1 0 
OTIC EDGE                     2 1 1 

OVIDE                         21 21 0 
OXAPROZIN                     1 1 0 

OXCARBAZEPINE                 20 20 0 
OXICONAZOLE NITRATE           1 1 0 
OXYBUTYNIN CHLORIDE           3 3 0 



Drug Number of  
Requests

Number 
Approved

Number 
Denied

OXYCODONE HCL                 160 155 5 
OXYCODONE HCL/ACETAMINOPHEN   4 4 0 

OXYCODONE HCL-ACETAMINOPH     1 1 0 
OXYCODONE HCL-ACETAMINOPHEN   13 13 0 

OXYCODONE-ACETAMINOPHEN       17 17 0 
OXYCONTIN                     39 37 2 

OXYMORPHONE HCL               33 32 1 
OYST-CAL-500                  1 1 0 
PALIPERIDONE                  10 10 0 

PANCRELIPASE EC               1 1 0 
PANTOPRAZOLE SODIUM           123 94 29 

PAROXETINE HCL                85 82 3 
PATADAY                       4 2 2 
PATANOL                       3 3 0 

PAXIL                         3 3 0 
PAXIL CR                      3 3 0 

PEG 3350/NA SULF,BICARB,CL/KCL 1 1 0 
PEGASYS                       1 1 0 

PEGINTERFERON ALFA-2A         12 12 0 
PEGINTERFERON ALFA-2B         11 11 0 

PEGINTRON                     3 2 1 
PENCICLOVIR                   1 0 1 

PENICILLIN V POTASSIUM        3 3 0 
PENLAC                        1 0 1 

PENTOSAN POLYSULFATE SODIUM   11 11 0 
PEPCID                        1 1 0 

P-EPD TAN/CHLOR-TAN           1 1 0 
P-EPHED HCL/BROMPHENIRAMIN    1 1 0 

P-EPHED HCL/CETIRIZINE HCL    1 1 0 
P-EPHED HCL/CPMM/ATP/SCOP/HYOS 1 1 0 

P-EPHED HCL/FEXOFENADINE HCL  57 51 6 
P-EPHED SUL/DESLORATADINE     2 2 0 

P-EPHED SUL/LORATADINE        1 0 1 
PERCOCET                      2 2 0 
PERIOSTAT                     1 1 0 

PERMETHRIN                    9 9 0 
PERPHENAZINE                  1 1 0 

PHENOBARBITAL                 9 9 0 
PHENTERMINE HCL               3 2 1 

PHENYL CHLOR-TAN              1 1 0 
PHENYLEPH/DEXCHLOR/METHSCOPOL 2 2 0 

PHENYLEPHRINE HCL/CHLOR-MAL   11 5 6 
PHENYLEPHRINE/CHLOR-MAL/SCOP  21 19 2 



Drug Number of  
Requests

Number 
Approved

Number 
Denied

PHENYLEPHRINE/CHLOR-TAN       11 8 3 
PHENYLEPHRINE/PYRIL TAN/CP    2 2 0 

PHENYTOIN                     1 1 0 
PHENYTOIN SODIUM EXTENDED     7 7 0 

PIMECROLIMUS                  117 106 11 
PINDOLOL                      1 1 0 

PIOGLITAZONE HCL              1 1 0 
PIRBUTEROL ACETATE            6 6 0 

PIROXICAM                     3 3 0 
PLAVIX                        16 16 0 

PNV #14/FERROUS FUM/FOLIC ACID 2 2 0 
PNV COMB 22/IRON CB/FA/DSS/DHA 1 1 0 
PNV COMB 45/IRON CB/FA/DSS/DHA 3 3 0 
PNV COMBO#14/FE/FA #1/DHA/DOSS 2 1 1 
PNV NO.22/IRON CBN&GLUC/FA/DSS 1 1 0 
PNV W-CA #40/IRON FUM/FA CMB#1 1 1 0 
PNV,CA,NO.35/IRON/FA/DS/OMEG-3 1 1 0 
PNV2/IRON BG HCL SUC-P/FA/OM-3 1 1 0 

PODOFILOX                     2 2 0 
POLYETHYLENE GLYCOL           12 12 0 

POLYETHYLENE GLYCOL 3350      5 5 0 
POLY-IRON 150 FORTE           1 1 0 

POLYMYXIN B SUL-TRIMETHOPRIM  1 1 0 
PONSTEL                       3 1 2 
PORTIA                        1 1 0 

POTASSIUM CHLORIDE            3 3 0 
PRAMLINTIDE ACETATE           1 1 0 

PRAZIQUANTEL                  1 1 0 
PRECISION XTRA                3 2 1 
PREDNISOLONE                  3 3 0 

PREDNISOLONE ACETATE          1 1 0 
PREDNISOLONE SOD PHOSPHATE    1 1 0 

PREDNISOLONE SODIUM PHOSPHATE 6 6 0 
PREDNISONE                    13 13 0 
PREGABALIN                    1 1 0 
PREMARIN                      2 2 0 

PRENATAL MULTIVITAMIN W-I     1 1 0 
PRENATAL PLUS                 1 1 0 

PRENATAL VIT COMB.10/IRON/FA  1 1 0 
PRENATE DHA                   1 0 1 

PREVACID                      109 105 4 
PREVPAC                       3 1 2 
PRILOSEC                      9 8 1 



Drug Number of  
Requests

Number 
Approved

Number 
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PRILOSEC OTC                  2 2 0 
PRISTIQ                       23 18 5 

PROAIR HFA                    52 52 0 
PROCARDIA XL                  2 2 0 

PROCRIT                       5 5 0 
PROCYCLIDINE HCL              1 1 0 

PROGESTERONE                  2 2 0 
PROGESTERONE,MICRONIZED       3 3 0 

PROGLYCEM                     1 1 0 
PROGRAF                       3 3 0 

PROMETHAZINE HCL              10 10 0 
PROMETHAZINE VC-CODEINE       1 1 0 

PROMETHAZINE-CODEINE          6 4 2 
PROMETHAZINE-DM               1 0 1 

PROMETRIUM                    1 1 0 
PROPOXYPHENE NAPSYL           1 1 0 

PROPOXYPHENE NAPSYLATE-APAP   12 12 0 
PROPOXYPHENE/ACETAMINOPHEN    1 1 0 

PROPRANOLOL HCL               6 6 0 
PROPYLTHIOURACIL              1 1 0 

PROTECT CMB2/CERAMIDE 1,3,6-11 1 1 0 
PROTONIX                      33 13 20 
PROTOPIC                      6 3 3 

PROTRIPTYLINE HCL             1 1 0 
PROVENTIL HFA                 4 4 0 

PROVIGIL                      8 7 1 
PROZAC                        7 6 1 

PSEUDOEPHEDRINE HCL/ACRIVAS   1 1 0 
PSEUDOEPHEDRINE HCL/CHLOR-MAL 1 1 0 

PSEUDOEPHEDRINE/CPM/METHSCOPOL 2 2 0 
PULMICORT                     62 44 18 

PULMICORT FLEXHALER           18 7 11 
PULMOZYME                     6 6 0 

PV W-O CAL/FE BISGLY/FA       1 1 0 
Q-PAP                         2 2 0 

Q-TUSSIN DM                   1 1 0 
QUARTUSS                      2 2 0 
QUASENSE                      1 1 0 

QUETIAPINE FUMARATE           112 110 2 
QUINAPRIL HCL                 1 1 0 

QVAR                          9 9 0 
RABEPRAZOLE SODIUM            22 16 6 

RAMELTEON                     11 9 2 



Drug Number of  
Requests

Number 
Approved

Number 
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RAMIPRIL                      4 4 0 
RANITIDINE HCL                73 73 0 

RANOLAZINE                    3 3 0 
RAPAMUNE                      2 2 0 
REBETOL                       1 1 0 

RECLIPSEN                     1 1 0 
RELPAX                        5 3 2 

REMICADE                      2 2 0 
RENATE DHA                    1 1 0 
REPAGLINIDE                   2 2 0 

RESTASIS                      1 1 0 
RESTORIL                      4 4 0 

RETAPAMULIN                   2 2 0 
RETIN-A                       9 8 1 

RETIN-A MICRO                 1 0 1 
RETIN-A MICRO PUMP            1 1 0 

REVATIO                       4 1 3 
REVLIMID                      2 2 0 

RHINOCORT AQUA                5 3 2 
RIBAPAK                       3 2 1 

RIBASPHERE                    2 2 0 
RIBAVIRIN                     24 23 1 
RIFAXIMIN                     1 1 0 

RIMANTADINE HCL               3 3 0 
RISEDRONATE SODIUM            2 2 0 

RISPERDAL                     12 12 0 
RISPERDAL M-TAB               1 1 0 

RISPERIDONE                   152 152 0 
RISPERIDONE ODT               1 1 0 

RITALIN                       7 7 0 
RITALIN LA                    8 7 1 

RIZATRIPTAN BENZOATE          6 6 0 
ROBITUSSIN                    2 1 1 

ROPINIROLE HCL                5 5 0 
ROSUVASTATIN CALCIUM          20 19 1 

ROXICODONE                    1 1 0 
ROZEREM                       5 4 1 

RUFINAMIDE                    5 5 0 
RYNATAN                       1 0 1 

RYNATAN PEDIATRIC             3 2 1 
RYZOLT                        1 1 0 
SALEX                         2 2 0 

SALICYLIC ACID                5 5 0 



Drug Number of  
Requests
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Number 
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SALICYLIC ACID/COLLODION      1 1 0 
SALMETEROL XINAFOATE          3 3 0 

SAVELLA                       8 5 3 
SCOPOLAMINE HYDROBROMIDE      16 15 1 

SEASONIQUE                    7 7 0 
SENNOSIDES                    1 1 0 

SENNOSIDES/DOCUSATE SODIUM    1 0 1 
SEREVENT DISKUS               2 1 1 

SEROQUEL                      58 58 0 
SEROQUEL XR                   9 9 0 

SERTRALINE HCL                177 169 8 
SEVELAMER CARBONATE           1 1 0 

SEVELAMER HCL                 2 2 0 
SIBUTRAMINE HCL M-HYDRATE     2 2 0 

SILDEC                        1 1 0 
SILDENAFIL CITRATE            9 8 1 

SILVER SULFADIAZINE           11 11 0 
SIMUC-DM                      2 1 1 

SIMVASTATIN                   1 1 0 
SINGULAIR                     266 190 76 
SIROLIMUS                     1 1 0 

SITAGLIPTIN PHOS/METFORMIN HCL 7 7 0 
SITAGLIPTIN PHOSPHATE         18 18 0 

SKELAXIN                      6 5 1 
SOAP                          1 0 1 

SOD CHLORIDE/NAHCO3/KCL/PEGS N 2 1 1 
SODIUM BICARBONATE            1 1 0 

SODIUM CHLORIDE               1 1 0 
SODIUM CL IRRIG SOLN          2 2 0 

SODIUM FLUORIDE               1 1 0 
SODIUM OXYBATE                2 2 0 

SODIUM PHENYLBUTYRATE         1 1 0 
SODIUM PHOSPHATE              1 1 0 

SOFTCLIX                      14 14 0 
SOLIFENACIN SUCCINATE         10 9 1 

SONATA                        1 1 0 
SOTRET                        2 2 0 
SPIRIVA                       7 5 2 

SPIRONOLACT/HYDROCHLOROTHIAZID 2 2 0 
SPIRONOLACTONE                6 6 0 

SPIRONOLACTONE, MICRONIZED    1 1 0 
SPIRONOLACTONE-HCTZ           1 1 0 

SPORANOX                      3 2 1 



Drug Number of  
Requests
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SPRINTEC                      9 9 0 
STAVUDINE                     1 1 0 

STIMATE                       1 1 0 
STRATTERA                     24 23 1 
SUBOXONE                      40 40 0 
SUBUTEX                       9 5 4 

SUCCIMER                      1 1 0 
SUCRALFATE                    1 1 0 

SULFAMETHOXAZOLE-TRIMETHOPRIM 22 22 0 
SULFASALAZINE                 1 1 0 

SULINDAC                      2 2 0 
SUMATRIPTAN                   4 4 0 

SUMATRIPTAN SUCC/NAPROXEN SOD 14 14 0 
SUMATRIPTAN SUCCINATE         12 11 1 

SUNITINIB MALATE              1 1 0 
SUPRAX                        3 3 0 
SUTENT                        1 1 0 

SYMBICORT                     23 14 9 
SYMBYAX                       7 7 0 

SYMLINPEN 60                  1 1 0 
SYNTHROID                     5 5 0 

TACROLIMUS                    31 28 3 
TACROLIMUS ANHYDROUS          14 14 0 

TAMIFLU                       240 240 0 
TAMSULOSIN HCL                21 18 3 

TANNATE 12 S                  2 2 0 
TAPENTADOL HYDROCHLORIDE      10 10 0 

TAZAROTENE                    2 2 0 
TAZORAC                       1 1 0 

TEGRETOL                      3 3 0 
TEGRETOL XR                   3 3 0 

TEKTURNA                      1 1 0 
TELMISARTAN                   5 4 1 

TELMISARTAN/HYDROCHLOROTHIAZID 3 3 0 
TEMAZEPAM                     21 17 4 
TEMOVATE                      1 1 0 

TENEX                         1 1 0 
TERBINAFINE HCL               17 11 6 

TERBUTALINE SULFATE           1 1 0 
TERIPARATIDE                  1 1 0 

TESTIM                        1 1 0 
TESTOSTERONE                  14 12 2 
TETRABENAZINE                 1 1 0 
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THEOPHYLLINE ANHYDROUS        2 2 0 
THIOTHIXENE                   2 2 0 

TILIA FE                      1 1 0 
TIMOLOL MALEATE               1 1 0 

TINDAMAX                      1 0 1 
TINIDAZOLE                    5 5 0 

TIOTROPIUM BROMIDE            60 58 2 
TIZANIDINE HCL                9 9 0 

TOBI                          1 1 0 
TOBRADEX                      1 1 0 

TOBRAMYCIN SULFATE            4 3 1 
TOBRAMYCIN SULFATE/DEXAMETH   7 7 0 

TOLTERODINE TARTRATE          30 27 3 
TOPAMAX                       17 17 0 
TOPICORT                      3 3 0 

TOPIRAMATE                    31 31 0 
TRAMADOL HCL                  67 66 1 

TRANSDERM-SCOP                6 4 2 
TRAVATAN Z                    1 0 1 

TRAVOPROST (BENZALKONIUM)     1 1 0 
TRAZODONE HCL                 86 81 5 

TRETINOIN                     29 29 0 
TRETINOIN MICROSPHERES        8 7 1 

TREXIMET                      1 0 1 
TRIAMCINOLONE ACETONIDE       38 37 1 

TRIAMTERENE-HCTZ              2 2 0 
TRICOR                        1 1 0 

TRILEPTAL                     11 11 0 
TRILIPIX                      1 1 0 

TRI-LO-SPRINTEC               1 1 0 
TRI-LUMA                      1 0 1 
TRINESSA                      6 6 0 

TRI-SPRINTEC                  8 8 0 
TROSPIUM CHLORIDE             2 2 0 

TRUETRACK TEST STRIP          1 0 1 
TUSSIONEX                     3 3 0 

UBIDECARENONE                 3 2 1 
UBIDECARENONE/VIT E ACETATE   1 1 0 

UBIDECARENONE/VITAMIN E       5 5 0 
ULESFIA                       8 8 0 
ULTRAM                        1 1 0 

ULTRAVATE                     2 2 0 
UREA                          1 1 0 



Drug Number of  
Requests

Number 
Approved

Number 
Denied

URINE ALBUMIN TEST            1 1 0 
URSODIOL                      3 3 0 
VAGIFEM                       1 1 0 

VALACYCLOVIR HCL              140 130 10 
VALCYTE                       1 1 0 

VALGANCICLOVIR HYDROCHLORIDE  5 5 0 
VALIUM                        2 2 0 

VALPROIC ACID                 5 5 0 
VALSARTAN                     27 26 1 

VALSARTAN/HYDROCHLOROTHIAZIDE 25 25 0 
VALTREX                       23 15 8 

VANCOCIN HCL                  1 1 0 
VANCOMYCIN HCL                3 3 0 
VENLAFAXINE HCL               123 121 2 

VENLAFAXINE HCL ER            2 2 0 
VENTOLIN HFA                  6 6 0 

VERAMYST                      6 5 1 
VERAPAMIL HCL                 3 3 0 

VESICARE                      4 3 1 
VIAGRA                        1 0 1 

VIBRAMYCIN                    1 1 0 
VIGAMOX                       8 8 0 
VIMPAT                        1 1 0 

VITAMIN C                     1 1 0 
VITAMIN D                     2 2 0 

VIVAGLOBIN                    1 1 0 
VIVELLE-DOT                   2 1 1 

VOLTAREN                      1 1 0 
VORICONAZOLE                  3 3 0 

VYTORIN                       3 0 3 
VYVANSE                       22 22 0 

WARFARIN SODIUM               9 9 0 
WATER FOR INJECTION,STERILE   1 1 0 

WATER FOR IRRIGATION,STERILE  1 1 0 
WELCHOL                       1 0 1 

WELLBUTRIN SR                 3 3 0 
WELLBUTRIN XL                 5 5 0 

XANAX                         2 2 0 
XENADERM                      1 1 0 
XENAZINE                      1 1 0 
XENICAL                       3 1 2 

XERAC AC                      1 1 0 
XOLAIR                        1 1 0 



Drug Number of  
Requests

Number 
Approved

Number 
Denied

XOPENEX                       19 19 0 
XOPENEX HFA                   13 13 0 

XYREM                         1 1 0 
XYZAL                         7 4 3 

YAZ                           15 12 3 
ZAFIRLUKAST                   8 8 0 

ZALEPLON                      2 2 0 
ZANAFLEX                      2 2 0 

ZANTAC                        2 2 0 
ZEGERID                       4 3 1 

ZETIA                         3 2 1 
ZIANA                         1 0 1 

ZIDOVUDINE                    1 1 0 
ZILEUTON                      2 2 0 

ZINC OXIDE                    1 1 0 
ZINC SULFATE                  5 5 0 

ZIPRASIDONE HCL               21 20 1 
ZITHROMAX                     3 3 0 

ZOFRAN                        3 2 1 
ZOFRAN ODT                    1 1 0 

ZOLMITRIPTAN                  11 9 2 
ZOLOFT                        10 8 2 

ZOLPIDEM TARTRATE             112 98 14 
ZOMIG                         3 2 1 

ZONEGRAN                      1 1 0 
ZONISAMIDE                    5 5 0 
ZOVIA 1-35E                   1 1 0 

ZYBAN                         1 1 0 
ZYPREXA                       8 8 0 
ZYRTEC                        19 17 2 
ZYVOX                         8 5 3 



No cases to report

MCO DUR Board Annual Grievance Report 

Grievance: Verbal or written expression of dissatisfaction for which the member has a reasonable expectation that action 
will be taken to resolve or reconsider the matter expressed. If a verbal expression of satisfaction takes less than a 

business day to resolve, it is considered to be an inquiry. Matters that are remanded to the administrative review and/or 
appeals process for resolution are not considered as grievances. 

Anthem 2009

Date of Grievance Date Resolved Pharmacy Name Reason for Grievance/Summary of Actions Taken



Annual MCO – DUR Report 
 

Overview 

The Annual MCO – DUR Report is submitted in accordance with IC 12-15-35-48 (SEA 
228) and is therefore often referred to as the 228 Report.  The legislation is listed below. 

IC12-15-35-48 
Board's review of a managed care organization's prescription drug program; report 
     Sec. 48. (a) The board shall review the prescription drug program of a managed care 
organization that participates in the state's risk-based managed care program at least one 
(1) time per year. The board's review of a prescription drug program must include the 
following: 
        (1) An analysis of the single source drugs requiring prior authorization, including 
the number of drugs requiring prior authorization in comparison to other managed care 
organizations' prescription drug programs that participate in the state's Medicaid program. 
        (2) A determination and analysis of the number and the type of drugs subject to a 
restriction. 
        (3) A review of the rationale for: 
            (A) the prior authorization of a drug described in subdivision (1); and 
            (B) a restriction on a drug. 
        (4) A review of the number of requests a managed care organization received for 
prior authorization, including the number of times prior authorization was approved and 
the number of times prior authorization was disapproved. 
        (5) A review of: 
            (A) patient and provider satisfaction survey reports; and 
            (B) pharmacy-related grievance data for a twelve (12) month period. 
    (b) A managed care organization described in subsection (a) shall provide the board 
with the information necessary for the board to conduct its review under subsection (a). 
    (c) The board shall report to the select joint commission on Medicaid oversight 
established by IC 2-5-26-3 at least one (1) time per year on the board's review under 
subsection (a). 
As added by P.L.107-2002, SEC.22. 

The complete report can be broken down into the following separate documents: 
• Rationale for Drug Restrictions:  a determination and analysis of the number 

and type of medications subject to a restriction 
• MCO PA Listing of Single Source Drugs:  an analysis of the single source 

medications requiring prior authorization  
• Number of MCO Prior Authorizations by Drug:  a review of the number of 

requests for prior authorization and the number approved and denied 
• Consumer Assessment of Healthcare Providers and Systems Survey 

(CAHPS):  patient and provider satisfaction survey reports 
o Included in this report are the CAHPS reports for Anthem, MDwise and 

MHS. The measurement year was 2008. The 2009 report is not due to 
OMPP until 7/31/10.   
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o The purpose is to assess and document the experiences members report 
with their managed care organization as an indicator of quality of various 
aspects of care and customer service. MCOs must use an NCQA (National 
Committee for Quality Assurance) certified vendor to conduct the CAHPS 
survey.  

• Total Calendar Year Pharmacy-Related Grievances:  (# of grievances):  
pharmacy-related grievance data for a 12 month time period 

• PDL Comparison of Select Therapeutic Classes:  a comparison of the MCO’s 
Preferred Drug Lists with the Fee for Service (FFS) Preferred Drug List 

 
Each MCO is responsible for providing their respective components of this report.  Both 
FFS and MCO plans will be responsible for the PDL comparison.  Once approved by the 
DUR Board, the report is then submitted to the Select Joint Commission on Medicaid 
Oversight.   
 
 

 



Clinical Edits:
PA - Prior Authorization

QLL - Quantity Level Limits
ST - Step Therapy
AGE - Age Limit

CT - Concurrent Therapy

* Denotes Single Source Drug

Drug Restriction Rationale for Restriction
ACCOLATE* CT requires rx with inhaled corticosteroid

ADVAIR* QLL 2 inhl/RX allow for ample supply (multiple caregivers)

ALINIA* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

ALLEGRA* ST requires prior rx with first line  

ARANESP* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

ARICEPT* PA Ensure used for proper diagnosis
AUGMENTIN XR* ST requires prior rx with first line

AVELOX* PA Risk of antibiotic resistance with overutilization

AVONEX ADMIN PACK* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

azithromycin (except 1g) ST requires prior rx with first line unless current rx for certain 
drugs (e.g., antiretrovirals

BACTROBAN OINT* QLL 1- 22 gm 
tube/30 days Ensure appropriate use

BENICAR* ST,CT ST requires prior rx with ACEI ; CT requires Rx for oral 
hypoglycemic

BENICAR HCT* ST,CT ST requires prior rx with ACEI ; CT requires Rx for oral 
hypoglycemic

BENZAMYCIN AGE < 22 years Ensure use for proper diagnosis

BIAXIN XL* ST requires prior rx with first line unless current rx for certain 
drugs (e.g., antiretrovirals

cefdinir ST requires prior rx with first line; or PCN allergy
CELEBREX* ST Requires use of first-line NSAIDs

CHANTIX* QLL-up to 24 
weeks per year Ensure appropriate therapy duration

CLIMARA* QLL 5 patches/RX Ensure appropriate use

desmopressin nasal spray PA Ensure use for proper diagnosis
DDAVP tablets* QLL 5 tabs/month Ensure use for proper diagnosis

DIOVAN* ST,CT ST requires prior rx with ACEI ; CT requires Rx for oral 
hypoglycemic

DIOVAN HCT* ST,CT ST requires prior rx with ACEI ; CT requires Rx for oral 
hypoglycemic

ELIDEL* ST requires prior rx with first line
EMEND TRIFOLD PACK* QLL-1 Pkt/Rx Ensure appropriate use and dosing

ENBREL* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

EXFORGE* ST requires prior rx with ACEI

 Rationale for Drug Restrictions
 (From PDL Comparison)

MDwise 2009



Drug Restriction Rationale for Restriction
EXJADE* PA FIRST-LINE: DESFERAL

fentanyl transderm QLL-10/30 days allow for ample supply (multiple caregivers)
fexofenadine ST requires prior rx with first line  
FLONASE* QLL-2 btl/Rx Allow for ample supply (multiple caregivers)

FLOVENT * QLL 44mcg& 110, 
220 mcg 2inhl/RX Allow for ample supply (multiple caregivers)

fluconazole 150 mg QLL-1- 150mg 
tab/month Ensure first-line failure and appropriate dosing

fluconazole liq ST requires prior rx with first line
flunisolide QLL-2 btl/Rx Allow for ample supply (multiple caregivers)
FORTEO* PA Ensure documented failure of first-line agents
glucagon QLL-2/Rx Allow for ample supply (multiple caregivers)

HEPSERA* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

HUMIRA* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

IMITREX*

QLL=9 tabs, 1 kit, 
or 1-6ml nasal 

spray disp units in 
30 days 

Safety of treating anaverage of > 4 HA's in a 30-day 
period has not been established

INSPRA* PA
limited to those patients experiencing significant 

endocrine related adverse events e.g. 
gynecomastia/vaginal bleeding with spironolactone.

INTRON A* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

isotretinoin ST
Use of at least 30 day therapy of systemic antibiotic (doxy, 

minocycline, tetracycline, erythro, TMP/SMX, or 
clindamycin first)

itraconazole PA Ensure use for proper diagnosis (not for cosmetic use)

JANUMET* ST requires prior rxs with firs line agents
JANUVIA* ST requires prior rxs with firs line agents

KINERET* PA Ensure failure of first-line alternatives (high cost, specialty 
item)

LIPITOR 80MG* ST requires prior rx with first line
LOVENOX* QLL-10 day Ensure appropriate therapy duration

LUPRON* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

MEGACE ES* QLL-90 days Ensure appropriate therapy duration
naltrexone PA Ensure use for proper diagnosis

NAMENDA* PA Ensure used for proper diagnosis

NEULASTA* PA High-Cost Narrow Therapeutic Use; Specialty Injectable 
item

NEUPOGEN* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)



Drug Restriction Rationale for Restriction
NIMOTOP* PA Ensure use for proper diagnosis (high cost, narrow 

therapeutic use)

NORDITROPIN* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

OVIDE* ST require prior rx with first line
OXYCONTIN* PA Ensure documented failure of first-line agents

PATANOL* ST must fail first-line, preferred eye antihistamines

PREVACID SOLUTABS* Age <13 yr; ST first-line if < 13 y.o.;  > 12 y.o. required prior Rx with 
Prilosec OTC

PATADAY ST requires prior rx with first line

PEGASYS* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

PROTONIX* ST requires prior rx PRILOSEC OTC and PREVACID 
SOLUTABS

PROTOPIC* ST requires prior rx with first line

PULMICORT RESPULES 0.5mg* Age <4 y.o. MDI inhaled corticosteroid preferred for age > 4 
(convenience, cost, safety)

quinine PA Ensure use for proper diagnosis

RAPTIVA* PA Ensure failure of alternative agents and use for moderate 
to severe plaque psoriasis

REBETRON* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

RELPAX* QLL 6 tabs/month Ensure appropriate use and dosing
RHINOCORT AQUA* ST requires prior rx with first line

ribavirin tablets PA Ensure use for proper diagnosis
SEREVENT DISKUS* CT requires concurrent Rx with inhaled corticosteroid

SINGULAIR* CT requires rx with inhaled corticosteroid

SOMAVERT* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

SPORANOX liq* PA Ensure use for proper diagnosis (not for cosmetic use)

STIMATE* PA Ensure use for proper diagnosis

SYNAGIS* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

TAMIFLU* PA Confirmation of influenzw diagnosis via in-office flu testing 
(QuickVue or Other)

TOBI* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

tretinoin AGE < 22 years Ensure use for proper diagnosis (not for cosmetic use)

XOLAIR* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

ZOFRAN*

4 mg & 8mg QLL= 
8tab/30 days, 24 

mg QLL= 5 tab/30 
days

To focus use for oncologic/OB purposes vs. routine 
nausea,vomiting therapy

ZOFRAN ODT*

4 mg & 8mg QLL= 
8tab/30 days, 24 

mg QLL= 5 tab/30 
days

To focus use for oncologic/OB purposes vs. routine 
nausea,vomiting therapy

ZYRTEC Liq, Chew* ST requires prior rx with first line agent for ages 2-13 y; Age 
limited to children <2 y as first-line



* Denotes Single Source Drug
PA - Prior Authorization

Drug Restriction Rationale for Restriction
ALINIA* PA Ensure use for proper diagnosis (high cost, narrow 

therapeutic use)

ARANESP* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

ARICEPT* PA Ensure used for proper diagnosis
AVELOX* PA Risk of antibiotic resistance with overutilization

AVONEX ADMIN PACK* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

ENBREL* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

EXJADE* PA FIRST-LINE: DESFERAL
FORTEO* PA Ensure documented failure of first-line agents

HEPSERA* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

HUMIRA* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

INSPRA* PA
limited to those patients experiencing significant 

endocrine related adverse events e.g. 
gynecomastia/vaginal bleeding with spironolactone.

INTRON A* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

KINERET* PA Ensure failure of first-line alternatives (high cost, 
specialty item)

LUPRON* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

NAMENDA* PA Ensure used for proper diagnosis

NEULASTA* PA High-Cost Narrow Therapeutic Use; Specialty Injectable 
item

NEUPOGEN* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

NIMOTOP* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

NORDITROPIN* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

OXYCONTIN* PA Ensure documented failure of first-line agents

PEGASYS* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

RAPTIVA* PA Ensure failure of alternative agents and use for moderate 
to severe plaque psoriasis

REBETRON* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

 MCO PA Listing of Single Source Drugs
MDwise 2009



Drug Restriction Rationale for Restriction
SOMAVERT* PA Ensure use for proper diagnosis (high cost, narrow 

therapeutic use)

SPORANOX liq* PA Ensure use for proper diagnosis (not for cosmetic use)

STIMATE* PA Ensure use for proper diagnosis

SYNAGIS* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

TAMIFLU* PA Confirmation of influenzw diagnosis via in-office flu 
testing (QuickVue or Other)

TOBI* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)

XOLAIR* PA Ensure use for proper diagnosis (high cost, narrow 
therapeutic use)



Total Number Received  25,499
Total Number Approved  11,866

Total Number Denied  13,633

Drug Number of  
Requests

Number 
Approved

Number 
Denied

7 alpha hydroxyprogesterone  1 1 0
ABILIFY  105 58 47
acarbose 4 3 1

ACCOLATE  6 3 3
ACCU CHEK ACTIVE STRIPS 1 0 1

ACCU CHEK ACTIVE TEST STRIP 1 0 1
ACCU CHEK AVIVA STRIPS 7 6 1

ACCU CHEK AVIVA TEST STRIPS 9 9 0
ACCU CHEK COMPACT DRUM STRIPS 3 1 2
ACCU CHEK COMPACT TEST DRUM 2 2 0
ACCU CHEK MULTICLIX LANCETS 4 4 0

ACCUNEB  1 0 1
ACCUTANE  80 52 28

ACEON  1 0 1
acetazolamide 2 1 1

ACIPHEX  55 8 47
ACTHAR HP  4 3 1
ACTIMMUNE  2 2 0

ACTIQ  3 1 2
ACTIVELLA  2 0 2
ACTOPLUS  1 1 0

ACZONE TOPICAL  3 0 3
ADALAT  2 0 2

ADDERALL  78 44 34
ADIPEX P  7 0 7
ADOXA  2 0 2
ADVAIR  2 1 1
ADVATE  2 2 0
AEROBID  2 0 2

Number of Prior Authorizations by Drug
MDwise 2009



Drug Number of  
Requests

Number 
Approved

Number 
Denied

AEROBID M  1 0 1
AEROCHAMBER MASK  1 1 0

AFRIN  1 0 1
AGGRENOX  2 1 1

ALA-HIST 2 2 0
ALBUSTIX 1 1 0
albuterol 72 8 64

alcohol swabs 2 2 0
aldactone 1 1 0
ALDARA  1 0 1

ALIMENTUM  3 1 2
ALINIA  14 8 6

ALLEGRA  267 90 177
ALLEGRA D  116 7 109

ALLI  1 0 1
ALOCRIL EYE DROPS  3 1 2

ALODOX CONVENIENCE KIT  1 0 1
alprazolam 26 9 17

ALREX EYE DROPS  1 0 1
ALTABAX   9 2 7
ALTACE  7 1 6

ALVESCO  1 0 1
AMBIEN  119 67 52
AMERGE  5 0 5
AMEVIVE   1 0 1
AMICAR  1 1 0
amitrityline 20 11 9
amlodipine 6 4 2

amlodipine / benazepril 2 0 2
AMNESTEEM  25 15 10

amoxicillin 1 1 0
amoxicillin / clavulanate K  3 2 1

amphetamine 1 1 0
amphetamine / dextroamphetamine 7 3 4

amphotericin B 1 0 1
AMRIX  14 1 13
anafranil 1 0 1

ANALPRAM   1 0 1
ANALPRAM HC  4 0 4

ANAMANTLE KIT  1 0 1
ANDRODERM  6 3 3



Drug Number of  
Requests

Number 
Approved

Number 
Denied

ANDROGEL  16 12 4
ANDROGEL PUMP  6 5 1

ANGELIQ  1 1 0
ANTABUSE  18 2 16

ANTARA  1 0 1
APEXICON   1 0 1

APHTHASOL PASTE  1 1 0
APIDRA  6 5 1

APRI  1 1 0
APRISO  7 0 7

AQUA E LIQUID 1 1 0
AQUADEKS PEDIATRIC LIQUID  2 2 0

AQUADEKS S  2 1 1
AQUASOL A  6 6 0
ARANESP  24 13 11

ARAVA  1 1 0
ARCALYST INJECTION  1 0 1

arginine 4 4 0
ARIMIDEX  4 4 0
ARIXTRA  4 4 0

ARIXTRA SYRINGE  10 10 0
ARTHROTEC  14 4 10

ASACOL  20 15 5
ASCENSIA BREEZE  1 1 0

ASCENSIA CONTOUR KIT  1 1 0
ASCENSIA CONTOUR SOLUTION  1 1 0
ASCENSIA CONTOUR SYSTEM  2 2 0

ASCENSIA CONTOUR TEST STRIPS  54 46 8
ASCENSIA TEST STRIPS  1 0 1
ASCOMP WITH CODEINE  1 0 1

ASMANEX   3 1 2
ASTELIN  64 21 43

ASTEPRO  23 11 12
ATACAND  7 2 5
ATARAX  1 1 0
atenolol 9 7 2

ATOPICLAIR   3 2 1
ATRALIN TOPICAL  1 0 1

ATRIPLA  2 2 0
AUGMENTIN  27 7 20

AUGMENTIN XR  1 0 1



Drug Number of  
Requests

Number 
Approved

Number 
Denied

AURALGAN EAR DROPS  1 0 1
AVALIDE  16 2 14
AVAPRO  9 1 8
AVELOX  32 17 15
AVINZA  12 2 10

AVONEX  19 8 11
AXERT  16 1 15
AXID  2 0 2

AZASAN  1 0 1
AZASITE EYE DROPS  6 4 2

azathioprine 1 1 0
AZELEX  3 0 3

azithromycin 110 81 29
AZMACORT INHALER  8 0 8
AZOPT EYE DROPS  4 1 3

AZOR  9 4 5
AZURETTE 1 1 0

bacitracin / polymixin B  1 1 0
baclofen 16 14 2

BACTROBAN  14 2 12
balsalazide  10 6 4
BANZEL  14 11 3

BARACLUDE  5 1 4
BD INSULIN SYRINGE ULT FINE II  3 3 0

BD PEN NEEDLE SHORT  1 1 0
BD TEST STRIPS  2 2 0
BD UF INS SYR  9 8 1

BD UF MINI PEN NEEDLES  6 5 1
BD UF SHORT PEN NEEDL  1 1 0

BD ULTRA FINE  3 3 0
BD ULTRA FINE II  2 2 0

BD ULTRA FINE III SHORT PEN NEEDLES  4 4 0
BECONASE SPRAY  2 0 2

BENADRYL  1 0 1
benazepril 3 2 1

BENEFIBER  4 2 2
BENEFIX  2 2 0
BENICAR  85 71 14

BENICAR HCT  9 6 3
BENTYL  3 2 1
BENZAC  2 0 2



Drug Number of  
Requests

Number 
Approved

Number 
Denied

BENZACLIN  60 8 52
BENZAGEL  3 2 1

BENZAMYCIN  2 1 1
BENZAMYCIN PAK  5 0 5

BENZEFOAM EMOLLIENT FOAM  1 0 1
benzonatate 13 3 10

benzoyl  22 1 21
benzoyl cleaner 1 0 1

benzoyl pad 2 1 1
benzoyl topical 4 0 4
benzoyl wash 8 1 7

benzoyl Y wash 12 0 12
betamethasone lotion 5 3 2

BETASERON   4 2 2
BETASERON KIT  5 3 2

BIAFINE EMULSION  1 0 1
BIAXIN  1 0 1

BIAXIN SA  2 1 1
BICILLIN LA  7 7 0

BIOTENE MOUTHWASH  1 0 1
BONIVA  7 1 6

BOOST ENERGY DRINK  14 4 10
BOOST HIGH PROTEIN LIQUID  1 1 0

BOOST KID ESSENTIALS LIQUID  4 0 4
BOOST PLUS ENERGY DRINK  2 1 1

BOOST WITH BENEFIBER LIQUID  1 0 1
boric acid 3 3 0
BOTOX  23 19 4

BP FOLINATAL PLUS B  1 0 1
BP MULTINATAL PLUS   1 1 0

BREEZE  1 1 0
BREVOXYL  5 1 4

brompheniramine 2 0 2
BROVANA  3 2 1
budeprione  3 3 0
budesonide 56 24 32
BUMEX  1 0 1

BUPHENYL  1 1 0
bupropion 11 5 6

bupropion XL 2 2 0
BUSPAR  13 7 6



Drug Number of  
Requests

Number 
Approved

Number 
Denied

buspirone  3 1 2
BYETTA  68 15 53

BYSTOLIC  62 5 57
cabergoline 9 6 3
CADUET  1 0 1

caffeine citrate powder 5 5 0
CALAN LET SA  1 1 0

calcitriol 3 3 0
calcium 3 1 2

calcium inj 2 1 1
CALMOSEPTINE  1 1 0

CAMPRAL  33 5 28
CANASA SUPPOSITORY  18 5 13

CAPEX SHAMPOO  7 0 7
CAPITAL  28 28 0

CAPITAL WITH CODEINE SUSP  3 2 1
carbamazepine 6 6 0
CARBATROL  1 1 0
CARDIZEM  5 2 3
CARDURA  1 1 0

CARTIA  1 0 1
carvedilol 1 1 0

CASODEX  1 0 1
CATAPRES TTS  2 2 0

CATHFLO  1 1 0
cefdinir 209 155 54

cefepime 4 4 0
cefpodoxime  1 0 1

CEFTIN  1 1 0
ceftriaxone 9 9 0

CELEBREX  151 52 99
CELESTONE  1 1 0

CELEXA  125 89 36
CELLCEPT  7 6 1
CENESTIN  2 0 2
cephalexin 2 0 2

CERAVE MOISTURIZING   1 0 1
CEREFOLIN NAC LET  1 0 1

CETAPHIL   3 1 2
cetirizine 6 4 2

CHANTIX  39 23 16



Drug Number of  
Requests

Number 
Approved

Number 
Denied

CHEMET  5 4 1
chewable multivitamins 4 2 2

chlorazepate 2 1 1
chlorpheniramine 2 2 0
chlorpromazine 1 1 0
chlorthalidone 1 0 1

cholestyramine  1 1 0
CHROMAGEN FORTE  3 0 3

CIALIS  8 0 8
ciclopirox  2 1 1
CIMZIA  9 2 7

CIPRO HC OTIC SUSPENSION  3 0 3
CIPRODEX OTIC SUSPENSION  225 198 27

CIPROFLOXACIN  3 0 3
citalopram 76 56 20

CITRANATAL ASSURE COMBO PACK  1 0 1
CLARAVIS  42 30 12
CLARINEX  38 7 31

CLARINEX SYRUP  3 1 2
clarithromycin 2 0 2
CLARITIN  7 3 4

CLARITIN D  12 5 7
CLENIA  1 0 1

CLINDAGEL  2 1 1
clindamycin 2 2 0

clindamycin / benzoyl peroxide topical  2 0 2
CLINDESSE VAGINAL   6 1 5

CLINORIL  3 0 3
clobetasol  7 1 6

CLOBEX SHAMPOO  2 0 2
CLODERM  3 0 3
CLOMID  2 0 2

clomipramine  1 1 0
clonazepam 44 21 23

clonidine 1 1 0
clotrimazole 2 1 1

clozapine 3 3 0
codeine 1 0 1

coenzyme Q 12 9 3
COLAZAL  16 7 9

colistimethate 4 4 0



Drug Number of  
Requests

Number 
Approved

Number 
Denied

COLYTE SOLUTION  4 2 2
COMBIGAN EYE DROPS  6 1 5

COMBIPATCH PTCH  2 1 1
COMBIVENT INHALER  2 0 2

CONCERTA  28 17 11
CONISON  1 0 1

CONTOUR METER  1 1 0
CONTOUR TEST STRIPS  15 11 4
COPAXONE INJECTION 36 29 7

COPEGUS  1 0 1
CORDRAN  7 0 7

COREG  5 0 5
COREG CR 3 3 0
CORTEF  2 2 0

CORTIFOAM  3 1 2
CORTROSYN  1 1 0

COSOPT EYE DROPS  10 2 8
COUMADIN  2 2 0

COZAAR  66 8 58
CREON  24 24 0

CRESTOR  134 30 104
CRESYLATE EAR DROPS  1 1 0

CRINONE  4 4 0
CUBICIN 5 5 0

CULTURELLE  4 0 4
CUTIVATE TOPICAL 4 1 3

CVS NUTRITION LIQUID  3 0 3
cyanocobalamin 1 1 0

CYCLESSA  1 1 0
cyclobenzaprine 2 2 0

cyclophosphamide 1 1 0
CYMBALTA  871 424 447

CYSTADANE POWDER  1 1 0
CYSTAGON  5 3 2
CYTOMEL  23 20 3
CYTOTEC  1 1 0
CYTOVENE 3 3 0

CYTRA  1 1 0
DALLERGY  7 2 5

dantrolene 1 1 0
DARVON N  1 0 1



Drug Number of  
Requests

Number 
Approved

Number 
Denied

DAYTRANA  1 1 0
DECONSAL CT  1 0 1
DELESTROGEN  1 1 0

DELSYM  1 0 1
DENAVIR  10 2 8

DEPAKOTE  29 26 3
DEPLIN  2 0 2

DEPO LUPRON 1 1 0
DEPO PROVERA  3 1 2

DEPO TESTOSTERONE  2 2 0
DERMA SMOOTHE  3 1 2

DERMA SMOOTHE FS BODY OIL 2 0 2
DERMA SMOOTHE FS SCALP OIL 11 1 10
DERMA SMOOTHE FS ZEMA OIL 1 0 1

DERMOTIC EAR DROPS  3 3 0
desipramine 1 0 1

desmopressin 422 174 248
DESONATE  3 0 3

desoximetasone topical 8 7 1
DESOXYN  5 5 0

DESQUAM X  1 0 1
DESQUAM X WASH 1 0 1

DETROL  105 59 46
DETROL LA 3 3 0

dexamethasone 4 4 0
DEXEDRINE  4 4 0

dexmethylphenidate 2 1 1
dextroamphetamine 4 3 1

dextroamphetamine SA 2 1 1
dextrose injection 4 4 0

DIAFOODS THICK IT POWDER 3 0 3
DIASTAT  1 1 0

DIASTAT KT  2 2 0
DIASTAT PEDI SYSTEM  1 1 0

diazepam 9 8 1
diclofenac 1 0 1

diclofenac SA 1 0 1
DIFFERIN  43 8 35

diflucan 24 18 6
DILANTIN  10 10 0
DILAUDID  6 3 3



Drug Number of  
Requests

Number 
Approved

Number 
Denied

DIOVAN  247 216 31
DIOVAN HCT 1 1 0

DIPROLENE LOTION  2 1 1
DIURIL  8 8 0

divalproex 4 3 1
DIVIGEL PACKET  2 0 2

DONATUSSIN  4 1 3
DORIBAX 1 1 0
DORYX  4 0 4

dorzolamide / timolol 2 1 1
DOSTINEX  3 1 2
DOVONEX  1 1 0
doxazosin 1 0 1
doxepin 8 2 6

DOXIDAN  1 0 1
doxycycline 3 0 3

DRITHO SCALP  4 1 3
dronabinol  2 1 1
DROXIA  1 1 0

DRYSOL SOLUTION  1 0 1
DUAC  6 2 4

DUAC CS CONVENIENCE KIT  14 3 11
DUET  1 1 0

DUET DHA VITAMINS  1 0 1
DUOCAL POWDER  16 7 9

DURAGESIC  40 34 6
DYNACIRC  1 1 0

EASIVENT HOLDING CHAMBER  1 1 0
EFFEXOR  465 215 250

EFFEXOR SA  25 19 6
EFFIENT  2 1 1

ELECARE AMINO ACID POWDER  9 4 5
ELESTAT EYE DROPS  3 2 1

ELIDEL  237 106 131
ELIMITE  1 1 0

ELMIRON  10 2 8
ELOCON LOTION  3 0 3

EMBEDA  2 0 2
ENABLEX  15 8 7

enalapril 3 3 0
ENBREL  125 91 34



Drug Number of  
Requests

Number 
Approved

Number 
Denied

ENBREL KIT  24 22 2
ENCORA  1 0 1

ENDOCET  4 2 2
ENDODAN  1 0 1

ENDOMETRIN SUPPOSITORY  1 0 1
ENFAMIL AR LIPIL LIQUID  1 0 1

ENFAMIL AR LIPIL POWDER  3 0 3
ENFAMIL ENFACARE LIPIL LIQUID  7 6 1
ENFAMIL ENFACARE LIPIL PWDR 34 29 5

ENFAMIL ENFACARE NURSETTE LIQ  1 0 1
ENFAMIL GENTLEASE LIPIL POWDER  1 0 1

ENFAMIL LACTOFREE LIPIL  2 0 2
ENFAMIL NEXT STEP SOY PWD  2 0 2

ENFAMIL PREM LIPIL LIQUID  4 0 4
ENFAMIL PREM LIPIL NURSETTE LIQUID  3 0 3

ENFAMIL PREM LIPIL POWDER  3 0 3
ENFAMIL PREMATURE LIPIL NURSET  3 2 1

ENFAMIL PROSOBEE LIPIL  2 0 2
ENFAMIL PROSOBEE LIPIL PWD  2 0 2

ENJUVIA  4 0 4
ENSURE LIQUID  30 3 27
ENSURE PLUS  1 0 1

EPIDUO  11 1 10
EPIFOAM  2 1 1

EPIPEN AUTO INJECTOR 7 3 4
EPOGEN  7 5 2
EPZICOM 1 1 0

ERTACZO   1 0 1
estradiol 1 0 1

estradiol / norethindrone tab 2 0 2
ESTRING VAGINAL RING  1 1 0

ESTROGEL  3 0 3
ethosuximide 1 1 0

etodolac 23 1 22
etodolac ER 3 0 3
etoposide 4 4 0

EUFLEXXA  4 3 1
EVAMIST  3 0 3
EVISTA  13 2 11

EVOCLIN FOAM  1 0 1
EVOXAC  1 1 0



Drug Number of  
Requests

Number 
Approved

Number 
Denied

EXALL LIQUID  1 0 1
EXFORGE  16 11 5
EXJADE  16 14 2

EXPECTA LIPIL 1 0 1
EXTINA FOAM  2 0 2
FABRAZYME  1 1 0

famciclovir 17 6 11
FELBATOL  2 2 0
FEMARA  9 3 6

FEMCON FE  3 0 3
FEM HRT  1 1 0

FENOGLIDE  1 0 1
fentanyl 48 31 17

FENTORA  1 0 1
FEOSOL 1 1 0

FER IN SOL 6 3 3
FERAHEME  1 1 0
FERRALET  5 0 5

FERREX  1 0 1
FERRO SEQUELS  1 0 1

ferrous sulfate 3 1 2
fexofenidine 147 50 97
FIBERCON  3 0 3
FINACEA  6 0 6

fish oil 1 0 1
flaxseed 1 0 1

FLECTOR PATCH  59 8 51
FLEXERIL  6 2 4
FLONASE  3 1 2
FLORA Q S 1 0 1
FLORANEX  1 0 1

FLORASTOR  3 0 3
FLOVENT DISKUS  12 1 11

fluconazole 46 31 15
fluoxetine 62 45 17

flurazepam 1 1 0
fluticasone inhaler 2 2 0

fluvoxamine 11 10 1
FOCALIN  55 22 33

FOCALIN XR 3 3 0
FOLBECAL  2 1 1



Drug Number of  
Requests

Number 
Approved

Number 
Denied

FOLBIC  3 0 3
folic acid 5 5 0

FOLTRIN  1 0 1
FOLTX 1 0 1

FORADIL  10 1 9
FORTAMET  1 0 1

FORTEO  2 1 1
FOSAMAX  1 0 1

FOSRENOL  4 2 2
FREESTYLE LANCETS  1 0 1

FREESTYLE LITE METER  1 0 1
FREESTYLE LITE TEST STRIPS  14 7 7

FROVA  18 1 17
FURADANTIN  1 1 0

gabapentin 12 6 6
GABITRIL  10 1 9

GAMASTAN S  1 1 0
GAMMAGARD   3 3 0

GAMMAGARD S/D  1 1 0
GELNIQUE SACHETS  1 1 0

GENOTROPIN CARTRIDGE  6 0 6
gentamicin 3 3 0

GENTEAL LUBRICANT EYE  1 1 0
GEODON  20 12 8

GESTICARE DHA COMBO PACK  2 0 2
GLEEVEC  5 5 0

glipizide 2 2 0
glipizide / metformin 1 0 1

glucagon 1 1 0
GLUCERNA LIQUID  2 0 2

glucometer 1 1 0
GLUCOPHAGE 1 1 0

glucosamine 1 0 1
GLUMETZA  5 1 4

GOLYTELY SOLUTION  3 1 2
GOOD START SUPREME LIQ  1 0 1

GOOD START SUPREME POWDER  2 0 2
GRIS PEG  23 2 21

griseofulvin microsize 4 1 3
griseofulvin ultramicrosize 1 0 1

guaifenesin DM liquid 1 0 1



Drug Number of  
Requests

Number 
Approved

Number 
Denied

HALCION  3 2 1
HALFLYTELY  2 1 1

halobetasol  1 1 0
haloperidol 1 1 0

haloperidol decanoate 1 1 0
HECTOROL  1 1 0

HELIDAC  4 0 4
HELIXATE  1 1 0

HELIXATE FS  7 7 0
heparin sodium 24 24 0

HEPSERA  1 1 0
HUMALOG  18 18 0

HUMALOG MIX  2 2 0
HUMAPEN LUXURA HD  7 5 2

HUMATE P  2 2 0
HUMATROPE  2 0 2

HUMATROPE PEN 4 0 4
HUMIRA  89 62 27

HUMIRA CROHN'S STARTER PACK  4 4 0
HUMIRA PSORIASIS STARTER PACK  3 1 2

HUMULIN  8 8 0
HUMULIN N  4 4 0
HUMULIN R  4 4 0
HYALGAN  2 0 2
hydralazine 1 1 0

hydrocodone with acetaminophen 86 31 55
hydrocortisone suppository 1 1 0

hydrocortisone with pramoxine 2 0 2
hydromorphone 2 1 1
hydroquinone 2 0 2

hydroxyprogesterone 30 30 0
hydroxyzine 17 5 12

hydroxyzine pamoate 3 0 3
HYLATOPIC EMOLLIENT FOAM  2 0 2

HYPER SAL NEB 10 10 0
HYZAAR  25 2 23

ibuprofen suspension 2 1 1
ILEX SKIN PROTECTANT PASTE 1 1 0

imipramine 26 11 15
IMITREX  31 6 25

IMPLANON IMPLANT  1 0 1



Drug Number of  
Requests

Number 
Approved

Number 
Denied

INCRELEX  1 1 0
INFUVITE PEDIATRIC 1 1 0

INSPRA  1 1 0
insulin 3 3 0

insulin syringes 2 2 0
intraconazole 17 10 7
INTRON A  5 5 0

INVANZ 1 1 0
INVEGA  28 25 3

INVEGA PREF SYR 7 4 3
ipratropium  1 1 0

IQUIX EYE DROPS  1 0 1
irinotecan injection 2 2 0

ISOMIL ADVANCE LIQUID  1 0 1
ISOMIL DF LIQUID  1 0 1

ISOMIL SOY FORMULA  1 0 1
isradipine 1 1 0

ISTALOL OPHT  2 0 2
JANUMET  14 9 5
JANUVIA  68 58 10
K PHOS  4 4 0
KADIAN  7 2 5

KAPIDEX  35 4 31
Kapidex DR  1 0 1

KENALOG SPRAY  2 0 2
KEPPRA  42 23 19

KERALAC LOTION  2 0 2
KERALAC NAILSTIK  1 0 1

KEROL SUSPENSION  1 0 1
KEROL ZX 1 0 1

ketoconazole shampoo 1 1 0
ketoprofen 1 0 1
ketorolac 5 2 3

ketotifen ophthalmic 2 2 0
KINERET  2 1 1

KLARON LOTION  3 0 3
KLOR CON  2 2 0
KOGENATE  1 1 0

KOGENATE FS  1 1 0
KRISTALOSE  5 1 4

KUVAN  3 3 0



Drug Number of  
Requests

Number 
Approved

Number 
Denied

KYTRIL  1 0 1
labetalol 2 2 0

LACRISERT  1 1 0
LACTAID FAST ACT  1 1 0

LACTINEX  1 0 1
lactose, fast-acting 1 1 0

lactulose 1 1 0
LAMICTAL  16 11 5

LAMICTAL DISPER  2 2 0
LAMISIL  TABS 3 0 3

LAMISIL GRANULES PACKET  10 3 7
lamotrigine 3 3 0
LANCETS  1 1 0
lansoprazole 6 4 2

lansoprazole powder 2 1 1
LANTUS  13 13 0

LANTUS SOLOSTAR  4 2 2
l-arginine 1 1 0

LATISSE EYELASH SOLUTION  3 0 3
LEUKINE  1 1 0

LEUPROLIDE  1 1 0
LEVACET LET  1 0 1

LEVAQUIN  211 77 134
LEVEMIR  4 3 1
LEVITRA  1 0 1

levothyroxine 6 3 3
LEVOXYL  1 1 0
LEXAPRO  445 199 246

LEXIVA  1 1 0
LIALDA  9 4 5
lidocaine 2 2 0

lidocaine / hydrocortisone 1 0 1
LIDODERM PATCH  230 12 218

LIMBREL  3 1 2
lindane lotion 19 10 9

lindane shampoo 11 0 11
liothyronine sodium 1 1 0

LIPITOR  163 66 97
LIQSORB LIPOSOMAL COQ  3 3 0

LIQSORB LIQUID  4 4 0
lisinopril 4 3 1



Drug Number of  
Requests

Number 
Approved

Number 
Denied

lithium citrate 2 2 0
LITHOBID SA  1 1 0

LMX-4 2 1 1
LODINE  9 2 7

LODRANE  2 0 2
LOESTRIN  4 0 4

LOPROX SHAMPOO  2 0 2
loratidine 4 1 3

lorazepam 8 7 1
LORCET  1 1 0
LORTAB  10 6 4

LORTAB ELIXIR  1 1 0
LOSEASONIQUE  1 0 1

LOTREL  9 1 8
LOTRONEX  4 0 4

lovastatin 24 3 21
LOVAZA  75 14 61

LOVENOX PREFILLED SYR  115 108 7
LUBRIDERM SENSITIVE LOTION  1 0 1

LUMIGAN EYE DROPS  5 1 4
LUNESTA  88 45 43
LUPRON  106 83 23

LUPRON KIT  64 42 22
LUVOX  3 2 1
LYBREL  1 0 1
LYRICA  123 44 79

MACROBID  1 0 1
magnesium oxide 2 1 1

MAGONATE  1 1 0
MALARONE  7 2 5

malathion lotion 17 8 9
MARCAINE   1 1 0
MARINOL  6 0 6

MASTISOL DISPENSER  1 0 1
MAXAIR  10 5 5
MAXALT  93 6 87

MAXALT MLT  17 1 16
meclofenamate 1 0 1

MEDROL  2 2 0
medroxyprogesterone 1 1 0

mefenamic acid 1 0 1



Drug Number of  
Requests

Number 
Approved

Number 
Denied

MEGACE  2 1 1
melatonin 3 2 1

melatonin liquid 1 1 0
meloxicam 1 1 0

MENOSTAR  2 2 0
MEPRON  1 1 0
MERIDIA  7 0 7
MERREM 3 3 0

METADATE  20 8 12
METAMUCIL S  1 0 1

METANX  5 0 5
metformin 1 1 0
methadone 53 46 7

methotrexate 37 37 0
METHYLIN  8 8 0

METHYLIN ER 1 1 0
METHYLONE-40 1 1 0
methylphenidate 14 9 5

methylprednisolone 1 1 0
metoclopramide 2 1 1

metoprolol 89 14 75
METROGEL  20 2 18
metronidazole 1 1 0
MEVACOR  2 2 0

mexilitine 1 1 0
MICARDIS  19 3 16

MICRHOGAM PLUS ULTRA FILTD SYR 1 1 0
microchamber 1 0 1
MIGRATEN  1 0 1

MIMYX   3 0 3
MIRALAX  1 1 0
MIRAPEX  1 1 0
mirtazepine 7 5 2
MOBAN  1 0 1
MOBIC  1 0 1

MOBISYL   1 1 0
MOISTURIN DRY SKN CRM  1 1 0

mometasone solution 4 1 3
MONUROL  1 0 1

morphine sulfate 46 29 17
MS SA  7 6 1



Drug Number of  
Requests

Number 
Approved

Number 
Denied

MULTAQ  2 1 1
MULTI LANCET DEVICE 1 1 0
MULTIGEN FOLIC LET  1 0 1
MULTIGEN PLUS LET  1 0 1

mupirocin 12 11 1
MYKIDZ IRON  3 3 0

MYOBLOC  7 6 1
MYOZYME   1 1 0
nabumetone 66 12 54

NAFTIN  2 0 2
nalbuphine 2 1 1
NALFON  1 1 0

NALFON PULVULE  1 0 1
naltrexone 32 23 9

NAPRELAN  3 0 3
naproxen 1 1 0

NASACORT  20 3 17
NASACORT AQ  36 0 36

NASCOBAL  10 5 5
NASONEX  176 63 113

NATACHEW  3 2 1
NECON  1 0 1

NEEVO LET  1 1 0
NEOCATE INFANT POWDER  24 14 10
NEOCATE JUNIOR POWDER  4 1 3

NEOCATE ONE+ POWDER PACKET  2 0 2
Neomycin / polymixin 2 2 0

NEORAL  7 5 2
NEOSPORIN  1 1 0

NEOSURE ADVANCE LIQUID  15 14 1
NEPHRON FA  1 1 0

NEULASTA  9 9 0
NEUPOGEN  20 18 2
NEURONTIN  9 5 4

NEUTRA PHOS  1 1 0
NEUTROGENA T SAL SHAMPOO 1 1 0

NEVANAC  3 1 2
NEXAVAR  2 2 0
NEXIUM  535 83 452

NEXIUM PACKET  6 2 4
nicotine patch 8 3 5



Drug Number of  
Requests

Number 
Approved

Number 
Denied

NICOTROL CARTRIDGE INHALER  39 3 36
NIFEDIAC  5 1 4

NIFEDICAL  20 11 9
NIFEDICAL XL 2 2 0

nifedipine 246 187 59
nifedipine XL 5 4 1
NIFEREX  4 0 4
nimodipine 1 1 0
NIMOTOP  1 1 0
NIRAVAM  1 1 0

NIZORAL SHAMPOO  3 0 3
NORCO  108 21 87

NORDITROPIN  148 147 1
NORFLEX  9 2 7

NORGESIC  1 1 0
NORITATE  1 0 1
nortriptyline 5 3 2
NORVASC  5 0 5

NOVAHISTINE  1 0 1
NOVAREL  2 1 1
NOVOFINE  2 2 0
NOVOLIN  3 1 2

NOVOLIN N  3 0 3
NOVOLIN N PENFILL  2 0 2

NOVOLIN R  1 0 1
NOVOLOG  54 24 30

NOVOLOG CARTRIDGE  7 2 5
NOVOLOG FLEXPEN  31 10 21

NOVOLOG MIX  5 0 5
NOVOPEN JR INSULIN DEVICE  1 0 1

NUCYNTA  13 4 9
NULYTELY  1 0 1

NUOX  1 0 1
NUTRAMIGEN  27 6 21

NUTRAMIGEN AA LIPIL POWDER  4 2 2
NUTRAMIGEN ENFLORA LGG POWDER 5 2 3

NUTRAMIGEN LIPIL LIQUID  30 9 21
NUTRAMIGEN LIPIL NURSETTE  2 0 2
NUTRAMIGEN LIPIL POWDER  122 58 64

NUTRINATE  1 1 0
NUVIGIL  15 7 8



Drug Number of  
Requests

Number 
Approved

Number 
Denied

nystatin 2 1 1
OB NATAL ONE PRENATAL  2 0 2

OCELLA  16 4 12
octreotide 3 3 0
OLUX  5 2 3

OLUX E 3 0 3
omeprazole 171 53 118

omeprazole powder 3 1 2
OMNARIS  5 0 5
ondansetron 79 54 25

ONE TOUCH TEST STRIPS  8 6 2
ONE TOUCH ULTRA SYSTEM KIT  3 0 3
ONE TOUCH ULTRA TEST STRIPS  54 22 32

ONE TOUCH ULTRASOFT LANCETS  1 0 1
ONGLYZA  1 0 1

OPANA  81 14 67
OPANA ER  3 2 1

opium tincture 1 0 1
OPTINATE PRENATALS  1 0 1

OPTIVAR DROPS  11 1 10
ORACEA  1 0 1

ORAPRED  2 0 2
orphenadrine 15 1 14

orphenadrine compound forte 3 1 2
orphenadrine SR 3 1 2
ORTHO CEPT  1 0 1

ORTHO CYCLEN  1 1 0
ORTHO EVRA PATCH  2 2 0
ORTHO MICRONOR  1 0 1
ORTHO TRI CYCLEN  3 1 2

ORTHO TRI CYCLEN LO 87 4 83
ORTHOVISC  3 0 3
OSMOPREP  5 0 5

OVCON  7 1 6
OVIDE LOTION  235 144 91

OVIDE SHAMPOO 1 1 0
OVIDREL  1 1 0
oxandrolone 1 0 1
oxazapam 1 1 0
OXISTAT  4 0 4
oxybutinin 1 0 1



Drug Number of  
Requests

Number 
Approved

Number 
Denied

oxycodone 85 33 52
oxycodone / acetaminophen 41 5 36

OXYCONTIN  384 119 265
OXYTROL  9 4 5
OYSCO 500 1 1 0
PAMELOR  2 2 0

PANCRECARB MS 8  2 2 0
PANLOR SS  1 1 0
pantoprazole 174 101 73

PAREGORIC LIQUID  1 0 1
paroxetine 44 37 7

PATADAY EYE DROPS  28 8 20
PATANASE  8 2 6

PATANOL EYE DROPS  43 5 38
PAXIL  60 38 22

PEDIA ELECTROLITE  1 1 0
PEDIASURE LIQUID  128 16 112

PEDIASURE WITH FIBER LIQUID  1 0 1
PEG  25 8 17

PEGASYS  122 87 35
PEGINTRON  19 15 4

PEGINTRON KIT  7 1 6
pen needles 2 1 1
PENLAC  3 1 2

PENTASA  10 8 2
PEPCID  12 2 10

PEPTAMEN JUNIOR LIQUID  1 1 0
PERCOCET  104 15 89

PERFOROMIST  2 0 2
permethrine cream 1 1 0

PEXEVA  3 2 1
phentermine 4 0 4

PHENYL FREE  2 2 0
phenytoin 1 1 0

PHOS NAK PACKET 2 2 0
PLAQUENIL  2 1 1

PLAVIX  13 13 0
podofilox 1 1 0

POLYCOSE POWDER  5 5 0
POLYVITAMIN WITH IRON DROP  1 1 0

PONSTEL  16 2 14



Drug Number of  
Requests

Number 
Approved

Number 
Denied

potassium chloride 5 4 1
PRAMOSONE   1 0 1

pramoxine 1 0 1
PRANDIN  4 2 2

PRASCION  1 0 1
pravastatin 4 0 4

PRECARE CHEW PRENATAL 1 1 0
PRECISION XTR B KETONE STRIP 3 2 1

PRECOSE  1 0 1
PRED EYE DROPS  1 0 1

prednicarbate 1 0 1
prednisolone 1 1 0

PREGESTIMIL POWDER  5 4 1
PREMESIS RX  3 2 1

PRENATAL  10 9 1
PRENATAL PLUS IRON  1 0 1

PRENATE DHA SOFTGEL  1 0 1
PREVACID  717 330 387

PREVIDENT  21 1 20
PREVPAC  14 1 13

PRIMACARE ONE  1 0 1
PRIMAXIN 3 3 0
PRISTIQ  101 38 63

PRO PHREE POWDER 1 1 0
PROAIR HFA  20 6 14

procainamide powder 1 1 0
PROCHIEVE  1 1 0

PROCRIT  33 17 16
PROGLYCEM  2 2 0

PROGRAF  11 7 4
progresterone powder 2 2 0

PROLASTIN  1 1 0
PROMACTA  1 1 0

PROMETRIUM  100 65 35
propylthiouracil 3 3 0
PROSOBEE  1 1 0
PROTONIX  399 149 250
PROTOPIC  80 41 39

PROVENTIL INHALER  13 4 9
PROVIGIL  43 18 25
PROZAC  74 58 16



Drug Number of  
Requests

Number 
Approved

Number 
Denied

pseudoephedrine 2 0 2
pseudoephedrine SA 1 0 1

PULMICORT  575 163 412
PULMOZYME  83 77 6

PYLERA  2 1 1
QUALAQUIN  6 0 6

QUIXIN EYE DROPS  2 0 2
RA BALANCED B  1 0 1
RADIAPLEXRX  1 1 0

ramipril 3 0 3
RANEXA  20 13 7

RANEXA SR  1 1 0
ranitidine 10 3 7

RAPAMUNE  2 2 0
RAPTIVA KIT  2 1 1

REBETOL  3 1 2
REBIF  31 26 5

REBIF TITRATION PACK  12 11 1
RECLAST  1 1 0

RECLIPSEN  1 1 0
RECOMBINATE  7 7 0
RECOMBIVAX  1 0 1
RECTAGEL HC  1 0 1

REGRANEX  2 1 1
RELAFEN  19 2 17
RELENZA  5 5 0

RELION INSULIN SYR  2 1 1
RELISTOR  1 0 1
RELPAX  23 9 14

REMERON  12 6 6
REMERON SOLTAB  1 0 1

REMICADE  11 3 8
RENAGEL  7 5 2
RENVELA  9 6 3
REQUIP  4 0 4

RESOURCE BREEZE LIQUID  2 1 1
RESOURCE JUST FOR KIDS  2 1 1

RESOURCE THICKENUP POWDER  3 0 3
RESPAIRE  3 0 3
RESTASIS  29 19 10
RETIN A  58 39 19



Drug Number of  
Requests

Number 
Approved

Number 
Denied

REVATIO  15 15 0
REVIA  13 10 3

REYATAZ 1 1 0
RHINOCORT  31 26 5

RHINOCORT AQUA  56 40 16
RHOGAM  18 18 0

RHOGAM ULTRA FILTERED SYRINGE 41 41 0
RIBAVIRIN  76 52 24

riboflavin 3 2 1
RIMSO  8 8 0

RIOMET  7 7 0
RISPERDAL  103 65 38

RISPERDAL M TAB 1 0 1
RISPERDAL ODT  4 1 3

risperidone 47 24 23
risperidone ODT 1 0 1

RITALIN  24 15 9
RITALIN LA 1 1 0
ROBAXIN  2 2 0
ROSAC  3 0 3

ROWASA  1 0 1
ROXANOL  2 1 1
ROXICET  2 0 2

ROXICODONE  4 3 1
ROZEREM  13 5 8
RYZOLT  8 2 6

SABRIL POWDER PACK  1 1 0
SAIZEN  2 1 1

SAIZEN CLICKEASY CARTG  3 1 2
salacylic acid plaster 1 1 0

SALEX CREAM 1 0 1
SALEX LOTION KIT  2 0 2
SALEX SHAMPOO  1 1 0
salicylic acid lotion 2 0 2

salicylic acid shampoo 2 0 2
SANCTURA  10 5 5

SANDOSTATIN  1 1 0
SANDOSTATIN KIT  4 2 2

SANTYL  18 13 5
SAPHRIS SUBLINGUAL  2 2 0

SAVELLA  100 32 68



Drug Number of  
Requests

Number 
Approved

Number 
Denied

SAVELLA TITRATION PACK  13 3 10
SCANDISHAKE  1 1 0

SCOPACE  1 0 1
SE VATE  1 0 1

SEASONIQUE  5 0 5
SEBULEX MEDICATED SHAMPOO  1 0 1

SE-CARE  1 1 0
SENSIPAR  3 3 0
SEREVENT  17 4 13
SEROQUEL  270 68 202
sertraconazole 1 1 0

sertraline 58 50 8
sildenafil 2 2 0

sildenafil citrate powder 6 6 0
silver nitrate applicator 1 1 0

SIMCOR  11 6 5
SIMILAC ADVANCE POWDER  2 1 1

SIMILAC ADVANCE WITH IRON POWD  1 0 1
SIMILAC ALIMENTUM ADV POWD  10 6 4

SIMILAC ALIMENTUM ADVANCE LIQ  6 1 5
SIMILAC ALIMENTUM IRON 1 0 1

SIMILAC ISOMIL ADVANCE POWDER  4 0 4
SIMILAC LACTOSE FREE ADV PW  1 1 0
SIMILAC MILK FORTIFIER PCKT  1 1 0

SIMILAC NEOSURE ADV POWDER  24 21 3
SIMILAC NEOSURE ADVANCE LIQUID  1 1 0
SIMILAC NEOSURE INFANT FORMULA  7 5 2

SIMILAC SENSITIVE LIQUID  2 0 2
SIMILAC SENSITIVE LIQUID PKG SIZE  3 1 2

SIMILAC SPECIAL CARE  1 1 0
SIMPLYTHICK  1 1 0

SIMPONI  2 0 2
simvastatin 1 1 0

SINGULAIR  1757 548 1209
SINGULAIR GRANULES  54 16 38

SKELAXIN  72 7 65
SOD SULFUR WASH 1 0 1

sodium chloride injection 15 15 0
SOFTCLIX LANCETS  1 1 0

SOLARAZE  1 1 0
SOLODYN  2 0 2



Drug Number of  
Requests

Number 
Approved

Number 
Denied

SOLU CORTEF  11 10 1
SOLU MEDROL  1 1 0

SOMA  6 0 6
SONATA  9 8 1

SOOTHE XP EYE DROPS  1 1 0
SORIATANE  2 1 1

SORIATANE CK 4 3 1
SOTRET  22 16 6

SOURCE CF ABLE  2 2 0
SOURCECF PEDIATRIC DROPS  2 1 1

spironolactone 2 1 1
SPORANOX  4 2 2

sski 1 1 0
STAFLEX LET  1 1 0

STARLIX  3 1 2
STELARA  4 2 2
STIMATE  16 14 2

STRATTERA  64 22 42
STROMECTOL  12 6 6

SUBOXONE  848 702 146
SUBUTEX  46 32 14
SUCRAID  1 1 0
sucralfate 1 1 0
SULAR  1 0 1

sulfacetamide 4 0 4
sulfasalazine  3 3 0

sulindac 15 2 13
sumatriptan 5 3 2

SUNMARK INSULIN SYRINGE  1 1 0
SUPARTZ  2 0 2

SUPPRELIN KIT  1 1 0
SUPRAX  24 16 8

SYMAX DUOTAB  1 0 1
SYMBICORT INHALER  4 4 0

SYMBYAX  1 0 1
SYMLIN  21 7 14

SYNAGIS  589 323 266
SYNTHROID  8 6 2

SYNVISC  1 0 1
syringe 5 5 0

TACLONEX OINT  1 0 1



Drug Number of  
Requests

Number 
Approved

Number 
Denied

TACLONEX SCALP SUSPENSION  3 1 2
TAMIFLU  47 42 5

TAMIFLU ORAL SUSPENSION  5 5 0
TARCEVA  2 2 0

TARGRETIN SOFTGEL  1 1 0
TARKA SA  1 0 1
TAZORAC  15 3 12

TEGRETOL  1 0 1
TEKTURNA  9 3 6
temazepam 35 21 14
TEMODAR  9 9 0

terazosin 1 0 1
terbinafine 6 0 6

TESSALON  15 2 13
TESTIM  3 3 0

testosterone 8 7 1
TEVETEN  1 0 1
thalidomide 2 2 0

THICK AID LIQUID 1 0 1
THICK IT 2 1 1

thioridazine 1 1 0
THYROGEN   2 2 0
THYROLAR  3 3 0
TIKOSYN  1 1 0

TINDAMAX  9 6 3
tizanidine 7 5 2

TOBI  53 50 3
tobramycin 12 12 0

TOFRANIL  6 2 4
tolmetin 3 0 3

TOPAMAX  25 25 0
TOPICORT   1 1 0

topiramate 4 2 2
TOPROL  60 10 50

TOPROL SA  24 6 18
TORADOL  2 0 2
torsemide 2 2 0
TOVIAZ  3 1 2
tramadol 1 0 1

TRANSDERM SCOP  33 13 20
trazadone 134 71 63



Drug Number of  
Requests

Number 
Approved

Number 
Denied

tretinoin 106 101 5
TREXIMET  60 0 60

TRI LO SPRINTEC 14 1 13
TRI LUMA  2 0 2

TRIAZ PAD  2 0 2
triazolam 2 1 1
TRICOR  94 11 83

TRILEPTAL  8 6 2
TRILIPIX  36 2 34

TRI-LO SPRINTEC 1 0 1
TRILYTE WITH FLAVORED PACKETS  1 1 0

TRUE TRACK GLUCOSE STRIPS  1 0 1
TRUE TRACK TEST STRIPS  1 0 1

tuberculin syringe 1 1 0
TUCKS  1 1 0

TUSSI ORGANIDIN  2 0 2
TUSSIONEX  16 0 16

TWINJECT AUTO INJECTOR 1 0 1
TYKERB  1 0 1
U CORT  1 1 0

ULESFIA LOTION 5 0 5
ULORIC  3 2 1

ULTICARE INSULIN SYR U  1 1 0
ULTRACET  1 0 1

ULTRAM  14 4 10
ULTRASE MT  4 4 0

UMECTA MOUSSE  1 0 1
UNISOM  1 1 0
urea lotion 1 0 1

UREACIN-10 1 0 1
UREALAC   1 0 1
URELLE  2 1 1
UROCIT  2 1 1

UROXATRAL  1 0 1
URSO  1 1 0
ursodiol 2 2 0

VALCYTE  6 5 1
VALTREX  6 4 2

VALTURNA  1 1 0
vancomycin 28 16 12

VANI  1 0 1



Drug Number of  
Requests

Number 
Approved

Number 
Denied

VANIQA  10 0 10
VANOS   1 0 1
VANTIN  4 2 2

VECTICAL  1 0 1
VELCADE   1 1 0
venlafaxine 108 57 51
VENOFER  1 1 0
VENTOLIN  2 2 0

VERAMYST SPRAY  30 7 23
verapamil 13 6 7

VERDESO FOAM  2 0 2
VEREGEN   1 0 1
VERELAN  1 0 1
VERSED  1 1 0

VESICARE  48 28 20
VFEND  4 1 3
VIAGRA  17 1 16
VICODIN  4 0 4

VICODIN ES  1 0 1
VICODIN HP  5 0 5

VIGAMOX  7 5 2
VIGAMOX EYE DROPS  3 1 2

VIMPAT  1 0 1
VINATE AZ 1 1 0
vincristine 1 1 0

VIRACEPT  2 1 1
VISICOL  2 1 1

VITAMAX ABLE  2 2 0
vitamin D 2 2 0

VIVELLE PATCH  3 3 0
VIVITROL INJECTABLE SUSPENSION  1 0 1

VIVOTIF BERNA  1 0 1
VOLTAREN  41 7 34

VOLTAREN GEL 22 4 18
VOLTAREN XR  3 0 3

VSL  2 0 2
VUSION   2 0 2
VYTORIN  43 7 36
VYVANSE  38 21 17

warfarin 1 1 0
water for injection 1 1 0



Drug Number of  
Requests

Number 
Approved

Number 
Denied

WELCHOL  34 2 32
WELLBUTRIN  47 17 30

XELODA  1 1 0
XENADERM   1 0 1
XENAZINE  2 1 1
XENICAL  7 0 7
XERAC  3 2 1

XIBROM EYE DROPS  4 0 4
XIFAXAN  6 3 3
XOLAIR  66 50 16

XOPENEX  266 44 222
XYREM  2 2 0
XYZAL  52 9 43

YASMIN  38 3 35
YAZ  73 9 64

ZALEPLON  3 2 1
ZANAFLEX  7 1 6
ZARONTIN  1 1 0
ZEGERID  23 4 19
ZEMPLAR  4 4 0

ZERIT  2 2 0
ZESTORETIC  1 0 1

ZETIA  103 10 93
ZIANA  6 0 6

zinc sulfate 9 9 0
ZITHROMAX  100 56 44

ZOCOR  1 1 0
ZOFRAN  222 175 47
ZOLOFT  100 84 16
zolpidem 42 30 12
ZOMIG  8 3 5

ZONALON   1 0 1
zonisamide 3 3 0

ZOSYN 1 1 0
ZOVIRAX   149 38 111

ZYBAN  1 1 0
ZYFLO  3 2 1

ZYLET EYE DROPS  2 0 2
ZYMAR EYE DROPS  3 0 3

ZYPREXA  29 14 15
ZYRTEC  8 2 6



Drug Number of  
Requests

Number 
Approved

Number 
Denied

ZYVOX  35 17 18



Quarter 1 

No cases to report

Quarter 2    

No cases to report

MCO DUR Board Annual Grievance Report 

Grievance: Verbal or written expression of dissatisfaction for which the member has a reasonable expectation that action 
will be taken to resolve or reconsider the matter expressed. If a verbal expression of satisfaction takes less than a 

business day to resolve, it is considered to be an inquiry. Matters that are remanded to the administrative review and/or 
appeals process for resolution are not considered as grievances. 

MDwise 2009

Date of Grievance Date Resolved Pharmacy Name Reason for Grievance/Summary of Actions Taken



Date of Grievance Date Resolved Pharmacy Name Reason for Grievance/Summary of Actions Taken

Quarter 3   

7/20/2009 7/22/2009 CVS Pharmacy

Member reported that the CVS at 38th and Moeller 
Rd.in Indianapolis would not fill her insulin prescription 

because the pharmacy's records reported that the 
member had already obtained a prescription supply at 
another pharmacy.  The supply was prescribed by an 
ER doctor.  The member was in disagreement, saying 

she had never been to the ER and she had 5 refills 
that remained her original insulin prescription.  After 2 

days, the pharmacy realized their records were 
inaccurate dispensed her the insulin.  

Quarter 4   

11/23/2009 11/24/2009 NA

Member reported that she fell and was prescribed 2 
medications from her PMP.  The first prescription was 
for a muscle relaxer and the other is unknown.  The 

member stated that the prescription was hard to read 
and therefore she "altered" the drug name on the 

prescription. The member took the prescription to the 
pharmacy and the pharmacist refused to accept the 
prescription.  The Member contacted the prescribing 

physician was told the physician would not re-write the 
prescription since member "altered" the script.  

Member stated she was not aware that she was doing 
anything wrong, she just thought she was being helpful 

to the pharmacy. The prescription was never filled.



Date of Grievance Date Resolved Pharmacy Name Reason for Grievance/Summary of Actions Taken

12/1/2009 12/1/2009 CVS Pharmacy

Member reported that pharmacist would not fill her 
prescription for promethazine 25mg.  The member 

stated that the pharmacist was rude when handing the 
prescription back to the member.  MDwise contacted 
the pharmacy after determining that the prescription 
was never submitted through POS to MDwise.  The 

pharmacy was given the correct BIN and PCN to 
process the claim.  The prescription was adjudicated 

and the member was contacted by a MDwise member 
service representative and told that they could pick up 

their prescription.



Clinical Edits:
PA - Prior Authorization

QLL - Quantity Level Limits
ST - Step Therapy
AGE - Age Limit

CT - Concurrent Therapy

* Denotes Single Source Drug

Drug Restriction Rationale for Restriction
ABILIFY* QLL Ensure appropriate utilization

acetaminophen/codeine QLL Ensure appropriate utilization
acetic acid/hydrocortisone QLL Ensure appropriate utilization

ACTIMMUNE* PA Ensure use for proper diagnosis
ACTOPLUS MET* QLL Ensure appropriate utilization

ACTOS* QLL Ensure appropriate utilization
ACULAR* QLL, ST Ensure appropriate utilization

ADDERALL XR* QLL Ensure appropriate utilization
ADVAIR DISKUS* QLL Ensure appropriate utilization

ALAWAY, ZADITOR* QLL Ensure appropriate utilization
albuterol sulfate QLL Ensure appropriate utilization

ALDARA* QLL Ensure appropriate utilization
ALDURAZYME* PA Ensure use for proper diagnosis

alendronate PA, QLL Ensure use for proper diagnosis and utilization
ALOCRIL* QLL, ST Ensure appropriate utilization
ALOMIDE* QLL, ST Ensure appropriate utilization
ALORA* QLL Ensure appropriate utilization

alprazolam QLL Ensure appropriate utilization
ALUPENT* QLL Ensure appropriate utilization
AMEVIVE* PA Ensure use for proper diagnosis
amitriptyline QLL Ensure appropriate utilization

amlactin QLL Ensure appropriate utilization
amoxicillin/potassium clavulanate QLL Ensure appropriate utilization

amphetamine salts combo QLL Ensure appropriate utilization
ANDRODERM* QLL Ensure appropriate utilization

APLIGRAF* PA Ensure use for proper diagnosis
ARALAST* PA Ensure use for proper diagnosis
ARANESP* PA Ensure use for proper diagnosis
ARICEPT* QLL Ensure appropriate utilization
ATRIPLA* QLL Ensure appropriate utilization

ATROVENT HFA* QLL Ensure appropriate utilization
augmented betamethasone dip. QLL Ensure appropriate utilization

 Rationale for Drug Restrictions
 (From PDL Comparison)

Managed Health Services (MHS) 2009



Drug Restriction Rationale for Restriction
AVANDARYL* QLL Ensure appropriate utilization

AVANDIA* QLL Ensure appropriate utilization
AVONEX* PA Ensure use for proper diagnosis
AXERT* QLL Ensure appropriate utilization

AZASAN* PA Ensure use for proper diagnosis
azithromycin QLL Ensure appropriate utilization
AZMACORT* QLL Ensure appropriate utilization

AZOPT* QLL Ensure appropriate utilization
BACTROBAN* QLL Ensure appropriate utilization

benazepril QLL Ensure appropriate utilization
benazepril/hctz QLL Ensure appropriate utilization

benzoyl peroxide 2.5-10% QLL Ensure appropriate utilization
BETASERON* PA Ensure use for proper diagnosis
BETOPIC-S* QLL Ensure appropriate utilization

BLEPHAMIDE* QLL Ensure appropriate utilization
brimonidine tartrate QLL Ensure appropriate utilization

budesonide inhalation PA, QLL, AGE Ensure use for proper diagnosis and utilization for age
bupropion hcl QLL Ensure appropriate utilization

bupropion hcl er QLL Ensure appropriate utilization
BYETTA* PA, QLL Ensure use for proper diagnosis and utilization

carisoprodol QLL Ensure appropriate utilization
carvedilol QLL, ST Ensure appropriate utilization
cefdinir QLL, ST Ensure appropriate utilization

CELEBREX* QLL, ST Ensure appropriate utilization
CELLCEPT* PA Ensure use for proper diagnosis
cephalexin QLL Ensure appropriate utilization

CEREZYME* PA Ensure use for proper diagnosis
cetirizine QLL, AGE Ensure use for proper diagnosis and utilization for age

chlordiazepoxide QLL Ensure appropriate utilization
chlorpromazine QLL Ensure appropriate utilization

cimetidine QLL Ensure appropriate utilization
CIMZIA* PA Ensure use for proper diagnosis

CIPRODEX* QLL Ensure appropriate utilization
ciprofloxacin QLL Ensure appropriate utilization
citalopram QLL Ensure appropriate utilization

clarithromycin QLL Ensure appropriate utilization
CLEOCIN PED GRANULES* QLL Ensure appropriate utilization

clindamycin QLL Ensure appropriate utilization
clobetasol QLL Ensure appropriate utilization

clonazepam QLL Ensure appropriate utilization
clonidine QLL Ensure appropriate utilization

clopidegrel PA, QLL Ensure use for proper diagnosis and utilization
clorazepate QLL Ensure appropriate utilization

clotrimazole/betamethasone QLL Ensure appropriate utilization
clozapine QLL Ensure appropriate utilization

COMBIPATCH* QLL Ensure appropriate utilization
COMBIVENT* QLL Ensure appropriate utilization
COMBIVIR* QLL Ensure appropriate utilization



Drug Restriction Rationale for Restriction
CONCERTA* QLL Ensure appropriate utilization
COPAXONE* PA Ensure use for proper diagnosis
COPEGUS* PA Ensure use for proper diagnosis
COSOPT* QLL Ensure appropriate utilization
COZAAR* QLL Ensure appropriate utilization

cromolyn sodium QLL Ensure appropriate utilization
cyclosporine PA Ensure use for proper diagnosis
DERMOTIC* QLL Ensure appropriate utilization
desipramine QLL Ensure appropriate utilization

desmopressin QLL Ensure appropriate utilization
desonide QLL Ensure appropriate utilization

desoximetasone QLL Ensure appropriate utilization
destroamphetamine sulfate cr QLL Ensure appropriate utilization

DETROL LA* QLL Ensure appropriate utilization
DETROL* QLL Ensure appropriate utilization

dextroamphetamine sulfate QLL Ensure appropriate utilization
diazepam QLL Ensure appropriate utilization

diltiazem hcl QLL Ensure appropriate utilization
diltiazem hcl er QLL Ensure appropriate utilization
DIOVAN HCT* QLL Ensure appropriate utilization

DIOVAN* QLL Ensure appropriate utilization
DOVONEX* QLL Ensure appropriate utilization

doxepin QLL Ensure appropriate utilization
EFFEXOR XR* QLL Ensure appropriate utilization
ELAPRASE* PA Ensure use for proper diagnosis

ELIDEL* PA, QLL Ensure use for proper diagnosis and utilization
enalapril maleate QLL Ensure appropriate utilization

ENBREL* PA Ensure use for proper diagnosis
ENZYMAX* QLL Ensure appropriate utilization
EPIFOAM* QLL Ensure appropriate utilization

EPIPEN JR* QLL Ensure appropriate utilization
EPIPEN* QLL Ensure appropriate utilization

EPOGEN* PA Ensure use for proper diagnosis
ergotamine tartrate/caffeine QLL Ensure appropriate utilization

erythromycin QLL Ensure appropriate utilization
ESCLIM* QLL Ensure appropriate utilization
estradiol QLL Ensure appropriate utilization

EUFLEXXA* PA Ensure use for proper diagnosis
EVISTA* QLL Ensure appropriate utilization

FABRAZYME* PA Ensure use for proper diagnosis
felodipine er QLL Ensure appropriate utilization
fenofibrate QLL Ensure appropriate utilization
FLOLAN* PA Ensure use for proper diagnosis

FLOVENT* QLL Ensure appropriate utilization
FLOXIN OTIC* QLL Ensure appropriate utilization

fluconazole PA, AGE Ensure use for proper diagnosis and utilization for age
fluocinolone acetonide QLL Ensure appropriate utilization

fluorometholone QLL Ensure appropriate utilization



Drug Restriction Rationale for Restriction
fluoxetine QLL Ensure appropriate utilization

fluphenazine QLL Ensure appropriate utilization
flurbiprofen QLL Ensure appropriate utilization
fluticasone QLL Ensure appropriate utilization
fluvoxamine QLL Ensure appropriate utilization
FML SOP* QLL Ensure appropriate utilization

FOCALIN XR* QLL Ensure appropriate utilization
FORADIL AEROLIZER* QLL Ensure appropriate utilization

FORTEO* PA Ensure use for proper diagnosis
fortical PA Ensure use for proper diagnosis

FUZEON* PA Ensure use for proper diagnosis
gemfibrozil QLL Ensure appropriate utilization

gengraf PA Ensure use for proper diagnosis
GENOTROPIN* PA Ensure use for proper diagnosis

gentamicin QLL Ensure appropriate utilization
GEODON* QLL Ensure appropriate utilization
GLEEVEC* PA Ensure use for proper diagnosis

GUANABENZ ACETATE* QLL Ensure appropriate utilization
halobetasol propionate QLL Ensure appropriate utilization

haloperidol QLL Ensure appropriate utilization
HERCEPTIN* PA Ensure use for proper diagnosis
HUMALOG* QLL Ensure appropriate utilization

HUMATROPE* PA Ensure use for proper diagnosis
HUMIRA* PA Ensure use for proper diagnosis

HUMULIN* QLL Ensure appropriate utilization
HYALGEN* PA Ensure use for proper diagnosis
hydralazine QLL Ensure appropriate utilization

hydrocodone/apap QLL Ensure appropriate utilization
hydrocortisone QLL Ensure appropriate utilization
hydromorphone QLL Ensure appropriate utilization

hydroxyzine QLL Ensure appropriate utilization
HYPERCARE* QLL Ensure appropriate utilization

HYZAAR* QLL Ensure appropriate utilization
imipramine QLL Ensure appropriate utilization
IMITREX* QLL Ensure appropriate utilization

INCRELEX* PA Ensure use for proper diagnosis
INFERGEN* PA Ensure use for proper diagnosis
INTELENCE* PA Ensure use for proper diagnosis

INTRON A PEN* PA Ensure use for proper diagnosis
INTRON A* PA Ensure use for proper diagnosis

ISENTRESS* PA Ensure use for proper diagnosis
isosorbine mononitrate er QLL Ensure appropriate utilization

isotretinoin AGE, ST,QLL Ensure appropriate utilization for age
itraconazole PA Ensure use for proper diagnosis
JANUMET* PA, QLL Ensure use for proper diagnosis and utilization
JANUVIA* PA, QLL Ensure use for proper diagnosis and utilization
KALETRA* QLL Ensure appropriate utilization

ketoconazole QLL Ensure appropriate utilization



Drug Restriction Rationale for Restriction
KINERET* PA Ensure use for proper diagnosis
KUVAN* PA Ensure use for proper diagnosis
LANTUS* QLL Ensure appropriate utilization
LEUKINE* PA Ensure use for proper diagnosis

LEVAQUIN* QLL Ensure appropriate utilization
LEXAPRO* QLL Ensure appropriate utilization

LEXIVA* QLL Ensure appropriate utilization
lidocaine QLL Ensure appropriate utilization

LIDODERM* PA, QLL Ensure use for proper diagnosis and utilization
LIPITOR* QLL Ensure appropriate utilization
lisinopril QLL Ensure appropriate utilization

loratadine QLL Ensure appropriate utilization
lorazepam QLL Ensure appropriate utilization

LOVENOX INJ* PA,QLL Ensure use for proper diagnosis
loxapine succinate QLL Ensure appropriate utilization

LUFYLLIN* QLL Ensure appropriate utilization
LUPRON DEPOT - PED* PA Ensure use for proper diagnosis
LUPRON DEPOT KIT* PA Ensure use for proper diagnosis

LUPRON DEPOT* PA Ensure use for proper diagnosis
MACUGEN* PA Ensure use for proper diagnosis

maprotiline HCl QLL Ensure appropriate utilization
MAXAIR* QLL Ensure appropriate utilization

medroxyprogesterone acetate QLL Ensure appropriate utilization
meprobamate QLL Ensure appropriate utilization

METADATE CD* QLL Ensure appropriate utilization
metaproterenol QLL Ensure appropriate utilization

methadone QLL Ensure appropriate utilization
methocarbamol QLL Ensure appropriate utilization
methylphenidate QLL Ensure appropriate utilization

methylphenidate er QLL Ensure appropriate utilization
metronidazole QLL Ensure appropriate utilization
MHYROGEN* PA Ensure use for proper diagnosis

MIRENA* PA Ensure use for proper diagnosis
mirtazapine QLL Ensure appropriate utilization
MOBAN* QLL Ensure appropriate utilization

mometasone furoate QLL Ensure appropriate utilization
morphine sulfate er QLL Ensure appropriate utilization

mupirocin QLL Ensure appropriate utilization
MYFORTIC* PA Ensure use for proper diagnosis
MYOZYME* PA Ensure use for proper diagnosis
nabumetone QLL Ensure appropriate utilization

NARDIL* QLL Ensure appropriate utilization
NASACORT AQ* QLL Ensure appropriate utilization
nefazodone hcl QLL Ensure appropriate utilization
NEGLAZYME* PA Ensure use for proper diagnosis

neomycin/polymyxin/dexameth QLL Ensure appropriate utilization
neomycin/polymyxin/hc QLL Ensure appropriate utilization

NEORAL* PA Ensure use for proper diagnosis



Drug Restriction Rationale for Restriction
NEULASTA* PA Ensure use for proper diagnosis
NEUMEGA* PA Ensure use for proper diagnosis

NEUPOGEN* PA Ensure use for proper diagnosis
NEXAVAR* PA Ensure use for proper diagnosis
nifedipine er QLL Ensure appropriate utilization

NORDIFLEX PEN* PA Ensure use for proper diagnosis
NORDITROPIN* PA Ensure use for proper diagnosis

NOVOLIN* QLL Ensure appropriate utilization
NOVOLOG* QLL Ensure appropriate utilization
NUTROPIN* PA Ensure use for proper diagnosis
NUVARING* QLL Ensure appropriate utilization

nystatin QLL Ensure appropriate utilization
ofloxacin QLL Ensure appropriate utilization

omeprazole dr QLL Ensure appropriate utilization
ondansetron QLL Ensure appropriate utilization
ORENCIA* PA Ensure use for proper diagnosis
oxazepam QLL Ensure appropriate utilization

oxycodole hcl er QLL Ensure appropriate utilization
oxycodone/apap QLL Ensure appropriate utilization

pantoprazole PA, QLL Ensure use for proper diagnosis and utilization
paroxetine QLL Ensure appropriate utilization
PAXIL CR* QLL Ensure appropriate utilization
PEDIOTIC* QLL Ensure appropriate utilization
PEGASYS* PA Ensure use for proper diagnosis

PEG-INTRON* PA Ensure use for proper diagnosis
permethrin QLL Ensure appropriate utilization

perphenazine QLL Ensure appropriate utilization
PLAN B* QLL Ensure appropriate utilization

potassium iodide QLL Ensure appropriate utilization
pravastatin QLL Ensure appropriate utilization

PREMARIN* QLL Ensure appropriate utilization
PREMPRO* QLL Ensure appropriate utilization

prenatal vitamins AGE Ensure appropriate utilization for age
PRIALT* PA Ensure use for proper diagnosis

PROCRIT* PA Ensure use for proper diagnosis
PROGRAF* PA Ensure use for proper diagnosis

promethazine AGE Ensure appropriate utilization for age
PULMOZYME* PA Ensure use for proper diagnosis

QVAR* QLL Ensure appropriate utilization
ranitidine AGE,QLL Ensure appropriate utilization for age

RAPAMUNE* PA Ensure use for proper diagnosis
RAPTIVA* PA Ensure use for proper diagnosis
REBETOL* PA Ensure use for proper diagnosis

REBETRON* PA Ensure use for proper diagnosis
REBIF* PA Ensure use for proper diagnosis

RELISTOR* PA Ensure use for proper diagnosis
REMICADE* PA Ensure use for proper diagnosis

REMODULIN* PA Ensure use for proper diagnosis



Drug Restriction Rationale for Restriction
REVATIO* PA Ensure use for proper diagnosis
REVLIMID* PA Ensure use for proper diagnosis
REYATAZ* QLL Ensure appropriate utilization
RIBAVIRIN* PA Ensure use for proper diagnosis
risperidone QLL Ensure appropriate utilization
RITUXAN* PA Ensure use for proper diagnosis

ROFERON A* PA Ensure use for proper diagnosis
ROFERON SRN* PA Ensure use for proper diagnosis

SAIZEN* PA Ensure use for proper diagnosis
SANDIMMUNE* PA Ensure use for proper diagnosis
SANDOSTATIN* PA Ensure use for proper diagnosis
selenium sulfide QLL Ensure appropriate utilization

SEREVENT DISKUS* QLL Ensure appropriate utilization
SEROQUEL* QLL Ensure appropriate utilization
SEROSTIM* PA Ensure use for proper diagnosis

sertraline QLL Ensure appropriate utilization
SINGULAIR* QLL, ST Ensure use for proper diagnosis and utilization for age

sodium sulfacetamide QLL Ensure appropriate utilization
SOMNOTE* QLL Ensure appropriate utilization

SPIRIVA HANDIHALER* QLL Ensure appropriate utilization
SPRYCEL* PA Ensure use for proper diagnosis

STRATTERA* QLL Ensure appropriate utilization
SUTENT CAP* PA Ensure use for proper diagnosis

SYNAGIS* PA Ensure use for proper diagnosis
SYNVISC* PA Ensure use for proper diagnosis
TAMIFLU* QLL Ensure appropriate utilization
TARCEVA* PA Ensure use for proper diagnosis
TAZORAC* QLL Ensure appropriate utilization
temazepam QLL Ensure appropriate utilization
TEMODAR* PA Ensure use for proper diagnosis
THALOMID* PA Ensure use for proper diagnosis
thioridazine QLL Ensure appropriate utilization
thiothixene QLL Ensure appropriate utilization
TIKOSYN* PA Ensure use for proper diagnosis

timolol QLL Ensure appropriate utilization
TOBI* PA Ensure use for proper diagnosis

TOBRADEX* QLL Ensure appropriate utilization
tobramycin sulfate QLL Ensure appropriate utilization

TRACLEER* PA Ensure use for proper diagnosis
tramadol QLL Ensure appropriate utilization

trandolapril QLL Ensure appropriate utilization
tranylcypromine sulfate QLL Ensure appropriate utilization

trazodone QLL Ensure appropriate utilization
TRELSTAR DEPOT* PA Ensure use for proper diagnosis

TRELSTAR LA* PA Ensure use for proper diagnosis
tretinoin QLL Ensure appropriate utilization

triamcinolone acetonide QLL Ensure appropriate utilization
triamcinolone/orabase QLL Ensure appropriate utilization



Drug Restriction Rationale for Restriction
trifluoroperazine hcl QLL Ensure appropriate utilization

triple antibiotic QLL Ensure appropriate utilization
TRIZIVIR* QLL Ensure appropriate utilization

TRUSOPT* QLL Ensure appropriate utilization
TRUVADA* QLL Ensure appropriate utilization
TYKERB* PA Ensure use for proper diagnosis
UNIPHYL* QLL Ensure appropriate utilization
VALCYTE* QLL Ensure appropriate utilization
VALTREX* QLL Ensure appropriate utilization
venlafaxine QLL Ensure appropriate utilization

verapamil hcl er QLL Ensure appropriate utilization
verapamil hcl sr QLL Ensure appropriate utilization

VIADUR IMPLANT* PA Ensure use for proper diagnosis
VIDAZA* PA Ensure use for proper diagnosis

VYTORIN* PA, QLL Ensure use for proper diagnosis and utilization
XALATAN* QLL Ensure appropriate utilization
XELODA* PA Ensure use for proper diagnosis
XOLAIR* PA Ensure use for proper diagnosis

XOPENEX* PA, QLL Ensure use for proper diagnosis and utilization
ZOLADEX* PA Ensure use for proper diagnosis
ZOLINZA* PA Ensure use for proper diagnosis

zolpidem tartrate QLL Ensure appropriate utilization
ZOMIG* QLL Ensure appropriate utilization

ZOVIRAX TOP* QLL Ensure appropriate utilization
ZYPREXA* QLL Ensure appropriate utilization



* Denotes Single Source Drug
PA - Prior Authorization

QLL - Quantity Level Limits

Drug Restriction Rationale for Restriction
ACTIMMUNE* PA Ensure use for proper diagnosis

ALDURAZYME* PA Ensure use for proper diagnosis
AMEVIVE* PA Ensure use for proper diagnosis
APLIGRAF* PA Ensure use for proper diagnosis
ARALAST* PA Ensure use for proper diagnosis
ARANESP* PA Ensure use for proper diagnosis
AVONEX* PA Ensure use for proper diagnosis
AZASAN* PA Ensure use for proper diagnosis

BETASERON* PA Ensure use for proper diagnosis
BYETTA* PA, QLL Ensure use for proper diagnosis and utilization

CELLCEPT* PA Ensure use for proper diagnosis
CEREZYME* PA Ensure use for proper diagnosis

CIMZIA* PA Ensure use for proper diagnosis
COPAXONE* PA Ensure use for proper diagnosis
COPEGUS* PA Ensure use for proper diagnosis
ELAPRASE* PA Ensure use for proper diagnosis

ELIDEL* PA, QLL Ensure use for proper diagnosis and utilization
ENBREL* PA Ensure use for proper diagnosis
EPOGEN* PA Ensure use for proper diagnosis

EUFLEXXA* PA Ensure use for proper diagnosis
FABRAZYME* PA Ensure use for proper diagnosis

FLOLAN* PA Ensure use for proper diagnosis
FORTEO* PA Ensure use for proper diagnosis
FUZEON* PA Ensure use for proper diagnosis

GENOTROPIN* PA Ensure use for proper diagnosis
GLEEVEC* PA Ensure use for proper diagnosis

HERCEPTIN* PA Ensure use for proper diagnosis
HUMATROPE* PA Ensure use for proper diagnosis

HUMIRA* PA Ensure use for proper diagnosis
HYALGEN* PA Ensure use for proper diagnosis
INCRELEX* PA Ensure use for proper diagnosis
INFERGEN* PA Ensure use for proper diagnosis
INTELENCE* PA Ensure use for proper diagnosis

INTRON A PEN* PA Ensure use for proper diagnosis
INTRON A* PA Ensure use for proper diagnosis

ISENTRESS* PA Ensure use for proper diagnosis
JANUMET* PA, QLL Ensure use for proper diagnosis and utilization
JANUVIA* PA, QLL Ensure use for proper diagnosis and utilization
KINERET* PA Ensure use for proper diagnosis

Managed Health Services (MHS) 2009
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Drug Restriction Rationale for Restriction
KUVAN* PA Ensure use for proper diagnosis

LEUKINE* PA Ensure use for proper diagnosis
LIDODERM* PA, QLL Ensure use for proper diagnosis and utilization

LOVENOX INJ* PA,QLL Ensure use for proper diagnosis
LUPRON DEPOT - PED* PA Ensure use for proper diagnosis
LUPRON DEPOT KIT* PA Ensure use for proper diagnosis

LUPRON DEPOT* PA Ensure use for proper diagnosis
MACUGEN* PA Ensure use for proper diagnosis

MHYROGEN* PA Ensure use for proper diagnosis
MIRENA* PA Ensure use for proper diagnosis

MYFORTIC* PA Ensure use for proper diagnosis
MYOZYME* PA Ensure use for proper diagnosis

NEGLAZYME* PA Ensure use for proper diagnosis
NEORAL* PA Ensure use for proper diagnosis

NEULASTA* PA Ensure use for proper diagnosis
NEUMEGA* PA Ensure use for proper diagnosis

NEUPOGEN* PA Ensure use for proper diagnosis
NEXAVAR* PA Ensure use for proper diagnosis

NORDIFLEX PEN* PA Ensure use for proper diagnosis
NORDITROPIN* PA Ensure use for proper diagnosis

NUTROPIN* PA Ensure use for proper diagnosis
ORENCIA* PA Ensure use for proper diagnosis
PEGASYS* PA Ensure use for proper diagnosis

PEG-INTRON* PA Ensure use for proper diagnosis
PRIALT* PA Ensure use for proper diagnosis

PROCRIT* PA Ensure use for proper diagnosis
PROGRAF* PA Ensure use for proper diagnosis

PULMOZYME* PA Ensure use for proper diagnosis
RAPAMUNE* PA Ensure use for proper diagnosis

RAPTIVA* PA Ensure use for proper diagnosis
REBETOL* PA Ensure use for proper diagnosis

REBETRON* PA Ensure use for proper diagnosis
REBIF* PA Ensure use for proper diagnosis

RELISTOR* PA Ensure use for proper diagnosis
REMICADE* PA Ensure use for proper diagnosis

REMODULIN* PA Ensure use for proper diagnosis
REVATIO* PA Ensure use for proper diagnosis
REVLIMID* PA Ensure use for proper diagnosis
RIBAVIRIN* PA Ensure use for proper diagnosis
RITUXAN* PA Ensure use for proper diagnosis

ROFERON A* PA Ensure use for proper diagnosis
ROFERON SRN* PA Ensure use for proper diagnosis

SAIZEN* PA Ensure use for proper diagnosis
SANDIMMUNE* PA Ensure use for proper diagnosis
SANDOSTATIN* PA Ensure use for proper diagnosis

SEROSTIM* PA Ensure use for proper diagnosis
SPRYCEL* PA Ensure use for proper diagnosis

SUTENT CAP* PA Ensure use for proper diagnosis
SYNAGIS* PA Ensure use for proper diagnosis



Drug Restriction Rationale for Restriction
SYNVISC* PA Ensure use for proper diagnosis
TARCEVA* PA Ensure use for proper diagnosis
TEMODAR* PA Ensure use for proper diagnosis
THALOMID* PA Ensure use for proper diagnosis
TIKOSYN* PA Ensure use for proper diagnosis

TOBI* PA Ensure use for proper diagnosis
TRACLEER* PA Ensure use for proper diagnosis

TRELSTAR DEPOT* PA Ensure use for proper diagnosis
TRELSTAR LA* PA Ensure use for proper diagnosis

TYKERB* PA Ensure use for proper diagnosis
VIADUR IMPLANT* PA Ensure use for proper diagnosis

VIDAZA* PA Ensure use for proper diagnosis
VYTORIN* PA, QLL Ensure use for proper diagnosis and utilization
XELODA* PA Ensure use for proper diagnosis
XOLAIR* PA Ensure use for proper diagnosis

XOPENEX* PA, QLL Ensure use for proper diagnosis and utilization
ZOLADEX* PA Ensure use for proper diagnosis
ZOLINZA* PA Ensure use for proper diagnosis



Total Number Received  22,109
Total Number Approved  13,056

Total Number Denied  9,053

Drug Number of 
Requests

Number 
Approved

Number 
Denied

acamprosate calcium 11 0 11
acetaminophen-magnesium salicylate-

phenyltoloxamine-caffeine 0 0 0

acetazolamide 11 5 6
acetic acid (combinations) 9 4 5

acetone (urine) test 13 13 0
acitretin 2 2 0

acitretin w/ moisturizer 3 1 2
adalimumab 203 197 6
adapalene 93 11 82

adefovir dipivoxil 0 0 0
albumin (urine) test 1 1 0

albuterol 0 0 0
albuterol sulfate 229 34 195

albuterol-ipratropium 0 0 0
alclometasone dipropionate 6 1 5

alendronate sodium 0 0 0
alfuzosin hcl 1 1 0

aliskiren fumarate 6 5 1
almotriptan malate 1 1 0

alosetron hcl 2 2 0
alprazolam 18 9 9

alprostadil (vasodilator) 2 1 1
aluminum chloride 3 3 0

aluminum sulfate & calcium acetate 0 0 0
amcinonide 2 0 2

amiloride & hydrochlorothiazide 0 0 0
amiloride hcl 0 0 0

aminocaproic acid 5 3 2
amitriptyline hcl 21 13 8

Number of Prior Authorizations by Drug

Managed Health Services (MHS) 2009



Drug Number of 
Requests

Number 
Approved

Number 
Denied

amlexanox 4 2 2
amlodipine besylate 2 1 1

amlodipine besylate-atorvastatin calcium 0 0 0
amlodipine besylate-benazepril hcl 0 0 0

amoxicillin 4 4 0
amoxicillin & pot clavulanate 2 2 0

amoxicillin-clarithromycin w/ lansoprazole 15 0 15
amphetamine-dextroamphetamine 67 32 35

amylase-lipase-protease 26 26 0
anthralin 2 0 2

apap-isometheptene-caffeine 3 1 2
aprepitant 15 15 0

aripiprazole 45 25 20
artificial saliva 1 1 0
ascorbic acid 0 0 0

aspirin-dipyridamole 2 2 0
atazanavir sulfate 4 4 0

atenolol 0 0 0
atomoxetine hcl 26 12 14

atorvastatin calcium 31 13 18
atovaquone 3 2 1

atovaquone-proguanil hcl 7 3 4
atropine sulfate 0 0 0

azelaic acid 4 1 3
azelaic acid (acne) 8 2 6

azelastine hcl 73 44 29
azelastine hcl (ophth) 9 6 3

azithromycin 26 20 6
b complex w/ c 0 0 0

bacitracin (topical) 0 0 0
bacitracin zinc 0 0 0

balsalazide disodium 6 5 1
b-complex w/ c & folic acid 0 0 0

b-complex w/ c-zn & folic acid 0 0 0
becaplermin 0 0 0

beclomethasone diprop monohyd 2 1 1
belladonna alkaloids & opium 1 1 0

belladonna alkaloids-phenobarbital 11 5 6
benazepril & hydrochlorothiazide 0 0 0

benazepril hcl 0 0 0
benzonatate 0 0 0



Drug Number of 
Requests

Number 
Approved

Number 
Denied

benzoyl peroxide 34 10 24
benzoyl peroxide w/ cleanser 9 3 6

benzoyl peroxide-erythromycin 27 7 20
benzoyl peroxide-urea 7 3 4

betaine 0 0 0
betamethasone acetate & sod phosphate 0 0 0

betamethasone valerate 2 1 1
bimatoprost 5 3 2
bisacodyl 5 5 0

bismuth subcitrate potassium-metronidazole-
tetracycline 2 0 2

bismuth subsalicylate 3 3 0
bisoprolol & hydrochlorothiazide 5 4 1

bisoprolol fumarate 2 1 1
blood glucose calibration 10 10 0

blood glucose monitoring supplies 23 21 2
bosentan 0 0 0

botulinum toxin type a 1 0 1
brimonidine tartrate 4 0 4

bromfenac sodium (ophth) 2 0 2
brompeniramine-phenylephrine 0 0 0
brompheniramine & pseudoeph 0 0 0

brompheniramine tannate 0 0 0
budesonide (inhalation) 225 146 79

budesonide (nasal) 27 10 17
budesonide-formoterol fumarate dihydrate 207 69 138

buprenorphine hcl 35 23 12
buprenorphine hcl-naloxone hcl dihydrate 506 266 240

bupropion hcl 63 36 27
buspirone hcl 4 2 2

butalbital-acetaminophen 1 1 0
butalbital-aspirin-caffeine w/cod 12 5 7

butenafine hcl 0 0 0
butorphanol tartrate 11 6 5

cabergoline 5 5 0
cadexomer iodine 1 0 1
caffeine citrated 15 13 2

calamine phenolated 0 0 0
calcipotriene 1 1 0

calcipotriene-betamethasone dipropionate 5 0 5
calcitriol 6 6 0



Drug Number of 
Requests

Number 
Approved

Number 
Denied

calcium 0 0 0
calcium & phosphorus w/ vitamin d & 0 0 0

calcium carbonate 1 1 0
calcium carbonate (antacid) 0 0 0
calcium carbonate-vitamin d 2 2 0

calcium glubionate 3 3 0
calcium polycarbophil 0 0 0
candesartan cilexetil 0 0 0

candesartan cilexetil-hydrochlorothiazide 0 0 0
capecitabine 0 0 0

capsaicin 0 0 0
captopril (bulk) 2 2 0
carbamazepine 3 2 1

carbamide peroxide (otic) 2 2 0
carbidopa-levodopa-entacapone 1 1 0

carboxymethylcellulose sodium (ophth) 0 0 0
carisoprodol 5 0 5

carisoprodol w/ aspirin & codeine 0 0 0
carvedilol 3 3 0

carvedilol phosphate 0 0 0
cefadroxil 8 1 7
cefdinir 132 91 41
cefixime 19 15 4

cefpodoxime proxetil 3 3 0
ceftriaxone sodium 0 0 0
cefuroxime axetil 29 14 15

celecoxib 0 0 0
cephalexin 128 43 85

cetirizine hcl 15 5 10
cetirizine-pseudoephedrine 1 1 0

cevimeline hcl 0 0 0
chlordiazepoxide hcl 0 0 0

chlorhexidine 3 3 0
chlorhexidine gluconate (bulk) 0 0 0

chlorpheniramine & phenylephrine 0 0 0
chlorpheniramine & pseudoeph 1 1 0

chlorpheniramine maleate-pseudoephedrine hcl 
tannate 10 4 6

chlorpheniramine tannate-carbetapentane 
tannate 1 0 1

chlorpheniramine tannate-phenylephrine tannate 10 2 8



Drug Number of 
Requests

Number 
Approved

Number 
Denied

chlorpheniramine tan-pyrilamine tan-
phenylephrine tan 0 0 0

chlorpheniramine w/hydrocodone 0 0 0
chlorpheniramine-phenylephrine-

methscopolamine 68 49 19
chlorphen-phenyltolox-pe 0 0 0

chlorphen-pse-atropine-hyoscyamine-
scopolamine 0 0 0

chlorpromazine hcl 0 0 0
chlorzoxazone 15 4 11
cholecalciferol 4 3 1
cholestyramine 0 0 0

cholestyramine light 4 1 3
ciclopirox 32 9 23

ciclopirox olamine 12 3 9
cilostazol 4 3 1
cimetidine 3 1 2

cinacalcet hcl 0 0 0
ciprofloxacin hcl 0 0 0

ciprofloxacin hcl (ophth) 1 0 1
ciprofloxacin-ciprofloxacin hcl 0 0 0

citalopram hydrobromide 170 133 37
clarithromycin 40 39 1

clidinium & chlordiazepoxide 18 7 11
clindamycin hcl 0 0 0

clindamycin hcl (bulk) 0 0 0
clindamycin palmitate hydrochloride 3 3 0
clindamycin phosphate (one dose) 1 0 1

clindamycin phosphate (topical) 2 0 2
clindamycin phosphate vaginal 12 4 8

clindamycin phosphate-benzoyl peroxide 37 0 37
clindamycin phosphate-benzoyl peroxide 

(refrigerate) 0 0 0

clindamycin phosphate-tretinoin 10 1 9
clobetasol propionate 24 6 18

clomiphene citrate 1 0 1
clomipramine hcl 0 0 0

clonazepam 0 0 0
clonidine hcl 0 0 0

clopidogrel bisulfate 1 1 0
clotrimazole (topical) 1 1 0



Drug Number of 
Requests

Number 
Approved

Number 
Denied

clotrimazole vaginal 0 0 0
clotrimazole w/ betamethasone 0 0 0

clozapine 1 1 0
coenzyme q10 (ubidecarenone) 12 12 0

coenzyme q10-vitamin e 1 1 0
colesevelam hcl 7 1 6

colestipol hcl 6 4 2
control gel formula dressing 0 0 0

cresyl acetate 0 0 0
cromolyn sodium (nasal) 1 1 0

cyanocobalamin 8 6 2
cyclobenzaprine hcl 45 5 40

cyclopentolate w/ phenylephrine 0 0 0
cyclosporine (ophth) 23 10 13

cyclosporine modified (for microemulsion) 0 0 0
cysteamine bitartrate 0 0 0

darifenacin hydrobromide 0 0 0
darunavir 0 0 0

deferasirox 0 0 0
dermatological products, misc. 1 1 0

desipramine hcl 1 1 0
desloratadine 39 14 25

desloratadine-pseudoephedrine 8 0 8
desmopressin acetate 364 122 242

desmopressin acetate refrigerated 0 0 0
desmopressin acetate spray 1 0 1

desmopressin acetate spray refrigerated 5 0 5
desonide 11 4 7

desoximetasone 0 0 0
dexchlorpheniramine tannate & 

pseudoephedrine tannate 1 1 0
dexmethylphenidate hcl 102 55 47

dextroamphetamine sulfate 11 6 5
dextromethorphan-guaifenesin 4 3 1

dextrose (diabetic use) 1 1 0
diazepam 2 1 1

diazepam (anticonvulsant) 6 5 1
diclofenac potassium 27 1 26

diclofenac w/ misoprostol 9 4 5
diflorasone diacetate 2 0 2

diflorasone diacetate emollient base 2 0 2



Drug Number of 
Requests

Number 
Approved

Number 
Denied

diflunisal 0 0 0
dihydroergotamine mesylate 13 6 7
diltiazem hcl coated beads 0 0 0

divalproex sodium 97 86 11
docosahexaenoic acid 0 0 0

docosanol 0 0 0
dofetilide 0 0 0

donepezil hydrochloride 0 0 0
dornase alfa 178 178 0
doxepin hcl 5 1 4

doxercalciferol 0 0 0
doxycycline (monohydrate) 1 0 1

doxycycline hyclate 10 0 10
dronabinol 12 0 12

drospirenone-ethinyl estradiol 236 42 194
duloxetine hcl 57 34 23

dutasteride 3 0 3
efalizumab 0 0 0

efavirenz-emtricitabine-tenofovir disoproxil 
fumarate 4 4 0

eflornithine hcl 5 0 5
eletriptan hydrobromide 90 17 73

emollient 49 40 9
enalapril maleate 20 18 2

enoxaparin sodium 88 85 3
epinastine hcl (ophth) 6 0 6

epinephrine 5 5 0
epinephrine hcl 0 0 0

epinephrine hcl (anaphylaxis) 9 9 0
epoetin alfa 19 19 0

eprosartan mesylate 1 1 0
ergocalciferol 0 0 0

ergotamine tartrate 0 0 0
erlotinib 0 0 0

erythromycin base 3 1 2
erythromycin-sulfisoxazole 0 0 0

escitalopram oxalate 281 208 73
esomeprazole magnesium 250 45 205
est estrogens & methyltest 15 13 2

estazolam 0 0 0
estradiol 7 2 5



Drug Number of 
Requests

Number 
Approved

Number 
Denied

estradiol & norethindrone acetate 3 2 1
estradiol acetate vaginal 4 2 2

estradiol vaginal 3 1 2
estrogens, conjugated 1 0 1

estrogens, conjugated synthetic a 3 2 1
estrogens, conjugated synthetic b 3 0 3

eszopiclone 20 15 5
etanercept 147 141 6

ethambutol hcl 3 3 0
etodolac 5 0 5

etonogestrel 0 0 0
etonogestrel-ethinyl estradiol 0 0 0

etoposide 3 2 1
exenatide 54 17 37
ezetimibe 14 8 6

ezetimibe-simvastatin 17 9 8
famciclovir 6 0 6

fe asp gly-fe polysaccharide-succ acd-c-threonic 
acid-b12-fa 2 0 2

fe asparto gly-fe fumarate-succ acd-c-threonic 
acd-b12-fa 1 1 0

fe asparto gly-fe polysacc-succinic acid-vit c-
threonic acid 6 0 6

fe asparto gly-succin ac-c-threonic ac-b12-des 
stom subst 4 2 2

fe asparto gly-succinic acd-vit c-threonic acd-vit 
b12-fa 0 0 0

fenofibrate 121 72 49
fenofibrate micronized 25 21 4

fentanyl 374 112 262
fentanyl citrate 0 0 0

ferrous bisglycinate chelate-iron polysaccharide 
complex 0 0 0

ferrous fumarate w/ b12-vit c-fa-ifc 2 1 1
ferrous sulfate 14 14 0

fexofenadine hcl 487 303 184
fexofenadine-pseudoephedrine 44 21 23

filgrastim 11 11 0
fluconazole 44 40 4

flunisolide (nasal) 0 0 0
fluocinolone acetonide 17 0 17



Drug Number of 
Requests

Number 
Approved

Number 
Denied

fluocinolone acetonide (otic) 0 0 0
fluocinolone-hydroquinone-tretinoin 0 0 0

fluocinonide 2 1 1
fluocinonide emulsified base 0 0 0

fluorouracil (topical) 0 0 0
fluoxetine hcl 113 85 28

fluoxetine hcl (pmdd) 43 28 15
fluphenazine decanoate 2 1 1

flurandrenolide 5 3 2
flurbiprofen 2 0 2

fluticasone furoate 43 6 37
fluticasone propionate 45 21 24

fluticasone propionate  hfa 6 5 1
fluticasone-salmeterol 0 0 0

fluvastatin sodium 3 2 1
fluvoxamine maleate 74 55 19

folic acid 4 4 0
folic acid-vitamin b6-vitamin b12 3 2 1

formaldehyde 24 21 3
fosinopril sodium & hydrochlorothiazide 1 1 0

frovatriptan succinate 24 1 23
gabapentin 5 4 1

gabapentin (bulk) 0 0 0
gatifloxacin (ophth) 5 4 1
glatiramer acetate 63 63 0

glipizide 0 0 0
glucagon (rdna) 23 22 1
glucose blood 256 203 53

glucose polymer 1 1 0
glucose-vitamin c 0 0 0
glycerin (topical) 0 0 0
glycopyrrolate 36 28 8
granisetron hcl 4 3 1

green soap 0 0 0
griseofulvin microsize 0 0 0

guaifenesin 19 11 8
guaifenesin-codeine 2 2 0

guanfacine hcl 136 29 107
guar gum 1 1 0

haloperidol 6 5 1
heat wraps 0 0 0



Drug Number of 
Requests

Number 
Approved

Number 
Denied

heparin sodium (porcine) 9 9 0
hexachlorophene 5 5 0

hyaluronate sodium (emollient) 0 0 0
hydralazine hcl 0 0 0

hydrochlorothiazide 0 0 0
hydrocodone w/ homatropine 0 0 0
hydrocodone-acetaminophen 50 23 27

hydrocodone-guaifenesin 0 0 0
hydrocodone-ibuprofen 31 14 17

hydrocortisone 2 1 1
hydrocortisone (topical) 7 7 0

hydrocortisone acetate w/ pramoxine 18 4 14
hydrocortisone butyrate 0 0 0

hydrocortisone butyrate hydrophilic lipo base 2 0 2
hydrocortisone valerate 1 1 0

hydroquinone 1 0 1
hydroquinone microspheres 0 0 0
hydroquinone w/ sunscreens 1 0 1

hydroxyprogesterone caproate (bulk) 10 6 4
hydroxyzine pamoate 2 2 0

hylan 0 0 0
hyoscyamine sulfate 0 0 0

ibuprofen 0 0 0
iloprost 0 0 0

imipramine hcl 17 13 4
imiquimod 17 12 5

injection device for insulin 5 5 0
injection device needle-free for insulin 0 0 0

insulin aspart 99 86 13
insulin aspart protamine & aspart (human) 4 3 1

insulin detemir 57 34 23
insulin glargine 156 131 25
insulin glulisine 1 1 0

insulin isophane & reg (human) 1 1 0
insulin isophane (human) 16 13 3

insulin lispro (human) 110 92 18
insulin lispro protamine & lispro (human) 9 8 1

insulin pen needle 237 192 45
insulin regular (human) 5 4 1

insulin syringe/needle u-100 3 3 0
interferon beta-1a 116 116 0



Drug Number of 
Requests

Number 
Approved

Number 
Denied

inulin 0 0 0
irbesartan 5 5 0

irbesartan-hydrochlorothiazide 1 1 0
iron 1 0 1

iron combinations 1 0 0
iron polysaccharide complex-vit b12-folic acid 5 1 4

iron w/ vitamins 0 0 0
iron-b12-folic acid-vitamin c-succinic acid 0 0 0

isosorbide dinitrate-hydralazine hcl 0 0 0
isosorbide mononitrate 1 0 1

itraconazole 21 12 9
iud's 0 0 0

ivermectin 24 21 3
ketoconazole (topical) 1 1 0

ketoprofen 12 3 9
ketorolac tromethamine 12 4 8

ketotifen fumarate (ophth) 11 3 8
lactase 7 2 5

lactic acid (ammonium lactate) 0 0 0
lactobacillus 5 1 4

lactulose 0 0 0
lamotrigine 121 69 52

lancets 18 14 4
lansoprazole 1070 490 580

lanthanum carbonate 3 3 0
leflunomide 7 6 1

leuprolide acetate 112 101 11
levalbuterol hcl 395 165 230

levalbuterol tartrate 101 46 55
levetiracetam 302 232 72

levocarnitine (metabolic modifiers) 77 76 1
levocetirizine dihydrochloride 79 34 45

levofloxacin 29 24 5
levofloxacin (ophth) 0 0 0

levonorgestrel & eth estradiol 51 49 2
levonorgestrel (emergency oc) 1 1 0

levonorgestrel (iud) 0 0 0
levonorgestrel-eth estradiol (triphasic) 0 0 0

levonorgestrel-ethinyl estradiol (91-day) 66 10 56
levonorgestrel-ethinyl estradiol (continuous) 3 0 3

lidocaine 120 9 111



Drug Number of 
Requests

Number 
Approved

Number 
Denied

lidocaine hcl (mouth-throat) 3 2 1
lidocaine-hydrocortisone acetate 3 1 2

lidocaine-hydrocortisone acetate (rectal) 0 0 0
lidocaine-prilocaine 0 0 0

lindane 47 26 21
linezolid 45 18 27

lisdexamfetamine dimesylate 60 18 42
lisinopril 11 7 4

lisinopril & hydrochlorothiazide 8 7 1
lisinopril (bulk) 1 1 0

lithium carbonate 1 1 0
l-methylfolate w/ cyanocobalamin-pyridoxine-

riboflavin 0 0 0

l-methylfolate w/ vitamin b6-vitamin b12 0 0 0
lodoxamide tromethamine 3 2 1

loratadine 14 4 10
loratadine & pseudoephedrine 1 1 0

losartan potassium 0 0 0
losartan potassium & hydrochlorothiazide 3 2 1

loteprednol etabonate 8 1 7
loxapine succinate 0 0 0

lubiprostone 0 0 0
magnesium 0 0 0

magnesium aspartate hydrochloride 0 0 0
magnesium chloride 1 0 1

magnesium gluconate 0 0 0
magnesium oxide 0 0 0

malathion 397 328 69
meclizine hcl 0 0 0

meclofenamate sodium 2 1 1
medroxyprogesterone acetate (contraceptive) 10 8 2

mefenamic acid 22 9 13
melatonin 16 6 10

melatonin-pyridoxine 1 1 0
meloxicam 218 39 179

memantine hcl 5 3 2
menthol (bulk) 7 5 2
mesalamine 33 12 21

mesna 0 0 0
metaxalone 70 5 65

metformin hcl 10 7 3



Drug Number of 
Requests

Number 
Approved

Number 
Denied

methadone hcl 55 52 3
meth-bell-meth bl-phenyl sal 5 5 0

methenamine-hyosc-methylene blue-benzoic 
acid-phenyl sal 8 4 4

methenamine-hyosc-methylene blue-sod phos-
phenyl sal 1 1 0

methotrexate sodium 12 10 2
methscopolamine bromide 5 0 5

methylphenidate 9 2 7
methylphenidate hcl 96 53 43
metoclopramide hcl 2 2 0
metoprolol succinate 16 8 8
metoprolol tartrate 11 10 1

metronidazole (bulk) 1 1 0
metronidazole (topical) 19 1 18

metronidazole benzoate (topical) 9 9 0
miconazole nitrate (topical) 2 2 0

miconazole-zinc oxide-white petrolatum 6 3 3
microfibrillar collagen hemostat 0 0 0

midodrine hcl 0 0 0
minocycline hcl 18 0 18

mirtazapine 23 10 13
misc. intestinal flora regulator 0 0 0

misoprostol 0 0 0
modafinil 14 6 8

moexipril-hydrochlorothiazide 0 0 0
mometasone furoate (inhalation) 64 5 59

montelukast sodium 1373 1024 349
morphine sulfate 23 9 14

morphine sulfate beads 4 0 4
moxifloxacin hcl 23 8 14

moxifloxacin hcl (ophth) 14 2 12
multiple vitamins w/ iron 0 0 0

multiple vitamins w/ minerals 1 0 1
mupirocin 0 0 0

mupirocin calcium 0 0 0
mupirocin calcium (topical) 20 13 7

mycophenolate mofetil 117 115 2
mycophenolate sodium 0 0 0

nabumetone 0 0 0
naftifine hcl 2 0 2



Drug Number of 
Requests

Number 
Approved

Number 
Denied

naproxen 5 2 3
naratriptan hcl 9 2 7

nateglinide 2 1 1
nedocromil sodium (ophth) 1 0 1

needle (disp) 19 g 0 0 0
neomycin/polymyxin b gu 0 0 0

niacinamide w/ zinc-copper & folic acid 0 0 0
niacin-lovastatin 1 0 1

nicotine 21 0 21
nicotine polacrilex 0 0 0

nifedipine 2 2 0
nisoldipine 2 1 1

nitazoxanide 8 6 2
nitrofurantoin monohyd macro 0 0 0

nizatidine 14 9 5
norelgestromin-ethinyl estradiol 2 2 0

norethin acet & estrad-fe 40 5 35
norethindrone & ethinyl estradiol-fe 19 8 11

norethindrone (contraceptive) 0 0 0
norethindrone acetate 0 0 0

norgestimate-ethinyl estradiol (triphasic) 0 0 0
norgestrel & ethinyl estradiol 1 0 1

nortriptyline hcl 0 0 0
nystatin 3 3 0

nystatin (mouth-throat) 13 13 0
nystatin (topical) 104 90 14

olanzapine 8 2 6
olanzapine-fluoxetine hcl 15 6 9
olmesartan medoxomil 17 7 10

olmesartan medoxomil-hydrochlorothiazide 21 17 4
olopatadine hcl 89 6 83

omalizumab 80 76 4
omega-3 fatty acids 0 0 0

omega-3-acid ethyl esters 0 0 0
omeprazole 488 270 218

omeprazole (bulk) 3 3 0
omeprazole magnesium 6 3 3

omeprazole-sodium bicarbonate 13 5 8
ondansetron 40 27 13

ondansetron hcl 90 61 29
opium tincture 5 5 0



Drug Number of 
Requests

Number 
Approved

Number 
Denied

oral vehicles 0 0 0
orlistat 5 0 5

orphenadrine citrate 31 2 29
orphenadrine w/ aspirin & caff 6 0 6

oseltamivir phosphate 148 139 9
oxandrolone 1 1 0

oxaprozin 0 0 0
oxcarbazepine 5 4 1

oxiconazole nitrate 9 1 8
oxybutynin 0 0 0

oxybutynin chloride 7 7 0
oxycodone hcl 348 148 200

oxycodone w/ acetaminophen 20 16 4
oxymorphone hcl 25 7 18

oyster shell 0 0 0
paliperidone 9 7 2
palivizumab 889 876 13

pantoprazole sodium 783 456 327
papain-urea-chlorophyllin 0 0 0

paromomycin sulfate 0 0 0
paroxetine hcl 104 87 17

peak flow meter 0 0 0
ped multivitamins w/fl & iron 0 0 0
pediatric multiple vitamins 56 43 13

pediatric multiple vitamins w/ iron 0 0 0
pemirolast potassium 1 0 1

penciclovir 13 1 12
pentazocine w/ apap 1 1 0

pentazocine w/ naloxone 7 2 5
pentosan polysulfate sodium 57 48 9

perindopril erbumine 0 0 0
permethrin 35 32 3

perphenazine 0 0 0
phenobarbital 0 0 0

phentermine hcl 7 0 7
phenyleph hcl-diphenhyd hcl-dextromethorphan 

hbr tannate 0 0 0

phenyleph tannate-diphenhyd tannate-
carbetapentane tannate 0 0 0

phenyleph tannate-pyrilamine tannate-
carbetapentane tannate 0 0 0



Drug Number of 
Requests

Number 
Approved

Number 
Denied

phenyleph-cpm w/ hydrocod 1 0 1
phenyleph-pyril w/ hydrocod 0 0 0

phenylephrine tan-dexchlorphenir tan-
dextromethorphan tan 0 0 0

phenylephrine w/hydrocodone-gg 0 0 0
phenylephrine-chlorphen-dm 0 0 0

phenylephrine-chlorpheniramine-dihydrocodeine 0 0 0
phenylephrine-ephedrine-chlorpheniramine w/ 

carbetapentane 0 0 0

phenylephrine-guaifenesin 3 3 0
phenylephrine-pyrilamine-dm 0 0 0

phenyltoloxamine w/ apap 3 1 2
phenytoin sodium extended 3 3 0

phytonadione 0 0 0
pilocarpine hcl (oral) 2 2 0

pimecrolimus 75 48 27
pimozide 6 4 2
pindolol 0 0 0

pioglitazone hcl-glimepiride 5 2 3
pioglitazone hcl-metformin hcl 2 0 2

polyethylene glycol 3350 132 132 0
polysaccharide iron complex 12 5 7
pot & sod citrates w/citric ac 1 1 0

potassium & sodium phosphates 2 2 0
potassium bicarb & chloride 0 0 0

potassium bicarbonate 3 0 3
potassium citrate (alkalinizer) 1 1 0
potassium citrate-citric acid 1 1 0

potassium iodide 0 0 0
potassium phosphate monobasic 1 1 0

pramipexole dihydrochloride 69 15 54
pramlintide acetate 6 3 3

pramoxine hcl (rectal) 1 0 1
pramoxine-hc 3 2 1

pramoxine-hc-chloroxylenol 0 0 0
pramoxine-hc-chloroxylenol aqueous 0 0 0

pravastatin sodium 0 0 0
praziquantel 0 0 0

prednicarbate 2 0 2
prednisolone sodium phosphate 9 4 5

pregabalin 1 1 0



Drug Number of 
Requests

Number 
Approved

Number 
Denied

prenatal mv & min w/fe carbonyl-fe gluc-fa-ca-
dss-dha 1 0 1

prenatal vit w/ fe polysacch complex-fe heme 
polypeptide-fa 2 0 2

prenatal vit w/ iron carbonyl-fa-omega 3 fatty 
acids 1 0 1

prenatal vit w/docusate-ca-iron carbonyl-folic 
acid-dha 1 0 1

prenatal without a w/ fe asparto glyc-docusate-
folic acid 0 0 0

prenatal without a w/ fe carbonyl-dss-l 
methylfolate-fa 0 0 0

progesterone 9 7 2
progesterone (vaginal) 13 11 2

progesterone micronized 59 16 43
promethazine & phenylephrine 1 1 0

promethazine hcl 1 0 1
propafenone hcl 4 2 2

propoxyphene hcl 7 4 3
propoxyphene-n w/ apap 1 0 1

propranolol hcl sustained-release beads 0 0 0
pseudoephed-bromphen-dm 0 0 0

pseudoephedrine hcl 2 2 0
pseudoephedrine tan-dexchlorphen tan-

dextromethorphan tan 2 2 0
pseudoephedrine w/ codeine-gg 2 2 0

pseudoephedrine-brompheniramine-
hydrocodone 0 0 0

pseudoephedrine-guaifenesin 6 4 2
pseudoephedrine-methscopolamine 2 0 2

psyllium 0 0 0
pyrethrins-piperonyl butoxide 2 2 0

pyridoxine hcl 6 5 1
pyrilamine maleate-phenylephrine hcl tannate 0 0 0

pyrilamine tannate-phenylephrine tannate 1 0 1
pyrimethamine 1 1 0
pyrithione zinc 0 0 0

quadrivalent human papillomavirus (hpv) 
recombinant vaccine 0 0 0

quetiapine fumarate 324 73 251
quinapril hcl 7 4 3



Drug Number of 
Requests

Number 
Approved

Number 
Denied

quinapril-hydrochlorothiazide 0 0 0
quinine sulfate 0 0 0

rabeprazole sodium 33 5 28
ramelteon 15 10 5

ramipril 0 0 0
ranitidine hcl 85 45 40
ranolazine 10 3 7
repaglinide 3 2 1

respiratory therapy supplies 0 0 0
retapamulin 12 7 5

rho d immune globulin (human) 21 21 0
ribavirin (hepatitis c) 35 33 2

riboflavin 12 12 0
rifaximin 4 1 3

risedronate sodium 11 1 10
risperidone 23 16 7

risperidone microspheres 2 2 0
rizatriptan benzoate 128 41 87

ropinirole hydrochloride 309 80 229
rosiglitazone maleate 1 0 1

rosiglitazone maleate-glimepiride 0 0 0
rosuvastatin calcium 54 23 31

salicylic acid 26 23 3
scopolamine 21 14 7

scopolamine hydrobromide 2 2 0
selenium 8 5 3

selenium sulfide 8 5 3
senna 10 9 1

sennosides 7 7 0
sennosides-docusate sodium 1 1 0

sertraline hcl 288 250 38
sevelamer hcl 6 6 0

sibutramine hcl monohydrate 4 0 4
sildenafil citrate 29 23 6

sildenafil citrate (pulmonary hypertension) 1 1 0
silver nitrate-potassium nitrate 11 11 0

silver sulfadiazine 16 16 0
simethicone 0 0 0

sirolimus 0 0 0
sitagliptin phosphate 46 21 25

sitagliptin-metformin hcl 22 6 16



Drug Number of 
Requests

Number 
Approved

Number 
Denied

skin protectants, misc. 0 0 0
sodium bicarbonate 4 4 0

sodium bicarbonate (antacid) 2 2 0
sodium chloride 8 8 0

sodium chloride (gu irrigant) 0 0 0
sodium chloride (inhalant) 11 11 0
sodium fluoride (dental) 134 134 0

sodium fluoride-potassium nitrate 3 3 0
sodium hyaluronate (viscosupplement) 0 0 0

sodium oxybate 9 4 5
sodium phosphate dibasic 0 0 0

sodium phosphate monobasic-sodium 
phosphate dibasic 12 9 3

sodium phosphates 10 10 0
solifenacin succinate 26 11 15

sorbitol 2 2 0
spacer/aerosol-holding chambers 18 15 3

spironolactone 1 1 0
succimer 6 6 0
sucralfate 132 77 55

sulfacetamide sodium w/ sulfur 20 11 9
sulfacetamide sodium-sulfur in urea vehicle 3 2 1
sulfacetamide sodium-sulfur w/ sunscreens 2 0 2

sulfadiazine 1 1 0
sulfamethoxazole-trimethoprim 0 0 0

sumatriptan succinate 11 5 6
syringe/needle (disp) 3 ml 1 1 0

tacrolimus 158 153 5
tacrolimus (topical) 84 61 23

tamsulosin hcl 44 29 15
tazarotene 14 4 10

tegaserod maleate 0 0 0
telithromycin 0 0 0
telmisartan 4 2 2

telmisartan-hydrochlorothiazide 0 0 0
temazepam 0 0 0

temozolomide 0 0 0
terbinafine hcl 60 25 35

terbinafine hcl (topical) 3 2 1
terconazole vaginal 50 32 18

testosterone 13 5 8



Drug Number of 
Requests

Number 
Approved

Number 
Denied

testosterone cypionate 23 19 4
testosterone propionate 3 0 3

theophylline 0 0 0
timolol maleate (ophth) 8 8 0

tizanidine hcl 346 72 274
tolmetin sodium 1 1 0

tolterodine tartrate 3 2 1
topiramate 21 20 1
torsemide 3 3 0

tramadol hcl 17 4 13
tramadol-acetaminophen 25 1 24

trandolapril 1 1 0
trandolapril-verapamil hcl 0 0 0

transparent dressings 0 0 0
travoprost 3 1 2

trazodone hcl 89 59 30
tretinoin 38 17 21

tretinoin (facial wrinkles) 46 21 25
tretinoin microsphere 3 3 0

triamcinolone acetonide (topical) 4 4 0
trientine hcl 0 0 0

trifluoperazine hcl 3 3 0
trimethoprim hcl 0 0 0
trospium chloride 9 3 6

tuberculin/allergy syringes 7 7 0
unclassified 0 0 0

urea 22 8 14
urea (bulk) 1 1 0

urea-hc acetate 2 1 1
urine glucose-ketones test 1 1 0

ursodiol 5 4 1
ursodiol (bulk) 3 3 0
valacyclovir hcl 17 7 10

valganciclovir hcl 8 5 3
valsartan-hydrochlorothiazide 1 1 0

vancomycin hcl 12 10 2
varenicline tartrate 19 10 9

venlafaxine hcl 175 134 41
verapamil hcl 3 1 2

vitamin e (bulk) 0 0 0
vitamin e acetate (bulk) 0 0 0



Drug Number of 
Requests

Number 
Approved

Number 
Denied

voriconazole 5 5 0
warfarin sodium 1 1 0

wheat dextrin 1 1 0
wound dressings 3 3 0

zafirlukast 3 3 0
zaleplon 4 4 0
zileuton 1 1 0

zinc 0 0 0
zinc oxide (topical) 1 1 0

zinc sulfate 25 25 0
ziprasidone hcl 17 8 9

zolmitriptan 3 3 0
zolpidem tartrate 98 75 23

zonisamide 115 93 22



No cases to report

MCO DUR Board Annual Grievance Report 

Grievance: Verbal or written expression of dissatisfaction for which the member has a reasonable expectation that 
action will be taken to resolve or reconsider the matter expressed. If a verbal expression of satisfaction takes less 
than a business day to resolve, it is considered to be an inquiry. Matters that are remanded to the administrative 

review and/or appeals process for resolution are not considered as grievances. 

Managed Health Services (MHS) 2009

Date of Grievance Date Resolved Pharmacy Name Reason for Grievance/Summary of Actions Taken



Drug Name/Nomenclature
Clinical

Edits and
Description

Drug Name/Nomenclature
Clinical

Edits and
Description

Drug Name/Nomenclature
Clinical

Edits and
Description

Drug Name/Nomenclature
Clinical

Edits and
Description

ACETYLCYSTEINE All Drugs Covered N/A acetylcysteine N/A acetylcysteine N/A acetylcysteine N/A

EXPECTORANTS All Drugs Covered N/A
guaifenesin (OTC & RX products), 

guaifenesin dm (OTC & RX products)
N/A see products covered with clinical edits guaifenesin, guaifenesin dm N/A

ANTITUSSIVES, NON-
NARCOTIC

All Drugs Covered N/A
benzonatate, dextromethorphan, generics, 

and OTC products
N/A see products covered with clinical edits

generic Rx and OTC dextromethorphan 
combinations w/promethazine & 

guaifenesin
N/A

NASAL ANTIHISTAMINE ASTELIN N/A N/A see products covered with clinical edits N/A

NASAL MAST CELL 
STABILIZERS AGENTS

All Drugs Covered N/A cromolyn, nedocromil N/A see products covered with clinical edits NASALCROM, OTC N/A

NARCOTICS/NON-NARCOTIC 
ANALGESICS

all generic products, DILAUDID, 
DURAGESIC, KADIAN, 

ORAMORPH SR
N/A

aspirin, acetaminophen, codeine, 
meperidine, morphine, oxycodone, 

propoxyphene w/apap, salsalate, tramadol
N/A

morphine IR, oxycodone IR           
see products covered with clinical edits

ASA, Buff ASA, hydrocodone/APAP 
caps (5/500 only), hydrocodone/APAP 

tabs (10/650, 7.5/500, 10/500 only)
N/A

ANALGESIC/ANTIPYRETICS, 
SALICYLATES

All Drugs Covered N/A
aspirin, salsalate, choline & magnesium 

salicylate
N/A

aspirin (RX & OTC products), choline 
magnesium salicylate, diflunisal, 

salsalate
N/A

chol mag trisalicylate, salsalate, ASA 
diflunisal

N/A

ANALGESIC/ANTIPYRETICS, 
NON-SALICYLATE

All Drugs Covered N/A acetaminophen N/A acetaminophen (OTC products) N/A acetaminophen (OTC products) N/A

SKELETAL MUSCLE 
RELAXANTS

dantrolene, methocarbamol, 
cyclobenzaprine, baclofen, 

chlorzoxazone, orphenadrine, 
tizanidine

N/A
baclofen, cyclobenzaprine, dantrolene 
sodium, carisoprodal, chlorzoxazone, 

tizanidine, orphenadrine
N/A see products covered with clinical edits

carisoprodol, cyclobenzaprine, 
chlorzoxazone, methocarbamol, 

tizanidine, baclofen
N/A

CEPHALOSPORINS
all generics, SUPRAX, 

SPECTRACEF
N/A cefaclor, cefprozil, cefuroxime, N/A

cefaclor, cefpodoxime, cephalexin 
(tablets/capsules formulations only)

N/A cephalexin, cefaclor, cefuroxime N/A

MACROLIDES all generics N/A erythromycin generics, clarithromycin N/A
erythromycin generics (tablets/capsules 

formulations only)
N/A clarithromycin, erythromycin generics N/A

NITROFURAN DERIVATIVES All Drugs Covered N/A nitrofurantoin, nitrofurantoin monohydrate N/A see products covered with clinical edits nitrofurantoin N/A

PENICILLINS All Drugs Covered N/A
amoxicillin, ampicillin, dicloxacillin, pen vk, 

amoxicillin/clavulanate (200mg/5ml, 
400mg/5ml, 600mg)

N/A
amoxicillin, ampicillin, dicloxacillin, 

penicillin VK (tablets/capsules 
formulations only)

N/A

amoxicillin, ampicillin, dicloxacillin, 
penicillin V potassium, 

amoxicillin/clavulanate (200mg/5ml, 
400mg/5ml, 600mg only)

N/A

TETRACYCLINES All Drugs Covered N/A doxycycline, tetracycline, minocycline N/A doxycycline hyclate, tetracycline N/A
doxycyline, minocycline, tetracycline, 

VIBRAMYCIN susp
N/A

ANTIVIRALS
amantidine, acyclovir, ribavirin, 

PEGASYS, PEG-INTRON, 
RELENZA, TAMIFLU

N/A amantadine, acyclovir, VALTREX N/A
acyclovir, amantadine, EPIVIR HBV, 
ganciclovir, rimantadine, VALCYTE

N/A acyclovir, VALCYTE, ABREVA N/A

ANTIVIRALS, HIV SPECIFIC All Drugs Covered N/A all FDA approved antiretrovirals N/A
all oral FDA approved HIV agents are 

eligible for coverage under the 
prescription benefit

N/A all FDA approved antiretrovirals N/A

ANTIFUNGALS
itraconazole, ketoconazole, 

terbenafine
N/A

fluconazole 50mg, 100mg, 200mg, 10mg/ml 
& 40mg/ml, ketoconazole, nystatin, 

griseofulvin
N/A

clotrimazole; fluconazole 50mg, 100mg, 
200mg, 10mg/ml, & 40mg/ml; 

griseofulvin; ketoconazole; nystatin
N/A

griseofulvin, GRIFULVIN V, 
ketoconazole, nystatin, terbinafine (tab)

N/A

INHALED CORTICOSTEROIDS
AEROBID, AZMACORT, 

FLOVENT, FLOVENT HFA,  
QVAR

N/A Azmacort, Flovent, Flovent HFA, QVAR N/A see products covered with clinical edits ASMANEX N/A

 PDL Comparison of Select Therapeutic Classes
OPEN (No Restrictions on Access)

Categories Drug Class Name/Description

Fee For Service MHS Anthem MDwise 

Allergy/Cold

Antimicrobials

Analgesics

PDL Comparison: Open and Restricted Page 1 of 28
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Description
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INHALED 
CORTICOSTEROID/LONG 
ACTING BETA AGONIST 

COMBINATION

ADVAIR (100/50, 250/50), 
ADVAIR HFA (45/21, 115/21), 

SYMBICORT
N/A Advair, Advair HFA N/A see products covered with clinical edits SYMBICORT N/A

LEUKOTRIENE INHIBTORS see products covered with clinical edits

LONG-ACTING BETA 
AGONISTS

SEREVENT, FORADIL N/A
Serevent, Foradil, metaproterenol solution, 

syrup & tablet, terbutaline
N/A see products covered with clinical edits

NON-SEDATING 
ANTIHISTAMINES

loratadine tabs (OTC), cetirizine 
tabs (OTC)

N/A loratadine (OTC), loratadine-D (OTC) N/A
loratadine (OTC), loratadine-D (OTC), 

cetirizine (OTC)
N/A

loratadine (OTC), cetirizine (tablet, 
liquid, chewable)

N/A

SHORT-ACTING BETA 
AGONISTS

albuterol all 
strengths/formulations excluding 

tablets
N/A

albuterol syrup, tablet & inhalation solution, 
metaproterenol solution, syrup & tablet, 

terbutaline
N/A

albuterol syrup, tablet & inhalation 
solution, metaproterenol syrup & tablet, 

terbutaline tablet
N/A

albuterol solution for inhalation 
(2.5mg/3ml and 5mg/ml), tablets, syrup

N/A

ANTI-CHOLINERGIC/BETA 
AGONIST 

ipratropium/albuterol solution N/A

ALPHA ADRENERGIC 
BLOCKERS

doxazosin, prazosin, terazosin N/A doxazosin, prazosin, terazosin N/A doxazosin, prazosin, terazosin N/A doxazosin, prazosin, terazosin N/A

BETA ADRENERGIC 
BLOCKERS WITH DIURETICS

atenolol/chlorthalidone, 
bisoprolol/HCTZ, 
metoprolol/HCTZ, 

nadolol/bendroflumethiazide, 
propranolol/HCTZ

ACE INHIBITORS
enalapril, fosinopril, lisinopril, 

benazepril, moexipril, quinapril, 
trandolapril

N/A
benazepril, captopril, enalapril, fosinopril, 

lisinopril
N/A

benazepril, captopril, enalapril, 
fosinopril, lisinopril, quinapril

N/A
benazepril, captopril, enalapril maleate, 

lisinopril
N/A

ACE INHIBITORS/CALCIUM 
CHANNEL BLOCKER 

COMBINATION
LOTREL N/A amlodipine/benazepril N/A

ACE INHIBITORS/DIURETICS

captopril/HCTZ, enalapril/HCTZ, 
lisinopril/HCTZ, fosinopril/HCTZ, 

moexipril/HCTZ, 
benazepril/HCTZ, 
quinapril/HCTZ

N/A
benazepril/HCTZ, captopril/HCTZ, 
enalapril/HCTZ, fosinopril/HCTZ, 

lisinopril/HCTZ
N/A

benazepril/HCTZ, captopril/HCTZ, 
enalapril/HCTZ, fosinopril/HCTZ, 
lisinopril/HCTZ, quinapril/HCTZ

N/A
captopril/HCTZ, enalapril/HCTZ, 
lisinopril/HCTZ, benazepril/HCTZ

N/A

ARBS Cozaar N/A see products covered with clinical edits

ARBS/DIURETICS N/A Hyzaar N/A see products covered with clinical edits N/A

ARBS/CALCIUM CHANNEL 
BLOCKING AGENTS

EXFORGE N/A

all generics, INDERAL, 
INDERAL LA, LOPRESSOR, 

TENORMIN, TOPROL XL
N/A

acebutolol, atenolol, betaxolol, bisoprolol, 
labetalol, metoprolol (immediate and 
extended release) nadolol, pindolol, 

propranolol (immediate and extended 
release), sotalol, timolol

N/A

acebutolol, atenolol, betaxolol, 
bisoprolol, carvedilol, labetalol, 

metoprolol (immediate and extended 
release) nadolol, pindolol, propranolol 
(immediate and extended release), 

sotalol, timolol

N/A
Fluticasone, Flonase, NASONEX, Nasacort 

AQ

flunisolide, ASTEPRO, 
FLONASE, NASACORT AQ, 

NASAREL, NASONEX, 
VERAMYST, PANTANASE

N/A
atenolol, bisoprolol, metoprolol, nadolol, 
propranolol tabs, solution, SR, COREG

Cardiovascular

BETA ADRENERGIC 
BLOCKERS

see products covered with clinical edits N/A

Asthma/COPD/Pulmonary

NASAL CORTICOSTEROIDS N/A

N/A

PDL Comparison: Open and Restricted Page 2 of 28
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FIBRIC ACIDS gemfibrozil, TRICOR, TRILIPIX N/A fenofibrate, gemfibrozil N/A fenofibrate, gemfibrozil N/A fenofibrate, gemfibrozil N/A

HMG CoA REDUCTASE 
INHIBITORS

lovastatin, simvastatin, 
CRESTOR, LESCOL, LESCOL 

XL, LIPITOR
N/A lovastatin, pravastatin, simvastatin N/A lovastatin, pravastatin, simvastatin N/A pravastatin, simvastatin N/A

BILE SALT SEQUESTRANTS

cholestyramine (multi-dose 
containers), colestipol granules, 

COLESTID (multi-dose 
containers),  PREVALITE 

powder

N/A cholestryamine N/A
cholestyramine, 

cholestyramine/aspartame, colestipol 
N/A cholestyramine N/A

BENIGN PROSTATIC 
HYPERTROPHY/MICTURITION 

AGENTS

finasteride, FLOMAX, 
AVODART

N/A see products covered with clinical edits FLOMAX, PROSCAR, AVODART N/A

URINARY TRACT 
ANTISPASMODIC/ANTI-
INCONTINENCE AGENT

oxybutynin IR N/A bethanechol, flavoxate, oxybutynin, N/A
bethanechol, desmopressin (oral), 

flavoxate, oxybutynin (immediate and 
extended release)

N/A oxybutynin, bethanechol, flavoxate, N/A

N/A

INSULIN

HUMALOG/HUMALOG 
MIX/HUMULIN (all 

formulations), NOVOLOG & 
NOVOLOG MIX VIALS, 

NOVOLIN VIALS, RELION 
VIALS, LANTUS VIALS, 

LEVEMIR VIALS

N/A
HUMALOG, HUMULIN, ILETIN II, LANTUS, 

NOVOLIN, NOVOLOG
N/A

HUMALOG, HUMULIN, ILETIN II, 
LANTUS, NOVOLIN, NOVOLOG

N/A
HUMULIN R, N, U, 50/50, 70/30, L; 

HUMALOG, HUMALOG 75/25, 
LANTUS, LEVEMIR

N/A

VITAMIN A DERIVATIVES 
TOPICAL ACNE AGENTS

benzoyl peroxide, clindamycin, 
clindamycin/benzoyl peroxide, erythromycin, 

sodium sulfacetamide/sulfur

benzoyl peroxide (OTC), clindamycin, 
clindamycin/benzoyl peroxide, 

erythromycin, sodium 
sulfacetamide/sulfur

N/A

Diabetes Related

ANTIDIABETIC AGENTS

Lipotropics

acarbose, chlorpropamide, glimepiride, 
glipizide, glipizide ER, glipizide XL, 

glipizide/metformin, glyburide, 
glyburide/metformin, metformin, metformin 

ER, ACTOS, AVANDIA, AVANDAMET, 
tolazamide

N/A

Genitoruniary

N/A

CALCIUM CHANNEL BLOCKING 
AGENTS

amlodipine, diltiazem (long-
acting formulations), felodipine 

ER, nifedipine, nimodipine, 
verapamil (long-acting 

formulations), CALAN SR, 
ISOPTIN SR, verapamil ER PM

N/A
nifedipine, verapamil IR & ER, nicardipine, 

nifedipine
N/A

N/AN/A

glipizide, chlorpropamide, glyburide, 
tolazamide, glipizide extended release, 

glyburide micronized, metformin, 
metformin XR, glyburide/metformin, 
AVANDIA, AVANDAMET, ACTOS, 

AVANDARYL, DUETACT,  ACTOPLUS 
MET

acarbose, acetohexamide, 
chlorpropamide, glimepiride, glipizide, 

glipizide ER, glipizide XL, 
glipizide/metformin, glyburide, 

glyburide/metformin, metformin, 
metformin ER, PRANDIN, STARLIX, 

tolazamide, tolbutamide

diltiazem er, xr, hcl; nicardipine; 
nifedipine; verapamil er, hcl; amlodipine

diltiazem; nicardipine; nifedipine; 
verapamil IR & ER

N/A N/A

acarbose, glimepiride, glipizide, 
glipizide ER, glyburide, 

metformin, metformin ER, 
ACTOPLUS MET, 

AVANDAMET, GLYSET, 
JANUVIA, JANUMET, 
PRANDIN, STARLIX

PDL Comparison: Open and Restricted Page 3 of 28
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ANTIPSORIATICS AGENTS

DOVONEX, DRITHOCREME 
HP, DRITHO-SCALP, 
OXSORALEN-ULTRA, 

PSORIATEC, SORIATANE, 
TAZORAC, AMEVIVE, 

RAPTIVA

N/A selenium sulfide N/A
8-MOP, anthralin, calcipotriene, 

selenium sulfide
N/A selenium sulfide, anthralin 1% N/A

TOPICAL ANTIFUNGALS all generic products N/A
clotrimazole (otc), miconazole (otc), 
ketoconazole, econazole, nystatin

N/A

clotrimazole (OTC), econazole, 
ketoconazole, miconazole (OTC), 

nystatin, terbinafine (OTC), tolnaftate 
(OTC)

N/A
clotrimazole, miconazole, ketoconazole, 

nystatin
N/A

TOPICAL ANTIFUNGAL/ 
ANTIINFLAMMATORY STERIOD 

AGENT
All Drugs Covered N/A

clotrimazole/betamethasone; 
nystatin/triamcinolone

N/A
clotrimazole/betamethasone, 

nystatin/triamcinolone
N/A

clotrimazole/betamethasone; 
nystatin/triamcinolone

N/A

TOPICAL ANTINEOPLASTIC & 
PREMALIGNANT LESION 

AGENTS
All Drugs Covered N/A fluorouracil, EFUDEX N/A fluorouracil solution N/A EFUDEX, FLUOROPLEX, fluorouracil

TOPICAL 
IMMUNOSUPPRESSIVE 

AGENTS
ELIDEL N/A N/A see products covered with clinical edits

TOPICAL ANTI-
INFLAMMATORY STEROIDAL

All Drugs Covered N/A

desonide, flucinolone acetonide, 
hydrocortisone, betamethasone val, 

hydrocortisone val, mometasone furoate, 
triamcinolone acet, betamethasone dip, 

flucinonide, clobetasol, desoxymetasone, 
augmented betamethasone dipropionate, 

clobetasol prop

amcinonide, augmented betamethasone 
diproprionate, betamethasone 

diproprionate, betamethasone valerate, 
clobetasol, desonide, desoximetasone, 
diflorasone, fluocinolone, flucinonide, 

fluticasone, hydrocortisone, 
hydrocortisone valerate, triamcinolone

N/A

desonide, flucinolone acetonide, 
amcinonide, hydrocortisone, 

hydrocortisone val, triamcinolone acet, 
betamethasone val, flucinonide,  
betamethasone dip, clobetasol, 
diflorasone, desoximetasone

N/A

TOPICAL ANTIVIRALS ABREVA, DENAVIR N/A ZOVIRAX N/A podofilox, ZOVIRAX N/A podofilox, ZOVIRAX N/A

TOPICAL ANTIBIOTICS All Drugs Covered N/A

bacitracin, bacitracin/polymyxin B, 
gentamicin, metronidazole, mupirocin, 

neomycin/bacitracin/polymyxin B (OTC), 
silver sulfadiazine (SSD)

N/A

bacitracin (OTC), bacitracin/polymyxin B 
(OTC), gentamicin, metronidazole, 

mupirocin, 
neomycin/bacitracin/polymyxin B (OTC), 

silver sulfadiazine

N/A

bacitracin, bacitracin/polymixin b,  
chlorhexidine, neomycin, 

neomycin/bacitracin/polymixin, 
gentamicin, 

neomycin/bacitracin/polymixin/lidocaine, 
SSD (silver sulfadiazine)

N/A

TOPICAL ANTIBIOTICS/ANTI-
INFLAMMATORY STEROIDAL

All Drugs Covered N/A

GI MISC
mesalamine, sulfasalazine, 

ASACOL, CANASA, COLAZAL, 
DIPENTUM, PENTASA

N/A

ASACOL, dicyclomine, 
diphenoxylate/atropine, hydrocortisone 

(rectal), hyoscyamine, lactulose, 
misoprostol, mesalamine (rectal), 

metoclopramide, PENTASA, polyethylene 
glycol, sulfasalazine,

N/A

ASACOL, belladonna 
alkaloids/phenobarbital, 

clidinium/chlordiazepoxide, COLAZAL, 
CORTIFOAM, dicyclomine, DIPENTUM, 

diphenoxylate/atropine, ENTOCORT 
EC, hydrocortisone (rectal), 

hyoscyamine, lactulose, mesalamine 
(rectal), metoclopramide, misoprostol, 

paregoric, PENTASA, polyethylene 
glycol electrolyte solution, propantheline, 

sucralfate, sulfasalazine, ursodiol 

N/A misoprostol

Dermatologic

Gastrointestinal Agents

PDL Comparison: Open and Restricted Page 4 of 28



Drug Name/Nomenclature
Clinical

Edits and
Description

Drug Name/Nomenclature
Clinical

Edits and
Description

Drug Name/Nomenclature
Clinical

Edits and
Description

Drug Name/Nomenclature
Clinical

Edits and
Description

Categories Drug Class Name/Description

Fee For Service MHS Anthem MDwise 

H2RA BLOCKERS
cimetidine liquid, ZANTAC 

SYRUP
cimetidine, famotidine, nizatidine, ranitidine 

(RX and OTC)
famotidine (RX & OTC), ranitidine (RX 

& OTC)
N/A

cimetidine, famotidine, nizatidine, 
ranitidine (legend and OTC for ALL 

products)

PROTON PUMP INHIBITORS omeprazole PRILOSEC OTC, Pantaprazole see products covered with clinical edits
omeprazole 20mg and 40mg (OTC and 

Rx)
 

PLATELET AGGREGATION 
INHIBITORS

cilostazol, AGGRENOX, 
PLAVIX

N/A Plavix, dipyridamole N/A
anagrelide, dipyridamole, cilostazol, 

ticlopidine
N/A

cilostazol, dipyridamole, PLAVIX, 
ticlopidine, AGGRENOX

N/A

HEPARIN AND RELATED 
PREPARATIONS

heparin (generics), ARIXTRA, 
FRAGMIN (pre-filled syringes 
only), LOVENOX (pre-filled 

syringes only)

N/A heparin N/A heparin 5000u/ml N/A heparin N/A

ORAL ANTICOAGULANTS, 
COUMARIN TYPE

All Drugs Covered N/A warfarin, COUMADIN N/A COUMADIN, JANTOVEN, warfarin N/A All Drugs Covered N/A

ORAL ANTICOAGULANTS, 
INDANDIONE TYPE

All Drugs Covered N/A None N/A none N/A

HEMATINICS
ARANESP, EPOGEN, 

PROCRIT
N/A None N/A see products covered with clinical edits

LEUKOCYTE STIMULANTS NEUPOGEN vials, LEUKINE N/A None N/A see products covered with clinical edits

Osteoporosis Agents

SELECTIVE ESTROGEN 
RECEPTOR MODULATORS 

(SERM), BONE RESORPTION 
SUPPRESSION AGENTS

alendronate, etidronate, 
ACTONEL, EVISTA, FOSAMAX 

SOLUTION, MIACALCIN
N/A ACTONEL, EVISTA, calcitonin, alendronate N/A

calcitonin-salmon, etidronate, 
alendronate

N/A

OSMOTIC DIURETICS All Drugs Covered N/A None N/A mannitol N/A
CARBONIC ANHYDRASE 

INHIBITORS
All Drugs Covered N/A acetazolamide, methazolamide N/A acetazolamide, methazolamide N/A acetazolamide, methazolamide N/A

THIAZIDE AND RELATED 
DIURETICS

All Drugs Covered N/A
chlorthalidone, hydrochlorothiazide, 

indapamide, metolazone
N/A

chlorthalidone, hydrochlorothiazide, 
indapamide, methyclothiazide, 

metolazone
N/A HCTZ, indapamide, metolazone N/A

POTASSIUM SPARING 
DIURETICS

All Drugs Covered N/A spironolactone N/A spironolactone N/A spironolactone N/A

POTASSIUM SPARING 
DIURETICS IN COMBINATION

All Drugs Covered N/A spironolactone w/hctz, triamterene w/hctz N/A
hydrochlorothiazide/triamterene, 

spironolactone/hydrochlorothiazide
N/A

spironolactone/HCTZ, 
triamterene/HCTZ, amiloride/HCTZ

N/A

LOOP DIURETICS All Drugs Covered N/A bumetanide, furosemide, torsemide N/A bumetanide, furosemide, torsemide N/A bumetanide, furosemide, torsemide N/A
  

ANTICONVULSANTS All Drugs Covered N/A All Drugs Covered N/A All Drugs Covered N/A All Drugs Covered N/A
CENTRAL NERVOUS SYSTEM 

STIMULANTS
All Drugs Covered N/A All Drugs Covered N/A All Drugs Covered N/A All Drugs Covered N/A

BARBITURATES All Drugs Covered N/A All Drugs Covered N/A All Drugs Covered N/A All Drugs Covered N/A
SEDATIVE-HYPNOTICS All Drugs Covered N/A All Drugs Covered N/A All Drugs Covered N/A All Drugs Covered N/A
ANTI-ANXIETY DRUGS All Drugs Covered N/A All Drugs Covered N/A All Drugs Covered N/A All Drugs Covered N/A
MOOD STABILIZERS All Drugs Covered N/A All Drugs Covered N/A All Drugs Covered All Drugs Covered N/A

ANTI-PSYCHOTICS TYPICAL All Drugs Covered N/A All Drugs Covered N/A All Drugs Covered N/A All Drugs Covered N/A
ANTI-PSYCHOTICS ATYPICAL All Drugs Covered N/A All Drugs Covered N/A All Drugs Covered N/A All Drugs Covered N/A

SELECTIVE SEROTONIN 
REUPTAKE INHIBITORS 

(SSRIs)
All Drugs Covered N/A All Drugs Covered N/A All Drugs Covered All Drugs Covered N/A

ANTI-MANIA DRUGS All Drugs Covered N/A All Drugs Covered N/A All Drugs Covered N/A All Drugs Covered N/A

SEROTONIN-
NOREPINEPHRINE REUPTAKE 

INHIBITORS (SNRIs)
All Drugs Covered N/A All Drugs Covered All Drugs Covered N/A All Drugs Covered N/A

Diuretics

Blood Related Agents
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NOREPINEPHRINE AND 
DOPAMINE REUPTAKE 

INHIBITORS (NDRIs)
All Drugs Covered N/A All Drugs Covered N/A All Drugs Covered N/A All Drugs Covered N/A

SEROTONIN-2 
ANTAGONIST/REUPTAKE 

INHIBITORS (SARIs)
All Drugs Covered N/A All Drugs Covered N/A All Drugs Covered N/A All Drugs Covered N/A

SELECTIVE NOREPINEPHRINE 
REUPTAKE INHIBITORS (SEL-

NARI)
All Drugs Covered N/A All Drugs Covered All Drugs Covered N/A All Drugs Covered N/A

SEROTONIN AND DOPAMINE 
REUPTAKE INHIBITORS 

(SDRIs)
All Drugs Covered N/A All Drugs Covered All Drugs Covered N/A All Drugs Covered N/A

ANTI-DEPRESSANTS, OTHER All Drugs Covered N/A All Drugs Covered N/A All Drugs Covered N/A All Drugs Covered N/A

ARICEPT, COGNEX, 
MESTINON, EXELON, REMINYL

All Drugs Covered N/A All Drugs Covered N/A All Drugs Covered N/A All Drugs Covered

benztropine, trihexyphenidyl, 
AKINETON, KEMADRIN

All Drugs Covered N/A All Drugs Covered N/A benztropine, trihexyphenidyl N/A All Drugs Covered N/A

Anti-emetic/Antivertigo
COMPAZINE, prochlorperazine, 

promethazine, meclizine, 
trimethobenzamide

All Drugs Covered N/A
meclizine, metoclopramide, promethazine, 

prochlorperazine, trimethobenzamide
N/A

dronabinol, meclizine, metoclopramide, 
prochlorperazine, trimethobenzamide

N/A All Drugs Covered N/A

Migraine Medications
CAFERGOT, WIGRAINE, 

DURADRIN, MIDRIN

apap/caffeine/butalbital, 
apap/caffeine/butalbital/codeine, 

asa/caffeine/butalbital, 
asa/caffeine/butalbital/codeine, 

ergotamine/caffeine

N/A

apap/butalbital, apap/caffeine/butalbital, 
apap/caffeine/butalbital/codeine, 

asa/caffeine/butalbital, ergotamine/caffeine, 
isomethheptene/dichloralphenazone/apap

N/A

butalbital/caffeine/acetaminophen, 
butalbital/caffeine/aspirin, 

ergotamine/caffeine, 
ergotamine/caffeine/belladonna/ 

phenobarb, 
isometheptene/dichloralphenazone/apa

p

N/A

CAFERGOT, MIGRANAL, isometh/d-
chloralphenaz/apap, 

butalbital/apap/caffeine, 
butalbital/asa/caffeine, butalbital 
compound, butalbital compound 

w/codeine

N/A

 

ESTROGENIC AGENTS All Drugs Covered N/A
estradiol, estradiol transdermal, estropipate, 

PREMARIN, PREMPRO, PREPHASE
N/A

ACTIVELLA, CENESTIN, estradiol, 
estropipate, FEMHRT, MENEST, 

PREFEST, PREMPHASE, PREMPRO, 
PREMPRO LOW DOSE, PREMARIN   

N/A
estradiol, MENEST,  PREMARIN, 

PREMPHASE, PREMPRO
N/A

PROGESTATIONAL AGENTS All Drugs Covered N/A
medroxyprogesterone, norethindrone, 

PREMPRO
N/A

medroxyprogesterone, norethindrone, 
PROMETRIUM

N/A
medroxyprogesterone, norethindrone, 

PREMPRO
N/A

CONTRACEPTIVES, ORAL All Drugs Covered N/A all generics, YASMIIN N/A

ARANELLE, AVIANE, ENPRESSE, 
ethinyl estradiol/desogestrel, ethinyl 

estradiol/levonorgestrel, 
estradiol/norethindrone, ethinyl 
estradiol/norgestimate, ethinyl 

estradiol/norgestrel, JUNEL/JUNEL FE, 
LESSINA, LUTERA, 

mestranol/norethindrone, 
MICROGESTIN/MICROGESTIN FE, 
MONONESSA, NORA-BE, VELIVET, 

ZOVIA 

N/A
all generics, ORTHO EVRA (patch), 

NUVARING, PLAN B, MIRENA
N/A

CNS Agents**

Obstetric/Gynecological
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VAGINAL ANTIFUNGALS
clotrimazole, miconazole, 

tioconazole
N/A OTCs, metronidazole, terconazole N/A see products covered with clinical edits  miconazole, nystatin, OTCs N/A

VAGINAL ESTROGEN 
PREPARATIONS

ESTRING, PREMARIN 
VAGINAL CREAM, VAGIFEM

N/A PREMARIN VAG CREAM, VAGIFEM N/A see products covered with clinical edits
PREMARIN, ESTRACE VAGINAL 

CREAM, VAGIFEM VAGINAL TABLET
N/A

VAGINAL ANTIBIOTICS  metronidazole vaginal gel N/A METROGEL, CLEOCIN N/A see products covered with clinical edits CLEOCIN, METROGEL N/A

  

EYE ANTI-INFECTIVES (RX 
ONLY)

all generic products N/A

bacitracin, bacitracin/neo/polyB, 
chloramphenicol, erythromycin, gentamicin, 

gramicidin/neo/polyB, polyB/bacitracin, 
sulfacetamide sodium, trimethoprim/sulfa & 

polyB

N/A see products covered with clinical edits

erythromycin, sulfacetamide sodium, 
sulfacetamide w/prednisolone Na Phos, 

tobramycin, bacitracin, bacitracin 
w/polymixin, gentamicin, ciprofloxacin, 

neo/bacitracin/polymix, 
neo/polymix/gramicidin, 

trimethoprim/sulfa & polymixin b, 
choramphenicol

N/A

EYE VASOCONSTRICTORS 
(RX ONLY)

All Drugs Covered N/A naphazoline N/A see products covered with clinical edits naphazoline N/A

EYE IRRIGATIONS All Drugs Covered N/A artificial tears N/A see products covered with clinical edits artificial tears N/A

EYE ANTIBIOTIC-CORTICOID 
COMBINATIONS

all generic products N/A
neo/polyB/dexamethasone, 

neo/polyB/prednisolone, BLEPHAMIDE, 
TOBRADEX

N/A see products covered with clinical edits
neomycin/bacitracin/polymixin/HC, 

neomycin/polymixin/HC, TOBRADEX
N/A

MYDRIATICS All Drugs Covered N/A
atropine, cyclopentolate, homatropine, 

tropicamide
N/A see products covered with clinical edits

atropine, cyclopentolate, homatropine, 
tropicamide

N/A

EYE ANTIHISTAMINES
ALAWAY, OPTIVAR, 

PATADAY, PATANOL, 
ZADITOR

N/A see products covered with quantity limits N/A see products covered with clinical edits
pheniramine/naph (OTC); 

antazoline/naph (OTC), ZADITOR OTC, 
ketotifen OTC 0.025%, ALAWAY OTC

N/A

EYE ANTI-INFLAMMATORY 
AGENTS

All Drugs Covered N/A
dexamethasone, flurbiprofen,  prednisolone, 

VEXOL, VOLTAREN
N/A see products covered with clinical edits ACULAR PF & LS, flurbiprofen N/A

OPHTHALMIC MAST CELL 
STABILIZERS

cromolyn N/A cromolyn N/A see products covered with clinical edits cromolyn N/A

EYE ANTIVIRALS All Drugs Covered N/A trifluridine, VIRA-A N/A see products covered with clinical edits trifluridine N/A

 

N/A see products covered with clinical edits

Ophthalmic/Otic

MIOTICS/OTHER INTRAOC. 
PRESSURE REDUCERS

OTIC ANTIBIOTICS

all generic products, 
CIPRODEX, FLOXIN OTIC 
SINGLES, FLOXIN OTIC 

SOLUTION (multi-use bottle)

N/A

betaxolol, carteolol, IOPIDINE, 
levobunolol, pilocarpine, timolol, 

TRUSOPT, ALPHAGAN, ALPHAGAN P, 
XALATAN, TRAVATAN, TRAVATAN Z

betaxolol, levobunolol, timolol, carteol, 
metipranolol, epinephrine, physostigmine, 
pilocarpine, TRUSOPT AZOPT ISOPT0-

CARBACHOL, COSOPT, Xalatan

N/A N/Asee products covered with clinical edits
neo/polym/HC, FLOXIN OTIC, 
chloramphenicol, CIPRODEX

N/A

brimonidine, betaxolol, carteolol, 
depivefrin, epinephrine, 

levobunolol, metipranolol, 
pilocarpine, timolol, AZOPT, 

COSOPT, ISOPTO-
CARBACHOL, COMBIGAN, 

IOPIDINE, TRAVATAN, 
TRAVATAN Z, TRUSOPT, 

XALATAN

N/A

Ciprodex, Floxin chloramphenicol, 
neomyxin/polymyxin b/hydrocortisone 
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GOUT All Drugs Covered N/A colchicine, probenecid N/A
allopurinol, colchicine, indomethacin, 

probenecid
N/A All Generic Drugs Covered N/A

NSAIDS, CYCLOOXYGENASE 
INHIBITOR - TYPE I

all generic products N/A

diclofenac, etodolac, ibuprofen, 
indomethacin, nabumetone, ketoprofen, 
naproxen, naproxen sodium, oxaprozin, 

piroxicam, sulindac

N/A

diclofenac, flurbiprofen, ibuprofen (RX & 
OTC), indomethacin, ketorolac, 

meloxicam, naproxen, naproxen sodium 
(RX & OTC), oxaprozin, piroxicam, 

sulindac

N/A

diclofenac K 50mg, diclofenac 50mg & 
75mg, ibuprofen (Rx and OTC), 

indomethacin, ketoprofen 50mg & 
75mg, ketorolac, nabumetone, 

naproxen, naproxen EC, naproxen Na 
(Rx and OTC), oxaprozin, piroxicam

N/A

ANTI-INFLAMMATORY, 
PYRIMIDINE SYNTHESIS 

INHIBITOR
All Drugs Covered N/A leflunomide leflunomide N/A leflunomide N/A

ANTI-INFLAMMATORY TUMOR 
NECROSIS FACTOR INHIBITOR

All Drugs Covered N/A see products covered with clinical edits

ANTI-FLAM. INTERLEUKIN-1 
RECEPTOR ANTAGONIST

All Drugs Covered N/A

ANTI-ARTHRITIC, FOLATE 
ANTAGONIST AGENTS

All Drugs Covered N/A methotrexate N/A methotrexate N/A methotrexate

Immunologics and Vaccines INTERFERONS BETASERON, REBIF

ACETYLCYSTEINE
EXPECTORANTS

ANTITUSSIVES, NON-
NARCOTIC

benzonatate, dextromethorphan 
(generic OTC products)

age edit under 2yrs; QL 
120ml for liquids

NASAL ANTIHISTAMINE ASTELIN
PA; QLL - 1 spray pump 

per 30 days  
NASAL MAST CELL 

STABILIZERS AGENTS
ipratropium nasal spray

QLL - 1  spray pump per 
30 days

promethazine/codeine

QLL - 6 ounces per 
prescription

AGE - 6 years and 
older

TUSSIONEX

AGE, QLL- 6 years 
and older; 4 
ounces per 
prescription

Allergy/Cold

NARCOTIC ANTITUSSIVE/1ST 
GENERATION ANTIHISTAMINE 

COMBINATIONS

                   Prior authorization for Brand Medically Necessary is not required for the drugs specifically exempted by the DUR Board from a prior authorization for Brand Medically Necessary requirement for the Fee-for Service PDL (those drugs being what are typically referred to as "narrow therapeutic index").

PDL Comparison of Select Therapeutic Classes
CLINICAL EDITS (Restrictions)

                  When a brand name drug having generic equivalent is included in the "Non-Preferred Drug List" listing, please note that the generic equivalents for the brand name drug are considered as preferred medications on the Fee-for Service PDL, unless otherwise specified.

               CLINICAL EDITS:
               PA - Prior Authorization

               QLL - Quantity Level Limits
               ST - Step Therapy
               AGE - Age Limit  

Rheumatological

                 **Note: In accordance with Indiana law, all antianxiety, antidepressant, antipsychotic, and "cross indicated" drugs are considered as being preferred. Drugs that are (1) classified in a central nervous system drug category or classification (according to Drug Facts and Comparisons) created after March 12, 2002, and (2) prescribed for the 
treatment of a mental illness (as defined by the most recent publication of the American Psychiatric Association's Diagnostic and Statistical Manual of Mental Disorders) are also considered as being preferred.
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TUSSICAPS
AGE, QLL- 6 years 
and older;  2 caps 
per prescription

butorphanol nasal spray
QLL - Limited to 1 
bottle per month 

butorphanol NS
PA, QLL - 1 spray per 

30 days

butalbital combinations, meperidine, 
levorphanol, hydromorphone, 

hydrocodone, hydrocodone with APAP 
(5/500 and 7.5/750 only) or IBU, 

codeine with ASA or APAP, codeine, 
methadone, morphine immediate 

release, oxycodone immediate release, 
oxycodone with APAP (5/325 only) or 

ASA, oxymorphone, pentazocine 
combinations, propoxyphene 

combinations, tramadol, tramadol with 
APAP, oxycodone with IBU

QLL-240 units/30 
days (see also 
acetaminophen 
and ibuprofen 

QLL)

fentanyl, DURAGESIC
QLL - Limited to 10 

patches per 30 
days

  fentanyl transdermal system
QLL - Limited to 10 
patches per 30 days

fentanyl transdermal system
QLL - Limited to 
10 patches per 

30 days

fentanyl citrate PA fentanyl citrate QLL- 4 lollipops per day

narcotic analgesics containing 
acetaminophen 

QLL - All 
acetaminophen 

containing products 
are limited to 3 

grams of 
acetaminophen per 

day 

narcotic analgesics containing 
acetaminophen 

QLL - All 
acetaminophen 

containing 
products are 

limited to 3 grams 
of acetaminophen 

per day 

narcotic analgesics containing 
acetaminophen 

QLL - All 
acetaminophen 

containing products are 
limited to 3 grams of 

acetaminophen per day 

 analgesics containing acetaminophen 

QLL-limited to 
4gm/day is < 10 

day supply; 
limited to 

3gm/day if > 10 
day supply

hydrocodone products
QLL - Limited to 

1500mg per month 
hydrocodone products

QLL--1500mg of 
hydrocodone per 

30 days
hydrocodone products

QLL - Limited to 
1500mg per 30 days

analgesics containing ibuprofen
QLL-limted to 

3.2gm/day

hydrocodone/ibuprofen QLL - 16 tablets per day

morphine sr
QLL - Limited to 
120 tablets/ 30 

days

oxycodone ER, OXYCONTIN

QLL - Limited to 
120 tablets/25 

days; 60mg and 
80mg limited to 60 

tab/25 days

oxycodone ER, OXYCONTIN PA OXYCONTIN

PA - Trial and 
failure of SR 
morphine or 
transdermal 

fentanyl

tramadol, Ultram ER

QLL - Limited to 
400mg per day

QLL - 1 tablet per 
day

tramadol
QLL-120 tabs per 

30 days
tramadol QLL - 8 tablets per day SUBOXONE

PA - approved 
for 3 months for 

tx of opiate 
dependence/addi

ction; may 
approve an 
additional 3 

months

NARCOTICS/NON-NARCOTIC 
ANALGESICS
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ROXICET
QLL-180 tabs per 

30 days
tramadol/acetaminophen QLL - 8 tablets per day SUBUTEX

PA - approved 
for 4 weeks for tx 

of opiate 
dependence/addi

ction before 
moving to 

SUBOXONE

morphine sulfate (sustained release)
QLL-90 tabs per 

30 days
morphine sulfate (sustained release) QLL - 4 tablets per day

oxycodone (sustained release)
PA, QLL-60 tabs 

per 30 days
ANALGESIC/ANTIPYRETICS, 

SALICYLATES
ANALGESIC/ANTIPYRETICS, 

NON-SALICYLATE

carisoprodol QLL - 4 tabs/day methocarbamol
QLL-120 tabs per 

30 days
orphenadrine

PA; fill limit- 90 days in 
12 months

SOMA

QLL, ST - 4 
tabs/day,  must 
have a trial of 

generic 
carisoprodol in the 

past 30 days
carisoprodol combination 

products
QLL - 8 tabs/day

SOMA COMBINATION 
PRODUCTS 

QLL, ST - 8 
tabs/day, must 
have a trial of 

generic 
carisoprodol 
combination 

product in the past 
30 days

FLECTOR PATCH

ST - physician 
documentation 

required indicating 
oral medications 
are unsuitable for 

patient use

VOLTAREN GEL

ST - physician 
documentation 

required indicating 
oral medications 
are unsuitable for 

patient use

cefdinir
ST, QLL-10 caps 
per course or 150 
mL per 14 days

cefdinir
QLL - 42 capsules per 

30 days
cefdinir ST

fill limit- 90 days in 12 
months

carisoprodol
QLL-180 tabs per 

30 days
AMRIX, FEXMID

ST - must have a 
trial of 

cyclobenzaprine 
within the past 30 

days

baclofen, cyclobenzaprine, dantrolene 
sodium, chlorzoxazone, tizanidine

Analgesics

TOPICAL 
ANTIINFLAMMATORY, NSAID

SKELETAL MUSCLE 
RELAXANTS
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cefuroxime
QLL-100 mL per 

14 days
cefaclor ER

QLL - 42 tablets per 30 
days

SUPRAX 400mg tablet

QLL -  1 tablet 
per 30 days for tx 
of uncomplicated 

urogenital or 
rectal gonorrhea

cephalexin
QLL-40 caps per 

14 days
cefadroxil

QLL - 42 tablets per 30 
days

cefprozil
QLL - 42 tablets per 30 

days

cefuroxime
QLL - 42 tablets per 30 

days

oral cephalosporin antibiotic 
suspensions

QLL - 3 times largest 
commercially available 
package size per 30 

days

All products

QLL - Limited to 14-
day supply; CIPRO 

XR and 
ciprofloxacin ER 

limited to 3 tablets 
per RX

ciprofloxacin
QLL-56 tabs per 

30 days
ciprofloxacin

QLL - 56 tablets per 30 
days; PA on ER 

formulation
AVELOX PA 

AVELOX ABC PAC
QLL - Limited to 1 
pack per month

LEVAQUIN
QLL-14 tabs per 

30 days
LEVAQUIN

PA; QLL - 21 tablets per 
30  days

AVELOX PA ofloxacin
QLL - 56 tablets per 30 

days

azithromycin and ZITHROMAX 
oral tablets 

QLL - Limited to 1 
of each pack per 

month
azithromycin

500 mg QLL = 3 
per 30 days; 

suspension QLL = 
30 mL per 30 
days; 250 mg 

QLL = 6 per 30 
days

azithromycin

QLL - 250mg = 6 tablets 
per 30 days; 500mg = 3 

tablets per 30 days; 
600mg = 8 tablets per 
30 days; 1 gram = 2 
packets per 30 days; 

100mg/5ml = 15ml per 
30 days; 200mg/5ml = 

30ml per 30 days

clarithromycin extended release ST 

BIAXIN XL PAC
QLL - Limited to 1 
pack per month

clarithromycin

ER tab QLL = 14 
tabs per 30 days; 
tab QLL = 20 per 

30 days

clarithromycin

QLL - 250mg = 42 
tablets per 30 days; 

500mg = 21 tablets per 
30 days

azithromycin
QLL - 1 course of 

therapy per 30 
days.

clarithromycin XL
QLL - 28 tablets per 30 

days

clindamycin
QLL - 84 capsules per 

30 days

erythromycin oral antibiotic suspensions

QLL - 3 times largest 
commercially available 
package size per 30 

days

EES/Sulfisoxazole
QLL - 600ml per 30 

days

nitrofurantoin

QLL - 25mg & 50mg = 
168 capsules per 30 
days; 100mg = 84 

capsules per 30 days

FLUOROQUINOLONES

NITROFURAN DERIVATIVES

MACROLIDES

CEPHALOSPORINS
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Drug Name/Nomenclature
Clinical

Edits and
Description

Drug Name/Nomenclature
Clinical

Edits and
Description

Drug Name/Nomenclature
Clinical

Edits and
Description

Drug Name/Nomenclature
Clinical

Edits and
Description

Categories Drug Class Name/Description

Fee For Service MHS Anthem MDwise 

nitrofurantoin - BID 
QLL - 84 capsules per 

30 days

amox/clavulanic Acid
QLL-150 mL per 

14 days
oral penicillin antibiotic suspensions

QLL - 3 times largest 
commercially available 
package size per 30 

days

AUGMENTIN XR ST 

amoxicillin/potassium clavulanate

QLL - 875-125mg = 40 
tablets per 30 days; 250-
125mg & 500-125mg = 
60 tablets per 30 days; 

400-57mg = 80 
chewable tablets per 30 
days; 200-28.5mg = 160 
chewable tablets per 30 

days

AUGMENTIN  CHEWABLE

PA; 125-31.25mg = 240 
chewable tablets per 30 
days; 250-62.5mg = 120 
chewable tablets per 30 

days

AUGMENTIN XR
PA; QLL - 40 tablets per 

30 days

demeclocycline

QLL - 150mg = 84 
tablets per 30 days; 

300mg = 42 tablets per 
30 days

doxycycline monohydrate
QLL - 60 capsules per 

30 days

VALTREX
ST - requires HIV 

therapy
FAMVIR PA INFERGEN PA ribavirin tablets PA

rimantadine
AGE - covered for 
patients 60 years 
of age and older

ribavirin PA INTRON A PA PEGASYS PA

PEGASYS PA PEGASYS
PA, QLL - 1 kit per 30 

days
TAMIFLU

QLL - 30mg = 84 
caps per fill; 

45mg and 75mg  
= 42 caps per fill; 
12mg/ml = 275ml 

per fill

VALTREX 500mg
QLL-42 tabs per 

30 days
PEG-INTRON PA HEPSERA PA

VALTREX 1gm
QLL-21 tabs per 

30 days
REBETRON PA FAMVIR

PA - requires 
evidence of trial 

and failure of oral 
acyclovir or 
valacyclovir

TAMIFLU N/A RELENZA
QLL - 1 inhaler per 365 

days
RELENZA

QLL - 1 course of 
therapy per 30 

days.

ANTIVIRALS

Antimicrobials

PENICILLINS

TETRACYCLINES
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ribavirin PA

ROFERON-A PA

TAMIFLU

QLL - 75mg = 10 
capsules per 365 days; 

12mg/ml = 75ml per 365 
days

VALTREX
PA; QLL - 30 tablets per 

30 days
ANTIVIRALS, HIV SPECIFIC FUZEON QLL - 1 kit per 30 days

ANTIVIRALS, MONOCLONAL 
ANTIBODIES

SYNAGIS
PA - Requires Prior 

Authorization
SYNAGIS PA SYNAGIS PA

fluconazole and DIFLUCAN 
150mg

QLL - Limited to 2 
tablets every month

ALDARA QLL-1 box ALDARA 
QLL- 1 box (12 packets) 
per 28 days; 6 week fill 

limit
fluconazole 

QLL - 50mg and 
100mg tabs = 

1/day; 200mg tab 
= 2/day; 150mg 
tab = 2/month

fluconazole and DIFLUCAN 
50mg

QLL - Limited to 3 
tablets every month

SPORANOX PA fluconazole 150mg
QLL - 1  tablet per 30 

dasy
fluconazole liq

QLL - 10mg/ml 
and 40mg/ml = 

35ml/month

NOXAFIL

must have failed 
therapy with 

fluconazole for 
treatment of 

oropharyngeal 
candidiasis or must 

be severely 
immunocompromis

ed and need 
prophylaxis against 

invasive 
Aspergillus or 

Candida infections

DIFLUCAN and fluconazole 150mg
QLL - Limited to 1 
tablet per 30 days

itraconazole PA SPORANOX liq, itraconazole PA

fluconazole liq 50/5mL Age<3 terbinafine PA
fluconazole liq 200mg/5ml PA, AGE=>3

PULMICORT RESPULES

AGE - Limited to 
patients 5 years of 

age and under
QLL - 240 

mls/month (0.25 
mg/2 mL vial), 120 

mls/month (0.5 
mg/2 mL vial), 60 

mls/month (1 mg/2 
mL vial)

PULMICORT RESPULES

QLL-2 boxes per 
30 days, AGE - 

Limited to 
patients 4 years 
of age and under

PULMICORT RESPULES 

Age <4 y.o.; QLL 
- 0.25mg amp 

1/day; 0.5mg and 
1mg amps 2/day

ANTIFUNGALS
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budesonide inhalation 
suspension

6 years and 
older;qty limits - 
240 mls/month 
(0.25 mg/2 mL 

vial), 120 
mls/month (0.5 
mg/2 mL vial)

PULMICORT FLEXHALER
PA, QLL-1 per 30 

days
FLOVENT HFA

QLL 44mcg & 
110, 220 mcg 

2inhl/RX 

AZMACORT
QLL-2 per 30 

days
QVAR QLL 2 inhl/RX

FLOVENT HFA
QLL-1 per 30 

days
FLOVENT HFA

ST; QLL - 2 inhalers per 
30 days

ASMANEX QLL 2 inhl/RX

QVAR
QLL-1 per 30 

days
PULMICORT

PA; QLL - 0.25mg/ml & 
0.5mg/ml = 60 vials; 2 
inhalers per 30 days

QVAR
QLL - 2 inhalers per 30 

days

ADVAIR 500/50

ST - must have 
failed ADVAIR 

100/50, 250/50, or 
FLOVENT within 

past 30 days

ADVAIR
QLL-1 per 30 

days
ADVAIR

ST; QLL - 1 inhaler per 
30 days

ADVAIR, ADVAIR HFA QLL 2units/RX

ADVAIR HFA 230/21

ST - must have 
failed Advair HFA 
45/21, Advair HFA 
115/21, or Flovent 

HFA within the past 
30 days

ADVAIR HFA
QLL-1 per 30 

days
ADVAIR HFA

ST; QLL - 1 inhaler per 
30 days

INHALED 
CORTICOSTEROID/LONG 
ACTING BETA AGONIST 

COMBINATION

INHALED CORTICOSTEROIDS
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ACCOLATE

ST - adults 18 
years of age and 
older; must have 
had one of the 

following 
medications within 
the past 6 months: 

methylxanthine, 
beta agonist, 

and/or oral inhaled 
corticosteroid

ACCOLATE
ST, QLL-60 

tablets per 30 
days

SINGULAIR

ST; QLL - 4mg, 5mg 
&10mg = 1 tablet per 
day; 4mg granule = 1 

packet per day  

ACCOLATE, SINGULAIR

CT- Age ≤ 11 
years requires 

concurrent 
therapy w/ 

inhaled 
corticosteroid; 
Age ≥ 12 years 

requires 
concurrent 

therapy w/ both 
inhaled 

SINGULAIR

ST - adults 18 
years of age and 
older; must have 
had one of the 

following 
medications within 
the past 6 months: 

methylxanthine, 
beta agonist, 

and/or oral inhaled 
corticosteroid

SINGULAIR
ST, QLL-30 

tablets per 30 
days

FORADIL INHALER
QLL-1 per 30 

days
SEREVENT DISKUS

CT - requires 1 
Rx in last 45 
days for an 

inhaled 
corticosteroid

SEREVENT DISKUS
QLL-1 per 30 

days
SEREVENT DISKUS

ST; QLL - 1 inhaler per 
30 days

fluticasone
QLL-1 per 30 

days
fluticasone

QLL - 1 inhaler per 30 
days

RHINOCORT AQUA ST

triamcinolone
QLL-1 per 30 

days
flunisolide

QLL - 3 inhalers per 30 
days

 flunisolide, fluticasone 2 btl/Rx

ALLEGRA/fexofenadine 30mg 
and 60mg

ST - must fail a trial 
of OTC loratadine 

and cetirizine 
within previous 3 

months

cetirizine syrup

AGE: PA required 
for 13 yrs or 

greater, QLL-
300mls per 30 

days

fexofenadine

PA, QLL - 30mg & 60mg 
= 2 tablets per day; 

180mg = 1 tablet per 
day

fexofenadine (except ODT)

ST - requires 
evidence of 2 
week trials of 

both loratadine 
and cetirizine

ALLEGRA/fexofenadine 180mg

ST - must fail a trial 
of OTC loratadine 

and cetirizine 
within previous 3 

months

fexofenadine

PA, QLL - 30mg 
& 60mg = 2 

tablets per day; 
180mg = 1 tablet 

per day

cetirizine Liq, Chew ST, Age 2-13

ALLEGRA-D/fexofenadine-pse

ST - must fail a trial 
of OTC loratadine 

and cetirizine 
within previous 3 

months
cetirizine OTC Syrup QLL - 10 ml/day

CLARITIN Tabs

ST - must have trial 
on both cetirizine 

and loratadine 
within the past 90 

days

NASAL CORTICOSTEROIDS

LONG-ACTING BETA 
AGONISTS

Asthma/COPD/Pulmonary

LEUKOTRIENE INHIBTORS
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loratadine, CLARITIN Syrup

ST - must have trial 
on both cetirizine 

and loratadine 
within the past 90 

days; QLL - 10 
mls/day

loratadine syrup
QLL-300mls per 

30 days

NON SEDATING
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CLARITIN D 

step edit - must 
have trial on both 

cetirizine and 
loratadine within 
the past 90 days

CLARINEX

ST - must fail a trial 
of OTC loratadine 

and cetirizine 
within previous 3 

months

CLARINEX SYRUP

 QLL - Limit 10ml 
per day

ST - must fail a trial 
of OTC loratadine 

and cetirizine 
within previous 3 

months

CLARINEX-D

ST - must fail a trial 
of OTC loratadine 

and cetirizine 
within previous 3 

months

ZYRTEC 5mg and 10mg

ST - must fail a trial 
of OTC loratadine 

and cetirizine 
within previous 3 

months

ZYRTEC Liquid
AGE, QLL - Limit 

10ml per day

ZYRTEC D

ST - must have trial 
on both cetirizine 

and loratadine 
within the past 90 

days

Inhalers

AGE, QLL - Limited 
to 3 canisters per 
month for ages 18 

and younger; 
Limited to 2 
canisters per 

month for age 19 
and older

albuterol inhaler, albuterol HFA
QLL - 2 inhalers 

per 30 days 
PROAIR HFA

QLL - Limited to 3 
canisters per month for 
ages 18 and younger; 
Limited to 2 cannisters 
per month for age 19 

and older

VENTOLIN HFA
QLL - 2 inhalers 

per 30 days 

XOPENEX SOLN

QLL - Limited to 2 
prescriptions per 6 
months, 1 box of 

24 per prescription

XOPENEX
PA, QLL-288mls 

per 30 days
albuterol solution for inhalation 

(0.63mg/3ml)
AGE < 6 years

COMBIVENT
 QLL- 2 

inhalers/month
MAXAIR

QLL - 1 inhaler 
per 30 days 

ATROVENT HFA
QLL - 3 inhalers per 30 

days
ATROVENT HFA

QLL - 2 inhalers 
per 30 days

SPIRIVA handihaler
QLL - 1 unit (30 
capsules) per 30 

days
COMBIVENT

QLL - 3 inhalers per 30 
days

COMBIVENT
QLL - 2 inhalers 

per 30 days

COMBIVENT, ATROVENT HFA
QLL - 1 inhaler 

per 30 days 
SPIRIVA

QLL - 1 unit (30 
capsules) per 30 

days

NON-SEDATING 
ANTIHISTAMINES

AGENTS FOR COPD

SHORT-ACTING BETA 
AGONISTS
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MUCOLYTICS PULMOZYME PA

ALPHA ADRENERGIC 
BLOCKERS

BETA ADRENERGIC 
BLOCKERS

COREG IR

QLL - limit of 2 
tablets per day; ST -

must have prior 
trial on carvedilol 

and be on an ACE 
or ARB

carvedilol (IR)
QLL-90 tablets 

per 30 days
TOPROL XL

PA - approved 
for diagnosis of 

heart failure; 
members w/ 

diagnosis of HTN 
will require 

evidence of trial 
and failure of 3 
generic beta-

blocking agents; 
members w/ 
diagnosis of 

angina pectoris 
will require 

evidence of trial 
and failure of 2 
generic beta-

blocking agents

COREG CR

QLL - limit of 1 
capsule per day; 
ST - must have 

prior trial on 
carvedilol and be 

on an ACE or ARB

ACE INHIBITORS captopril
AGE - Limited to 
patients 12 years 
of age and under

benazepril, captopril, enalapril, lisinopril, 
trandolopril

QLL-30 tablets 
per 30 days

ACE INHIBITOR/CALCIUM 
CHANNEL BLOCKER 

COMBINATION
amlodipine-benazepril/LOTREL

QLL - Limited to 30 
tablets per month

ACE INHIBITORS/DIURETICS
benazepril, captopril, enalapril, lisinopril, 

trandolopril--combinations with HCTZ
QLL-30 tablets 

per 30 days

amlodipine
QLL-30 tablets 

per 30 days
diltiazem ER/XR QLL - 1 capsule per day NIMOTOP PA

felodipine ER
QLL-30 tablets 

per 30 days
felodipine ER QLL - 1 tablet per day

nifedipine ER
QLL-30 tablets 

per 30 days
nicardipine 

QLL - 2 capsules per 
day

diltiazem ER
QLL-30 tablets 

per 30 days
nifedipine ER QLL - 1 tablet per day

diltiazem SR
QLL-60 tablets 

per 30 days
amlodipine QLL - 1 tablet per day

diltiazem
QLL-90 per 30 

days
SULAR

QLL - 10mg, 20mg & 
40mg = 1 tablet per day; 

30mg = 2 tablets per 
day

CALCIUM CHANNEL BLOCKING 
AGENTS

Cardiovascular
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ANGIOTENSIN RECEPTOR 
ANTAGONIST

All products

QLL, ST - Limited 
to 1 tablet per day, 
requires failure of 
an ACE inhibitor

COZAAR, DIOVAN
QLL-30 tab/30 

days
COZAAR

PA, QLL - 25mg & 
100mg = 1  tablet per 
day; 50mg = 2 tablets 

per day

BENICAR, DIOVAN

ST - requires 
prior rx with 
ACEI; CT 
requires 

concurrent oral 
hypoglycemic

ARBS/CALCIUM CHANNEL 
BLOCKERS

AZOR, EXFORGE, EXFORGE HCT
ST - requires 

history of ACEI in 
last 60 days

ARBS/CALCIUM CHANNEL 
BLOCKERS/DIURETICS

EXFORGE HCT

ST- prior trial of an 
ARB, CCB, or 

diuretic within past 
90 days

ARBS/DIURETICS
AVALIDE, BENICAR HCT, 
DIOVAN HCT, HYZAAR, 

MICARDIS HCT

ST - requires 
failure of an ACE 

inhibitor
HYZAAR, DIOVAN HCT

QLL-30 tab/30 
days

HYZAAR
PA, QLL - 1  tablet per 

day
BENICAR HCT, DIOVAN HCT

ST - requires 
prior rx with 
ACEI; CT 
requires 

concurrent oral

FIBRIC ACIDS gemfibrozil
QLL-60 per 30 

days

pravastatin, PRAVACHOL

ST - patient must 
have a clinically 
significant drug-
drug interaction 
with other statin-
type cholesterol-
lowering agents

LIPITOR
QLL-30 tab/30 
days; PA for 
40mg, 80mg

LIPITOR 80MG

ST - Requires 35 
day trial and 

failure of first-line 
products

simvastatin
QLL-30 tablets 

per 30 days
PRAVACHOL CT

pravastatin
QLL-30 per 30 

days
VYTORIN 10/80

ST - Requires 35 
day trial and 

failure of first-line 
products

OTHER LIPOTROPICS VYTORIN

ST- trial of an HMG 
CoA reducatase 

inhibitor within the 
past 90 days

VYTORIN
PA, QLL-30 per 

30 days
SIMCOR

ST - Requires 35 
day trial and 

failure of first-line 
products

BILE SALT SEQUESTRANTS

FLOMAX PA
terazosin N/A finasteride AGE

flavoxate, oxybutynin ER, 
DETROL, DETROL LA,  

DITROPAN, DITROPAN XL, 
OXYTROL, URISPAS, 

SANCTURA, SANCTURA XR,
VESICARE

ST - Patients must 
have been 

unresponsive to 
immediate release 

oxybutynin

DDAVP tablets
QLL-10 tablets 

per 30 days
desmopressin nasal spray

QLL - 2 bottles per 30 
days

STIMATE; desmopressin nasal spray PA

Lipotropics

BENIGN PROSTATIC 
HYPERTROPHY/MICTURITION 

HMG CoA REDUCTASE 
INHIBITORS
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ENABLEX

ST - must fail 
oxybutynin IR or 
have prior trial of 

any cholinesterase 
inhibitor or 
memantine 

(NAMENDA) within 
the past 180 days

DETROL, DETROL LA

QLL-60 per 
month of Detrol; 
30 per month of 

Detrol LA

desmopressin nasal spray
QLL - 5 mls per 

30 days
DDAVP tablets

QLL 5 
tabs/month

INSULIN
NOVOLIN, NOVOLOG, LANTUS, 

HUMALOG, HUMULIN
QLL-40 mL per 

30 days
BYETTA, SYMLIN

PA, QLL - 1 pen per 30 
days

ACTOS, AVANDIA
QLL - Limit of 34 

tablets per 30 days
ACTOS, AVANDIA

QLL-30 tablets 
per 30 days

ACTOS QLL - 1 tablet per day

ACTOPLUS MET
QLL-60/RX for 

15/850; 90/RX for 
15/500

AVANDIA
QLL - 2mg & 4mg = 2 

tablets per day; 8mg = 1 
tablet per day

AVANDARYL, DUETACT
ST - must fail 

thiazolidinedione or 
a sulfonylurea

ACTOPLUS MET QLL - 3 tablet per day JANUVIA, JANUMET ST

glipizide-metformin, glyburide-
metformin, METAGLIP, 

GLUCOVANCE

ST - must fail 
metformin or a 

sulfonylurea
METAGLIP N/A

AVANDAMET 500mg/1mg & 
500mg/2mg

QLL - 4 tablets per day

AVANDAMET 500mg/4mg. 1 gram/2mg 
& 1 gram/4mg

QLL - 2 tablets per day

AVANDARYL 4/1mg & 4/2mg QLL - 2 tablets per day
AVANDARYL 4/4mg QLL - 1 tablet per day

sulfacetamide topical lotion, 
tretinoin topical agents, 

AMNESTEEM, AZELEX, 
BENZACLIN, DIFFERIN, DUAC, 
DUAC CS, CLOVARIS, RETIN-

A, SOTRET

AGE - Limited to 
patients 25 years 
of age or younger

isotretinoin

ST, AGE - 
Limited to 

patients 22 years 
of age or 

younger, QLL-60 
capsules per 30 
days, QLL-20 

weeks of 
treatment

DIFFERIN PA tretinoin AGE < 22 years

tretinoin PA FOR <12 OR >35 BENZAMYCIN AGE < 22 years

VITAMIN A DERIVATIVES 
SYSTEMIC

ACCUTANE
AGE - Limited to 
patients 25 years 
of age or younger

isotretinoin
ST, AL<+22 

QL=20 weeks tx
isotretinoin PA isotretinoin

PA - requires 
evidence of trial 
of oral antibiotic 

x 8 weeks 
duration or more, 
and diagnosis of 

severe 
recalcitrant 

d l

DOVONEX
QLL- 60gm/60mls 

per 30 days
DOVONEX

QLL - cream = 
60gms/30 days; 

solution = 
60ml/30 days

Genitoruniary

VITAMIN A DERIVATIVES 
TOPICAL ACNE AGENTS

Diabetes Related

URINARY TRACT 
ANTISPASMODIC/ANTI-
INCONTINENCE AGENT

ANTIDIABETIC AGENTS

HYPOGLYCEMIC/INSULIN 
RESPONSE ENHANCER (N-S)
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TACLONEX ointment; 
TACLONEX Scalp Solution

ST - must fail 
calcipotriene; limit 

of 4 weeks of 
therapy; ST - must 
fail calcipotriene; 
limit of 8 weeks of 

therapy

ENBREL

PA, QLL - 25mg/ml = 8 
injections per 28 days; 
50mg/ml = 4 injections 

per 28 days 

selenium sulfide
QLL-120 per 30 

days

ketoconazole
QLL-120 mL or 
30g per 30 days

TOPICAL ANTIFUNGALS ciclopirox PA
TOPICAL ANTIFUNGAL/ANTI-
INFLAMMATORY, STEROID 

AGENT
TOPICAL ANTINEOPLASTIC & 

PREMALIGNANT LESION 
AGENTS
TOPICAL 

IMMUNOSUPPRESSIVE 
AGENTS

ELIDEL PA ELIDEL, PROTOPIC PA ELIDEL, PROTOPIC ST

TOPICAL ANTI-
INFLAMMATORY STEROIDAL

ARISTOCORT A, DERMA-
SMOOTHE/FS, halobetasol, 

mometasone
PA

TOPICAL ANTIVIRALS

TOPICAL ANTIBIOTICS BACTROBAN ointment only
QLL 1 - 22 g 
tube/30 days

GLADASE, GLADASE-C

QLL - one 
manufacturer's 

standard package 
per month

SANTYL

QLL - two 
manufacturer's 

standard packages 
per month

ACCUZYME, ALLANZYME, 
ETHEZYME, KOVIA, 

ALLANFIL, PANAFIL, ZIOX

QLL - limit of one 
manufacturer's 

standard package 
per month; 

maximum prior 
authorization 

approval length of 
three months

REGRANEX

ST, QLL - must be 
on diabetic 

medication in the 
past 90 days, one-
15 gm tube per 28 

days

WOUND CARE

Dermatologic

ANTIPSORIATICS AGENTS
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PREVACID SOLUTAB

AGE, ST, QLL - 
over 12 years of 

age; must fail 
omeprazole and 
then a preferred 
PPI for a total 

length of therapy of 
4 weeks, unless 

patient is intolerant 
to these agents; 1 

tab/day

PREVACID, PREVACID SOLUTABS, 
ACIPHEX

PA omeprazole
QLL 30 tablets per 30 
days; fill limit 90 days

 PROTONIX

ST - Requires 21 
days of therapy 
w/ 1st line agent 
in last 30 days

PROTONIX 

ST - must fail 
omeprazole within 
past 90 days; QLL -

1 tab/day

PRILOSEC OTC
QLL-120 tablets 

per 30 days
PREVACID, PREVACID SOLUTAB

PA: QLL 30 tablets per 
30 days; fill limit 90 days

PROTONIX suspension

ST - Age ≤ 13;  
requires 

evidence of 21 
days of 1st line 

therapy 
(omeprazole or 

PREVACID 
solutabs for 

children  < 13) in 
past 30 days

ACIPHEX, NEXIUM CAPSULES 
PREVACID CAPSULES AND 
SUSPENSION, PRILOSEC 

CAPSULES

must fail 
omeprazole and 
then a preferred 
PPI for a total 

length of therapy of 
4 weeks, unless 

patient is intolerant 
to these agents

PROTONIX
PA, QLL-30 

tablets per 30 
days

PREVACID SOLUTABS

Age <13 yr;      
ST - Requires 21 
days of therapy 
w/ 1st line agent 
in last 30 days

NEXIUM packets

AGE, QLL - must 
be 12 years of age 

or younger, 1 
packet per day 

PRILOSEC PACKETS FOR ORAL 
SUSPENSION 2,5mg & 10mg

Age < 1 yr

H2RA BLOCKERS
cimetidine, famotidine, 

nizatidine, ranitidine, OTC 
products

QLL - Limited to 60 
tablets per 30 days

cimetidine, famotidine, nizatidine, ranitidine
QLL-60 tablets 

per 30 days
cimetidine, nizatidine PA

ANTI-ULCER/H. PYLORI 
AGENTS

SUCRALFATE sulcralfate, CARAFATE PA
MISOPROSTOL misoprostol, CYTOTEC PA

PLATELET AGGREGATION 
INHIBITORS

PLAVIX 300MG QLL - 1 tab/day PLAVIX 300MG QLL - 1 tab/day

HEPARIN AND RELATED 
PREPARATIONS

ARIXTRA
QLL - 1 syringe per 

day
LOVENOX

QLL-10 syringes 
at retail

ARIXTRA, LOVENOX PA

ORAL ANTICOAGULANTS, 
COUMARIN TYPE

ORAL ANTICOAGULANTS, 
INDANDIONE TYPE

HEMATINICS PROCRIT, EPOGEN PA PROCRIT PA ARANESP PA
LEUKOCYTE STIMULANTS NEUPOGEN, NEULASTA PA NEUPOGEN PA NEUPOGEN, NEULASTA PA

HEMATOPOIETICS NEUMEGA PA

PROTON PUMP INHIBITORS

Blood Related Agents

Gastrointestinal Agents
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BONE FORMATION 
STIMULATING AGENTS

FORTEO PA FORTEO PA FORTEO PA

BONIVA
QLL - one single-

use, pre-filled 
syringe per 90 days

alendronate

AGE; QLL - 5mg, 10mg, 
40mg  = 1 tablet per 
day; 35mg, 70mg = 4 
tablets per 28 days

BONIVA

PA - requires 
evidence of trial 
and failure on 

two oral 
bisphosphonates 

and failure on 
RECLAST due to 

intolerance

FORTICAL PA RECLAST

PA - requires 
evidence of trial 
and failure on 

two oral 
bisphosphonates

BONIVA PA calcitonin-salmon nasal
QLL - 2 spray units per 

30 days
ACTONEL, ACTONEL w/Ca

ST - requires 28 
day trial and 

failure to 
alendronate.

EVISTA
AGE; QLL - 1 tablet per 

day

OSMOTIC DIURETICS
CARBONIC ANHYDRASE 

INHIBITORS
THIAZIDE AND RELATED 

DIURETICS

POTASSIUM SPARING 
DIURETICS

eplerenone, INSPIRA

ST - requires 
previous therapy 

with spironolactone 
within the past 30 

days

POTASSIUM SPARING 
DIURETICS IN COMBINATION

LOOP DIURETICS
 

ANTI-ANXIETY DRUGS chlordiazepoxide Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
amitriptyline 

hcl/chlordiazepoxide
Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

clorazepate Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
prazepam Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
diazepam Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
oxazepam Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
alprazolam Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
halazepam Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
lorazepam Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

ANTICONVULSANTS clonazepam
3 or more 

benzodiazepines 
require PA

Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

temazepam Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
flurazepam Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
triazolam Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

quazepam Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

3 or more 
benzodiazepines 

require PA

3 or more 
benzodiazepines 

require PA
SEDATIVE-HYPNOTICS

Diuretics

Osteoporosis Agents
SELECTIVE ESTROGEN 

RECEPTOR MODULATORS 
(SERM), BONE RESORPTION 

SUPPRESSION AGENTS
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estazolam Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
ANTI-PSYCHOTICS TYPICAL amitriptyline hcl/perphenazine Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

droperidol Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
haloperidol Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

chlorprothixene Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
thiothixene Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
pimozine Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

molindone hcl Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
loxapine Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

promazine hcl Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
triflupromazine hcl Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

fluphenazine Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
perphenazine Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

trifluoroperazine hcl Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
thioridizine hcl Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

acetophenazine maleate Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
mesoridazine besylate Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

piperacetazine Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
methotrimeprazine Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

ANTI-PSYCHOTICS ATYPICAL clozapine Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
risperidone Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
olanzapine Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

quetiapine fumarate Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
ziprasidone Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
aripiprazole Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

olanzapine/fluoxetine hcl Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
paliperidone Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
citalopram Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

escitalopram Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
fluoxetine hcl Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

fluvoxamine maleate Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
paroxetine hcl/mesylate Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

sertraline Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

duloxetine Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

venlafaxine Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

NOREPINEPHRINE AND 
DOPAMINE REUPTAKE INHIB 

(NDRIs)
bupropion

3 or more any 
antidepressants 

require PA
Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

SEROTONIN-2 
ANTAGONIST/REUPTAKE 

INHIBITORS (SARIs)
nefazodone Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

trazodone Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
TRICYCLIC ANTI-
DEPRESSANTS

imipramine Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

amitriptyline Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
nortriptyline Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
desipramine Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
protriptyline Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
amoxapine Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

trimipramine Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
doxepin Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

maprotiline Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
clomipramine Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

3 or more any 
antidepressants 

require PA

2 or more tricyclic 
antidepressants 
require PA; 3 or 

more any 
antidepressants 

require PA

2 or more typical 
antipsychotics or 3 

or more 
antipsychotics 

require PA

3 or more atypical 
antipsychotics, or 3 

or more 
antipsychotics, or 
15-day supply on 

new therapy 
require PA

2 or more 
SSRI/SNRI; 3 or 

more any 
antidepressants 

require PA

2 or more 
SSRI/SNRI; 3 or 

more any 
antidepressants 

require PA

SEROTONIN-
NOREPINEPHRINE REUPTAKE-

INHIB (SNRIs)

SEROTONIN SPECIFIC 
REUPTAKE INHIBITOR (SSRIs)

CNS Agents**                   See 
end of document
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ANTIDEPRESSANTS, OTHER benactyzine hcl/meprobamate   Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
isocarboxazid                Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
mirtazapine Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

phenelzine sulfate            Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS
tranylcypromine sulfate        Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS Same as FFS

promethazine AL >2 years promethazine AGE

TRANSDERM SCOP
PA; QLL - 4 patches per 

30 days

EMEND
QLL - 6 caps per 

prescription
ZOFRAN , ZOFRAN ODT

4 mg & 8mg 
QLL= 8tab/30 

days

ondansetron, ZOFRAN

QLL - Limited to 10 
tablets per 

prescription and 1 
bottle of oral 
solution per 
prescription 

ondansetron, ondansetron ODT
QLL-10 tab/Rx or 

50 mL per 30 
days

granisetron
QLL- 10 tablets per 30 

days

ALOXI
QLL - 1 vial per 

prescription
ondansetron

QLL - 20 tablets per 30 
days

ANZEMET, KYTRIL
QLL - 10 tabs per 

prescription
ondansetron solution QLL - 50ml per 30 days

SANCUSO

ST - physician 
documentation 

required indicating 
oral medications 
are unsuitable for 

patient use

CAFERGOT, WIGRAINE, 
DURADRIN, MIDRIN

CAFERGOT QLL-12 tabs/RX

AXERT
QLL - Limited to 

one box (6 tablets) 
per month

ZOMIG QLL-6 tab/Rx sumatriptan

QLL - 9 tablets per RX; 
PA required for nasal 
spray and injectable; 

QLL- 6 nasal spray units 
per RX; 2 injection kits 

per RX

RELPAX

ST - Requires 
Trial and Failure 
of sumatriptan 

products; QLL 9 
tabs/month

sumatriptan, IMITREX

QLL - Limited to 
one box of tablets 

(9 tablets), 1 box of 
nasal inhaler (6 

inhalers), 1 box of 
stat dose refill (2 
injections), and 2 
vials (2 injections) 

per month

AXERT QLL-6 tab/Rx sumatriptan

QLL=9 tabs or 1 
kit or 1-6ml nasal 

spray disp 
units/30 days 

AMERGE, FROVA, TREXIMET
QLL - 1 box (9 

tablets) per month
IMITREX

QLL - 9 tablets 
per RX; 6 nasal 
spray units per 
RX; 1 injection 

kits per RX

ZOMIG tablets and nasal spray),       
ZOMIG-ZMT

ST - Requires 
Trial and Failure 
of sumatriptan 

products; QLL = 
9 tabs or 9 oral 
disentigrating 

tabs or 6 nasal 
spray doses per 

month

3 or more any 
antidepressants 

require PA

Migraine Medications
SEROTONIN (5HT-1)  

RECEPTOR AGONIST AGENTS

Antiemetic/Antivertigo

5-HT3 RECEPTOR 
ANTAGONIST

COMPAZINE, prochloroperazine, 
promethazine, meclizine, 

trimethobenzamide

PDL Comparison: Open and Restricted Page 25 of 28



Drug Name/Nomenclature
Clinical

Edits and
Description

Drug Name/Nomenclature
Clinical

Edits and
Description

Drug Name/Nomenclature
Clinical

Edits and
Description

Drug Name/Nomenclature
Clinical

Edits and
Description

Categories Drug Class Name/Description

Fee For Service MHS Anthem MDwise 

MAXALT, MAXALT MLT
QLL - 1 box (12 

tablets) per month
  

RELPAX
QLL - 1 box (6 

tablets) per month

ZOMIG, ZOMIG ZMT

QLL - 1 box (6 
tablets) per month, 
1 box (6 inhalers) 

per month for 
ZOMIG Nasal 

Spray

bupropion SR, nicotine gum, 
nicotine patch, CHANTIX, 
COMMIT, NICODERM, 

NICORETTE, NICORELIEF, 
NICOTROL INHALER, 

NICOTROL NS, ZYBAN

All products
QLL - Limited to 12 
weeks of therapy 
every 365 days

nicotine gum,  nicotine transdermal patch 
OTC with Rx

QL TD - Therapy 
limited to 24 

weeks duration

CHANTIX, nicotine OTC gum, nicotine 
OTC lozenge, nicotine OTC patch 

QLL - Limited to 12 
weeks of therapy every 

365 days
CHANTIX

QL TD - Therapy 
limited to 24 

weeks duration; 
will not allow 
concurrent 
therapy w/ 
nicotine 

replacement

bupropion HCL for smoking cessation
QLL - Limited to 12 

weeks of therapy every 
365 days

Nicotine Lozenges, Gum, and Patches

TD - will not allow 
concurrent 

therapy with 
CHANTIX

ESTROGENIC AGENTS Climara, estradiol, COMBIPATCH, ESCLIM
QLL-14 patches 

per 30 days
CLIMARA

QLL 5 
patches/RX

PROGESTATIONAL AGENTS medroxyprogesterone IM
QLL - 1 per 90 

days
CONTRACEPTIVES, ORAL

NUVARING
QLL - 1 per 28 

days

DEPO-PROVERA
QLL-1 injection 

per 90 days
PLAN B QLL-2 per year

VAGINAL ANTIFUNGALS
clotrimazole (OTC), miconazole (OTC), 

tioconazole (OTC), terconazole
N/A

clotrimazole (OTC), miconazole (OTC), 
nystatin vaginal tablet, terconazole

QLL -2 times largest 
commercially available 

package size

VAGINAL ESTROGEN 
PREPARATIONS

Premarin Vaginal Cream N/A PREMARIN VAGINAL CREAM
QLL -2 times largest 

commercially available 
package size

VAGINAL ANTIBIOTICS metronidazole cream N/A
clindamycin vaginal cream, 

metronidazole vaginal gel, triple sulfa

QLL -2 times largest 
commercially available 

package size

VIGAMOX, ZYMAR

AGE, ST - 30 years 
of age or older; 

patients under 30 
years of age must 
1st have a trial on 

at least one 
preferred agent 

within the past 30 
days

OCUFLOX
QLL-30 mls per 

30 days

bacitracin, bacitracin/polymyxin-b, 
bacitracin/neomycin/polymyxin-b, 
chloramphenicol, ciprofloxacin, 

erythromycin, gentamicin, 
gramicidin/neomycin/polymyxin-b, 

ofloxacin, polymyxin-b/trimethoprim, 
sulfacetamide, tobramycin

QLL -2 times largest 
commercially available 

package size

tobramycin
QLL-10 mL per 

30 days
VIGAMOX PA

EYE ANTI-INFECTIVES (RX 
ONLY)

Smoking Deterrents

CONTRACEPTIVES, OTHER 

Obstetric/Gynecological
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ciprofloxacin
QLL-30mls per 30 

days
QLL-7.5 mls per 

30 days

MIOTICS/OTHER INTRAOC. 
PRESSURE REDUCERS

XALATAN
QLL-5mls per 30 

days

Alphagan-P, AZOPT, betaxolol,  
brimonidine, carbachol, carteolol, 
dorzolamide, dorzolamide/timolol, 

dipivefrin, levobunolol, metipranolol, 
pilocarpine,  timolol, timolol XE, 

XALATAN 

QLL -2 times largest 
commercially available 

package size

EYE ANTIBIOTIC-CORTICOID 
COMBINATIONS

bacitracin/neomycin/polymyxin-b/HC, 
FML-S, neomycin/polymyxin-
b/dexamethasone, neomycin 

sulfate/dexamethasone, 
sulfacetamide/prednisolone

QLL -2 times largest 
commercially available 

package size

MYDRIATICS
atropine, CYCLOGYL, cyclopentolate, 
ISOPTO HOMATROPINE, tropicamide

QLL -2 times largest 
commercially available 

package size

EYE ANTIHISTAMINES ketotifen
QLL-5mls per 30 

days
ketotifen

QLL - 1 bottle per 30 
days

PATANOL, PATADAY ST

EYE ANTI-INFLAMMATORY 
AGENTS

ACULAR
ST, QLL-10 mL 

per 30 days

dexamethasone, diclofenac, 
fluorometholone, flurbiprofen, FML 
FORTE, PRED MILD, prednisolone 

acetate, prednisolone phosphate

QLL -2 times largest 
commercially available 

package size

OPHTHALMIC MAST CELL 
STABILIZERS

ALOMIDE
QLL-10mls per 30 

days
cromolyn sodium

QLL - 1 bottle per 30 
days

EYE ANTIVIRALS trifluridine
QLL -2 times largest 

commercially available 
package size

CIPRODEX QLL-7.5ml/RX CIPRODEX
PA, QLL - 2 times 

largest commercially 
available package size

CIPRODEX

ST - approved 
for 

tympanostomy 
tubes or 

perforated ear 
conditions

FLOXIN OTIC
QLL-10mls per 30 

days
acetic acid, acetic acid/HC, FLOXIN 

OTIC, polymyxin-B/neomycin/HC

QLL -2 times largest 
commercially available 

package size

neomycin/polymixin/HC
QLL-20mls per 30 

days

CELEBREX PA CELEBREX

PA, QLL-30 
capsules per 30 

days (14 caps for 
400mg)

etodolac, ketoprofen, nabumetone PA CELEBREX ST

ketorolac
PA: QLL - 20 tablets per 

30 days

ARTHROTEC PA ketorolac
QLL-10 tablets 

per 30 days
tramadol, tramadol/APAP QLL - 8 tablets per day

ANTI-INFLAMMATORY, 
PYRIMIDINE SYNTHESIS 

INHIBITOR
AVONEX, BETASERON, COPAXONE PA

AVONEX, BETASERON, COPAXONE, 
REBIF, TYSABRI

PA
Rheumatological

Ophthalmic/Otic

OTIC ANTIBIOTICS

NSAIDS, CYCLOOXYGENASE 
INHIBITOR - TYPE

PDL Comparison: Open and Restricted Page 27 of 28



Drug Name/Nomenclature
Clinical
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Drug Name/Nomenclature
Clinical

Edits and
Description

Drug Name/Nomenclature
Clinical

Edits and
Description

Drug Name/Nomenclature
Clinical

Edits and
Description

Categories Drug Class Name/Description

Fee For Service MHS Anthem MDwise 

ANTI-INFLAMMATORY TUMOR 
NECROSIS FACTOR INHIBITOR

ENBREL, REMICADE, HUMIRA PA ENBREL

PA, QLL - 25mg/ml = 16 
injections per 28 days; 
50mg/ml = 8 injections 

per 28 days

ENBREL, HUMIRA PA

ANTI-FLAM. INTERLEUKIN-1 
RECEPTOR ANTAGONIST

KINERET PA KINERET PA

ANTI-ARTHRITIC, FOLATE 
ANTAGONIST AGENTS

 

AVONEX
QLL - 4 vials or 
syringes/month

ALL PRODUCTS PA
INFERGEN, INTRON-A, PEG-INTRON, 
PEGASYS, REBETRON, ROFERON-A 

PA PEG-INTRON, REBETRON PA  

COPAXONE QLL - 1 kit/month REBIF, COPAXONE
PA - preferred 
agents for tx of 

multiple scerlosis

GROWTH HORMONES All products PA NORDITROPIN (preferred) PA  
 NUTROPIN, NUTROPIN AQ, 

NUTROPIN DEPOT, TEVTROPIN
PA, QLL - 28 syringes 

per 28 days
NORDITROPIN PA  

CHELATING AGENTS EXJADE PA EXJADE PA lindane lotion 1% 60ml

PA - approved 
for tx by 

dermatologist for 
scabies that has 
failed prior tx w/ 

permethrin 
topical products

ENDOCRINE-METABOLIC 
AGENT

ZAVESCA PA

ANDROGENS
ANDRODERM, ANDROGEL, TESTIM 

GEL
PA

ELECTROLYTE DEPLETERS FOSRENOL

ST - prior trial of 
Renagel within past 

90 days or 
previous use of 
Fosrenol within 
past 180 days

FOSRENOL, RENVELA PA

 

INTERFERONS

Miscellaneous Agents

Immunologics and Vaccines
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**MHQAC Utilization Edits Implemented 6-19-07 for FFS, MHS, MDwise, and 
Anthem

Updated Quarterly
Medication Strength Utilization Edit

ABILIFY tablet 2,10, 15, 30MG 1/day
5MG 1.5/day
20MG 2/day

ABILIFY solution 1MG/ML 30ml/day
ABILIFY DISCMELT 10, 15MG 2/day

ADDERALL XR capsule 5, 10, 15MG 1/day
20, 25, 30MG 2/day

alprazolam tablet 0.25, 0.5, 1, 2MG 4/day
alprazolam ODT tablet 0.25, 0.5, 1, 2MG 4/day

alprazolam oral 
concentrate 1MG/ML 4ml/day

alprazolam xr tablet 0.5, 1, 2, 3MG 1/day
AMBIEN tablet 5, 10MG 1/day

AMBIEN CR tablet 6.25, 12.5MG 1/day

amitriptyline tablet 10, 25, 50, 75, 100, 150MG 3/day

amphetamine salts tablet 5, 7.5, 10, 12.5, 15, 20, 
30MG 3/day

ARICEPT tablet 5, 10MG 1/day
ARICEPT ODT tablet 5, 10MG 1/day

bupropion tablet 75, 100MG 4/day
bupropion sr tablet 100, 150, 200MG 2/day

bupropion hbr tab sr 24h 348, 522mg 1/day

buspirone tablet 5, 7.5, 10, 15MG 3/day
30MG 2/day

butisol tablet 30MG 3/day
50MG 2/day

butisol elixir 30MG/5ML 15ml/day
chloral hydrate elixir 250MG/5ML 20ml/day

500 MG/5ML 10ml/day
chloral hydrate capsule 500MG 2/day

chloral hydrate 
suppository 500MG 2/day

chlordiazepoxide capsule 5, 10, 25MG 4/day

chlorpromazine tablet 10, 25, 50, 100, 200MG 4/day
citalopram solution 10MG/5ML 20ml/day
citalopram tablet 10, 20, 40MG 1/day

clomipramine capsule 25MG 2/day
50MG 5/day
75MG 3/day

clonazepam rapid 
dissolve tablet 0.125, 0.25, 0.5, 1, 2MG 3/day

clonazepam tablet 0.5, 1, 2MG 3/day
clonidine tablet 0.1, 0.2MG 10/day

0.3MG 8/day
clorazepate tablet 3.75, 7.5, 15MG 4/day
clozapine tablet 12.5, 25, 50, 200MG 3/day
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**MHQAC Utilization Edits Implemented 6-19-07 for FFS, MHS, MDwise, and 
Anthem

Updated Quarterly
Medication Strength Utilization Edit

100MG 6/day
COGNEX capsule 10, 20, 30, 40MG 4/day
CONCERTA tablet 18, 27MG 1/day

36, 54MG 2/day
CYMBALTA  capsule 20, 30, 60MG 2/day
d-amphetamine sa 

capsule 5, 15MG 2/day

d-amphetamine sulfate 
solution 5MG/5ML 40ml/day

DAYTRANA 9 HR patch 10, 15, 20, 30MG 1/day

INVEGA tablet 3, 9MG 1/day
6MG 2/day

desipramine tablet 10MG 4/day
100MG 3/day

25, 50, 75, 150MG 2/day
DEXEDRINE 
SPANSULES 5, 15MG 2/day

dextroamphetamine 
tablet 5, 10MG 3/day

dextroamphetamine sr 
capsule 10MG 2/day

diazepam tablet 2, 5, 10MG 4/day
diazepam oral 
concentrate 5MG/ML 8ml/day

DORAL tablet 7.5, 15MG 1/day
doxepin capsule 10MG 4/day

25, 50 , 75, 100, 150MG 2/day

doxepin oral concentrate 10MG/ML 30ml/day

EFFEXOR XR capsule 37.5MG 1/day
75, 150MG 2/day

EMSAM 24 HOUR patch 6, 9, 12MG 1/day

ergoloid mesylates 
sublingual tablet 0.5, 1MG 3/day

ergoloid mesylates tablet 1MG 3/day

estazolam tablet 1, 2MG 1/day
EXELON capsule 1.5, 3, 4.5, 6MG 2/day

EXELON oral solution 2MG/ML 6ml/day

EXELON patch 4.6MG/24HR, 9.5MG/24HR 1 patch/day

FAZACLO tablet 12.5, 25MG 3/day
100MG 6/day

fluoxetine solution 20MG/5ML 20ml/day
fluoxetine capsule 10MG 1/day
fluoxetine tablet 10MG 1.5/day
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**MHQAC Utilization Edits Implemented 6-19-07 for FFS, MHS, MDwise, and 
Anthem

Updated Quarterly
Medication Strength Utilization Edit

fluoxetine tablet and 
capsule 20MG 4/day

fluoxetine capsule 40MG 2/day
fluphenazine tablet 1, 2.5, 5, 10MG 4/day
flurazepam capsule 15, 30MG 1/day
fluvoxamine tablet 100MG 3/day

25, 50MG 1/day
FOCALIN tablet 2.5, 5MG 2/day

10MG 4/day
FOCALIN XR capsule 5, 10MG 1/day

15, 20MG 2/day
GEODON capsule 20, 40MG  2/day

60, 80MG 3/day
haloperidol tablet 0.5, 1, 2, 5, 10, 20MG 3/day

hydergine lc capsule 1MG 3/day
hydroxyzine syrup 10MG/5ML 100ml/day

hydroxyzine hcl tablet 10, 25MG 4/day
50MG 8/day

hydroxyzine pamoate 
capsule 25, 50, 100MG 4/day

imipramine hcl tablet 10MG 2/day
25MG 1/day
50MG 6/day

imipramine pamoate 
capsule 100MG 3/day

125, 150MG 2/day
75MG 1/day

INVEGA tablet 3, 9MG 1/day
6MG 2/day

LEXAPRO tablet 5, 10MG 1/day
20MG 2/day

LEXAPRO solution 5MG/5ML 20ml/day
LIBRITABS tablet 25MG 4/day

lorazepam tablet 0.5, 1, 2MG 4/day;max quantity 
120 per month

loxapine sucinate 
capsule 5, 10 , 25, 50MG 4/day

LUNESTA tablet 1, 2, 3MG 1/day
LUVOX CR capsules 100, 150mg 2/day

MARPLAN tablet 10MG 3/day
maprotiline tablet 25, 50, 75MG 3/day

meprobamate tablet 200, 400MG 4/day

METADATE CD capsule 10, 20, 30, 40, 50, 60MG 1/day

METADATE ER tablet 10, 20MG 3/day
METHYLIN chewable 

tablet 2.5, 5, 10MG 3/day

METHYLIN solution 10MG/5ML 30ml/day
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**MHQAC Utilization Edits Implemented 6-19-07 for FFS, MHS, MDwise, and 
Anthem

Updated Quarterly
Medication Strength Utilization Edit

5MG/5ML 60ml/day
METHYLIN ER tablet 10, 20MG 3/day

methylphenidate tablet 5, 10, 20MG 3/day

methylphenidate er tablet 20MG 3/day

mirtazapine rapid 
dissolve tablet 15, 30, 45MG 1/day

mirtazapine tablet 7.5, 15, 30, 45MG 1/day
MOBAN tablet 5, 10, 25, 50MG 4/day

100MG 3/day
NAMENDA tablet 5, 10MG 2/day

NAMENDA solution 10MG/5ML 10ml/day
NAMENDA TITRATION 

pack 5-10MG 2/day

NARDIL tablet 15MG 6/day
nefazodone tablet 50, 100, 150, 200, 250MG 2/day
NIRAVAM tablet 0.25, 0.5, 1, 2MG 3/day

NORPRAMIN tablet 25, 50MG 2/day
nortriptyline solution 10MG/5ML 20ml/day
nortriptyline capsule 10, 25MG 4/day

50MG 3/day
75MG 2/day

ORAP tablet 1MG 10/day
2MG 5/day

oxazepam capsule 10, 15, 30MG 4/day;max quantity 
120

PAMELOR capsule 10MG 4/day
paroxetine tablet 10, 20MG 1/day

30, 40MG 2/day
PAXIL suspension 10MG/5ML 40ml/day
PAXIL CR tablet 12.5, 25, 37.5MG 1/day

perphenazine tablet 2, 4, 8, 16MG 4/day
PEXEVA tablet 10, 20, 30, 40MG 1/day

PLACIDYL capsule 500, 750MG 1/day
PRISTIQ tablet 50, 100MG 1/day

protriptyline tablet 5, 10MG 4/day
PROVIGIL tablet 100MG 1/day

200MG 2/day
PROZAC WEEKLY 

capsule 90MG 4/28 days

RAZADYNE tablet 4, 8, 12MG 2/day
RAZADYNE solution 4MG/ML ORAL 6ml/day

RAZADYNE ER capsule 8, 16, 24MG 1/day

RESTORIL capsule 22.5MG 1/day
risperidone tablet 0.25, 0.5, 1, 2, 3, 4MG 2/day

RISPERDAL M-TAB 0.5, 1, 2, 3, 4MG 2/day
RISPERDAL CONSTA 

syringe 12.5, 25, 37.5, 50MG 2/28 days
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**MHQAC Utilization Edits Implemented 6-19-07 for FFS, MHS, MDwise, and 
Anthem

Updated Quarterly
Medication Strength Utilization Edit

RITALIN LA capsule 10, 20, 40MG 1/day
30MG 2/day

ROZEREM tablet 8MG 1/day
SARAFEM tablet 10, 20MG 1/day

SERAX tablet 15MG 4/day;max quantity 
120

SEROQUEL tablet 25, 50, 100, 200MG 3/day
300, 400MG 4/day

SEROQUEL XR tablet 150, 200MG 1/day
300MG 3/day
400MG 4/day

sertraline oral 
concentrate 20MG/ML 10ml/day

sertraline tablet 100MG 3/day
25, 50MG 2/day

SONATA capsule 5, 10MG 2/day
STRATTERA capsule 10, 18, 25, 40MG 2/day

60, 80, 100MG 1/day
SURMONTIL capsule 100MG 3/day

25, 50MG 1/day

SYMBYAX capsule 3/25, 6/25, 6/50, 12/25, 
12/50MG 1/day

temazepam capsule 7.5, 15, 30MG 1/day

thioridazine tablet 10, 15, 25, 50, 100, 150, 
200MG 4/day

thiothixene capsule 1, 2, 5, 10MG 3/day
tranylcypromine 10MG 6/day

TRANXENE SD tablet 11.25, 22.5MG 1/day
trazodone tablet 100, 150MG 3/day

50, 300MG 2/day
triazolam tablet 0.125, 0.25MG 1/day

trifluoperazine tablet 1, 2, 5MG 2/day
10MG 4/day

venlafaxine tablet 25, 37.5, 50, 75, 100MG 3/day
venlafaxine hcl OSM 24 

hr 37.5, 150, 225MG 1/day

75MG 2/day
venlafaxine xr capsule 150MG 2/day

VYVANSE capsule 20, 30, 40, 50, 60, 70MG 1/day
WELLBUTRIN XL tablet 150, 300MG 1/day

ZYPREXA tablet 2.5, 5, 7.5MG 1/day
10, 15MG 2/day

20MG 3/day
ZYPREXA ZYDIS tablet 5MG 1/day

10, 15MG 2/day
20MG 3/day
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