CAHPS® 5.0H Survey Results
for

The counties included in the Gulf Coast Texas area are:

This section features survey results for plans that serve the Gulf Coast Texas area. It in-
cludes HMOs with a service area that extends into at least one county in the region. The
city/area shown after the name indicates the primary area of service. Contact plans directly
for details on specific service areas.

An HMO may be exempt from participation in the survey due to low enrollment or limited par-
ticipation in the Texas commercial HMO market during 2013.

NCQA requires 100 responses to report survey results. OPIC has opted to report data

based on 30 or more responses to provide consumers with greater access to data to com-
pare HMOs.
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How people rated their health plan

CAHPS® 5.0H Survey Results

Percentage who rated their plan Percentage who rated their plan
6 or lower 7or8

The bar graphs show answers to a survey question that asked people to rate their health plan on a scale from:

0 = “worst health plan possible” to 10 = “best health plan possible”

STATE AVERAGE 36% B 71 /S

Aetna Health, Inc. (Houston) 39% T

CIGNA HealthCare of Texas, Inc. (South Texas)* 35% T
FIRSTCARE (Waco) 45% 29%

HMO Blue Texas (East/South/West Texas) 38% T s0%.

HMO Blue Texas (Houston) 32% Y 1

Humana Health Plan of Houston (Houston)* 31% f
Scott and White Health Plan (Central Texas) 32% f
United Healthcare of Texas, Inc. 33% o de%

(Houston/San Antonio)

Due to rounding, percentages may not add up to 100%.

’ Includes HMO & POS products. (See page 5 for explanation.)
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How people rated their healthcare
CAHPS® 5.0H Survey Results

Percentage who rated their care Percentage who rated their care
6 or lower 7or8

The bar graphs show answers to a survey question that asked people to rate their healthcare on a scale from:

0 = “worst healthcare possible” to 10 = “best healthcare possible”

STATE AVERAGE 35% R 1S

Aetna Health, Inc. (Houston) 44% T

CIGNA HealthCare of Texas, Inc. (South Texas)* 32% T
FIRSTCARE (Waco) 38% T

HMO Blue Texas (East/South/West Texas) 32% %

HMO Blue Texas (Houston) 34% s g

Humana Health Plan of Houston (Houston)* 35% T
Scott and White Health Plan (Central Texas) 34% T

United Healthcare of Texas, Inc. .m 28% m

(Houston/San Antonio)

Due to rounding, percentages may not add up to 100%.

CAHPS® 5.0H Survey Results - Gulf Coast Texas

’ Includes HMO & POS products. (See page 5 for explanation.)
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How people rated their personal doctor
CAHPS® 5.0H Survey Results

Percentage who Percentage who
rated their personal doctor rated their personal doctor
6 or lower 7or8

The bar graphs show answers to a survey question that asked people to rate their personal doctor
on a scale from:

0 = “worst personal doctor possible” to 10 = “best personal doctor possible”

STATE AVERAGE A "23% ~ Tees,

Aetna Health, Inc. (Houston) W

CIGNA HealthCare of Texas, Inc. (South Texas)* W
FIRSTCARE (Waco) IR 23% L

HMO Blue Texas (East/South/West Texas) RRRA. 23% . o 67%

HMO Blue Texas (Houston) [RRRA._ 25% o 64%

Humana Health Plan of Houston (Houston)* W
Scott and White Health Plan (Central Texas) R 24% o 670
United Healthcare of Texas, Inc. KB 25% o 63% o~

(Houston/San Antonio)

Due to rounding, percentages may not add up to 100%.

’ Includes HMO & POS products. (See page 5 for explanation.)
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How people rated their specialist
CAHPS® 5.0H Survey Results

Percentage who rated their Percentage who rated their
specialist specialist
6 or lower 7or8

The bar graphs show answers to a survey question that asked people to rate their specialist on a scale from:

0 = “worst specialist possible” to 10 = “best specialist possible”

STATE AVERAGE BERA 23% e

Aetna Health, Inc. (Houston) A 24% 68%

CIGNA HealthCare of Texas, Inc. (South Texas)* m 25% w

FIRSTCARE (Waco) 31% *

HMO Blue Texas (East/South/West Texas) KR 22% 0 %

HMO Blue Texas (Houston) [X8. 28% o 66% -

Humana Health Plan of Houston (Houston)* 2 26% ’m

Scott and White Health Plan (Central Texas) XA 16% 6 %

United Healthcare of Texas, Inc. m 23% m

(Houston/San Antonio) )
Due to rounding, percentages may not add up to 100%.

’ Includes HMO & POS products. (See page 5 for explanation.)

CAHPS® 5.0H Survey Results - Gulf Coast Texas
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Getting needed care
CAHPS® 5.0H Survey Results

Percentage who said they Percentage who said they
sometimes or never usually
received care that was needed received care that was needed

The bar graphs show answers to survey questions that asked people how often it was easy for them to:

e Get appointments with specialists.
o Get care, tests or treatment they needed through their health plan.

STATE AVERAGE 30% 6%

Aetna Health, Inc. (Houston) W

CIGNA HealthCare of Texas, Inc. (South Texas)* 32% T
FIRSTCARE (Waco) 35% Y U

HMO Blue Texas (East/South/West Texas) 32% i

HMO Blue Texas (Houston) 36% -1 L

Humana Health Plan of Houston (Houston)* 33% T
Scott and White Health Plan (Central Texas) 29% 117
United Healthcare of Texas, Inc. [EERA 28% o 58%

(Houston/San Antonio)

Due to rounding, percentages may not add up to 100%.

’ Includes HMO & POS products. (See page 5 for explanation.)
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Getting care quickly
CAHPS® 5.0H Survey Results

Percentage who said they Percentage who said they
sometimes or never usually
got care quickly got care quickly

The bar graphs show answers to survey questions that asked people how often they:

¢ Got care as soon as they thought they needed when they needed care right away.
¢ Got an appointment as soon as they thought they needed when they did not need care right away.

STATE AVERAGE IRESAN25% T ees

Aetna Health, Inc. (Houston) w

CIGNA HealthCare of Texas, Inc. (South Texas)* w
FIRSTCARE (Waco) 30% TS

HMO Blue Texas (East/South/West Texas) |RERDD. 27% o 61%

HMO Blue Texas (Houston) |JIEIXI. 24% o 56%

Humana Health Plan of Houston (Houston)* w
Scott and White Health Plan (Central Texas) RIS 27% b 57 %
United Healthcare of Texas, Inc. [|JJKEX 24% o 57%

(Houston/San Antonio)

Due to rounding, percentages may not add up to 100%.

CAHPS® 5.0H Survey Results - Gulf Coast Texas

’ Includes HMO & POS products. (See page 5 for explanation.)
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How well doctors communicate
CAHPS® 5.0H Survey Results

Percentage who said their doctors Percentage who said their doctors
sometimes or never usually
communicated well communicated well

The bar graphs show answers to survey questions that asked people how often their personal doctor:

» Explained things in a way that was easy for them to understand.
* Listened carefully to them.

» Showed respect for what they had to say.

» Spent enough time with them.

STATE AVERAGE [RE18% e

Aetna Health, Inc. (Houston) W

CIGNA HealthCare of Texas, Inc. (South Texas)* W
FIRSTCARE (Waco) N 17% o g

HMO Blue Texas (East/South/West Texas) [ R0 20% b TA% -

HMO Blue Texas (Houston) LR 18% b 78%

Humana Health Plan of Houston (Houston)* W
Scott and White Health Plan (Central Texas) B]T 20% b 7%
United Healthcare of Texas, Inc. EIEA 21% b 69% -

(Houston/San Antonio)

Due to rounding, percentages may not add up to 100%.

’ Includes HMO & POS products. (See page 5 for explanation.)
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Handling of claims quickly and correctly
CAHPS® 5.0H Survey Results

Percentage who said their plan Percentage who said their plan
sometimes or never handled Usually handled
claims quickly and correctly claims quickly and correctly

The bar graphs show answers to survey questions that asked people how often their health plan:

» Handled claims quickly.
* Handled claims correctly.

STATE AVERAGE 3% Leeg

Aetna Health, Inc. (Houston) 34% 71—

CIGNA HealthCare of Texas, Inc. (South Texas)* 35% T
FIRSTCARE (Waco) 38% T A

HMO Blue Texas (East/South/West Texas) 35% sy

HMO Blue Texas (Houston) [IEXR.__ 28% o 61%

Humana Health Plan of Houston (Houston)* 33% T
Scott and White Health Plan (Central Texas) 33% Y -1
United Healthcare of Texas, Inc. 29% 7 1/

(Houston/San Antonio)

Due to rounding, percentages may not add up to 100%.

CAHPS® 5.0H Survey Results - Gulf Coast Texas

’ Includes HMO & POS products. (See page 5 for explanation.)
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Health plan customer service
CAHPS® 5.0H Survey Results

Percentage who said customer Percentage who said customer
service was sometimes or never service was usually
efficient and helpful efficient and helpful

The bar graphs show answers to survey questions that asked people how often:

* They got the information or help they needed from their health plan’s customer service.
* Their health plan’s customer service staff treated them with courtesy and respect.

STATE AVERAGE IRERAN"24% 6w

Aetna Health, Inc. (Houston) W

CIGNA HealthCare of Texas, Inc. (South Texas)* W
FIRSTCARE (Waco) BB 23% L e 7 s

HMO Blue Texas (East/South/West Texas) [REXOI.. 26% o 50%

HMO Blue Texas (Houston) R 26% o 64%

Humana Health Plan of Houston (Houston)* W
Scott and White Health Plan (Central Texas) |IEEEM  18% o 650%
United Healthcare of Texas, Inc. [[JEES 21% o 60%

(Houston/San Antonio)

Due to rounding, percentages may not add up to 100%.

’ Includes HMO & POS products. (See page 5 for explanation.)
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Plan information on costs
CAHPS" 5.0H Survey Results

Percentage who said they Percentage who said they Percentage who said they
sometimes or never Usually Always
were able to find out cost info were able to find out cost info were able to find out cost info

The bar graphs show answers to survey questions that asked people
they were able to find out from their plan:

* How much would have to be paid for a healthcare service or equipment.
* How much would have to be paid for specific prescription medicines.

STATE AVERAGE 31% L 20%

Aetna Health, Inc. (Houston) 32% TT30% .

CIGNA HealthCare of Texas, Inc. (South Texas)* 37% T
FIRSTCARE (Waco) 0% TTHGTTT

P———
HMO Blue Texas (East/South/West Texas) 37% 29%

HMO Blue Texas (Houston) m_ 26% ZQZ

Humana Health Plan of Houston (Houston)* 27% o

Scott and White Health Plan (Central Texas) 31% 24%
United Healthcare of Texas, Inc. [ NNIEC " 2% . 290%

(Houston/San Antonio)

Due to rounding, percentages may not add up to 100%.

i Includes HMO & POS products. (See page 5 for explanation.)
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Shared Decision Making

CAHPS® 5.0H Survey Results

Percentage who said Percentage who said
there was Not at all or No there was Some
shared decision making shared decision making

The bar graphs show answers to survey questions that asked how much when starting or stopping a medicine:
* A doctor or other health provider talk about the reasons you might want to take a medicine?

* A doctor or other health provider talk about the reasons you might not want to take a medicine?
* Whether a doctor or other health provider ask you what you thought was best for you? (Yes or No)

STATE AVERAGE - 25% 47%

Aetna Health, Inc. (Houston) | 19% o 28% 42%

CIGNA HealthCare of Texas, Inc. (South Texas)* 2% 26% 43%

FIRSTCARE (Waco) IREROBRIIN  25% L 50%

HMO Blue Texas (East/South/West Texas) IRERMGala. 27% Lo 8
HMO Blue Texas (Houston) KRN 25% 47 %

Humana Health Plan of Houston (Houston)* m

Scott and White Health Plan (Central Texas) 18% 0 % 25%

United Healthcare of Texas, Inc. [T 27% 45%

(Houston/San Antonio)

Due to rounding, percentages may not add up to 100%.

’ Includes HMO & POS products. (See page 5 for explanation.)
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Response rate for all plans in the survey

Response rate = (completed surveys / [total sample — ineligible])

State Average = 25%

Aetna Health, Inc. (Austin) 19%
Aetna Health, Inc. (Dallas/Fort Worth) 21%
Aetna Health, Inc. (San Antonio/Corpus Christi) 20%
Community First Health Plans (San Antonio) 28%
FIRSTCARE (Abilene) 32%
FIRSTCARE (Amarillo) 40%
FIRSTCARE (Lubbock) 30%
HMO Blue Texas (Dallas/Fort Worth) 22%
Humana Health Plan of Texas (Austin) 23%
Humana Health Plan of Texas (Corpus Christi) 24%
Humana Health Plan of Texas (San Antonio) 27%
United Healthcare Benefits of Texas, Inc. (Austin/Dallas) 14%

Office of Public Insurance Counsel 49 Comparing Texas HMOs 2014 —



Office of Public Insurance Counsel 50 Comparing Texas HMOs 2014 —




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /CMYK
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<

    /BGR <>
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /CZE <>
    /DAN <>
    /DEU <>
    /ESP <>
    /ETI <>
    /FRA <>
    /GRE <>

    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)
    /HUN <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /LTH <>
    /LVI <>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /POL <>
    /PTB <>
    /RUM <>
    /RUS <>
    /SKY <>
    /SLV <>
    /SUO <>
    /SVE <>
    /TUR <>
    /UKR <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice




