Survey (CAHPS® 5.0H) Results

for

Central Texas Plans
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This section features survey results for plans that serve the Central Texas area. It includes
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 2012.

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.

Office of Public Insurance Counsel
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How people rated their health plan

Survey (CAHPS® 5.0H) Results

Percentage who rated their plan Percentage who rated their plan
6 or lower 7o0r8

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 IO 357 ~ TIIGmy

Aetna Health, Inc. (austin)” [HEZ"""37% ST
Aetna Health, Inc. (Dallas/Fort Worth)” [T 3704 1504

Aetna Health, Inc. (Houston)” 46% T 34% .

CIGNA HealthCare of Texas, Inc. (South Texas)* % A
FIRSTCARE (Waco) 41% T o5%
HMO Blue Texas (Dallas/Fort Worth) 38% Y/ S
HMO Blue Texas (East/South/West Texas)
HMO Blue Texas (Houston) 41% 1
Humana Health Plan of Texas (austin)* [IIEXOI. 45% 2806
Humana Health Plan of Texas (Houston)* 46% 0%
Humana Health Plan of Texas (San Antonio)* |G 38% . 420
Scott and White Health Plan (Central Texas) [ BT 32% . 480
United Healthcare Benefits of Texas, Inc. 51% o 33%

(Austin/Dallas)

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 health care
Survey (CAHPS® 5.0H) Results

Percentage who rated their care Percentage who rated their care
6 or lower 7o0r8

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

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

STATE AVERAGE A~ 37% oo

Aetna Health, Inc. (austin)” |2l 3806 Iy

Aetna Health, Inc. (Dallas/Fort Worth)~ 30% %
Aetna Health, Inc. (Houston)” 43% A%

CIGNA HealthCare of Texas, Inc. (South Texas)* 1%

FIRSTCARE (waco) [F2A 4006 o A80p

HMO Blue Texas (Dallas/Fort Worth) [FRRQ . 37% 520
HMO Blue Texas (East/South/West Texas)
HMO Blue Texas (Houston) TR 39% 500

Humana Health Plan of Texas (Austin)* 47% Y (-1 S

Humana Health Plan of Texas (Houston)* % o

Humana Health Plan of Texas (San Antonio)* [FREA 3806 Lo B

Scott and White Health Plan (Central Texas) [IESA. 2906 o Bg0p
United Healthcare Benefits of Texas, Inc. 40% 0

(Austin/Dallas)

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

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

Survey (CAHPS® 5.0H) Results - Central Texas

Office of Public Insurance Counsel 9 Comparing Texas HMOs 2013 — Central Texas



How people rated their personal doctor
Survey (CAHPS® 5.0H) 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”

Aetna Health, Inc. (Austin)

Aetna Health, Inc. (Dallas/Fort Worth) Bl 24% T

Aetna Health, Inc. (Houston)” 31% 0%

CIGNA HealthCare of Texas, Inc. (South Texas)* IR 2206 680 —
FIRSTCARE (Waco) Y2804 e

HMO Blue Texas (Dallas/Fort Worth) [FTER. . 2506 650

HMO Blue Texas (East/South/West Texas) % 27%. . 6%

HMO Blue Texas (Houston) T2 27% %% —m

Humana Health Plan of Texas (Austin)* 34% T
Humana Health Plan of Texas (Houston)*
Humana Health Plan of Texas (San Antonio)* [3%. 25% o 6000

Scott and White Health Plan (Central Texas) [ 1806 mo A%
United Healthcare Benefits of Texas, Inc. [% 200 oTEEyTTTTT

(Austin/Dallas)

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
Survey (CAHPS® 5.0H) Results

Percentage who rated their Percentage who rated their
specialist specialist
6 or lower 70r8

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 ™50 I

Aetna Health, Inc. (austin) JEREE 2806 0 By

Aetna Health, Inc. (Dallas/Fort Worth)~ W

Aetna Health, Inc. (Houston) [ 2505 o e

CIGNA HealthCare of Texas, Inc. (South Texas)* [T 22% o660

HMO Blue Texas (Dallas/Fort Worth) 3300 v

HMO Blue Texas (East/South/West Texas) W
HMO Blue Texas (Houston) ETRR . 2506 650

Humana Health Plan of Texas (Austiny* [Bf 26% 680
Humana Health Plan of Texas (Houston)* FIER. . 26% 64—
Humana Health Plan of Texas (San Antonio)* [T 23%  mo 660
Scott and White Health Plan (Central Texas) BB, 21% % —m™

United Healthcare Benefits of Texas, Inc. 26% A
(Austin/Dallas)

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

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

Survey (CAHPS® 5.0H) Results - Central Texas
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Getting needed care
Survey (CAHPS® 5.0H) 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:

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

STATE AVERAGE [T 5% I

Aetna Health, Inc. (austin)” [ 280 o s

Aetna Health, Inc. (Dallas/Fort Worth)" 3104 B -7

Aetna Health, Inc. (Houston)” 31% B =17 S

CIGNA HealthCare of Texas, Inc. (South Texas)* IR 28% o B5p ™
FIRSTCARE (Waco) R 33% o Be0p

HMO Blue Texas (Dallas/Fort Worth) [JEREE. 28% 500

HMO Blue Texas (East/South/West Texas)

HMO Blue Texas (Houston) [ 27% B

Humana Health Plan of Texas (Austin)* 31% 11/ T

Humana Health Plan of Texas (Houston)* % o
Humana Health Plan of Texas (San Antonio)* [IEURAN 3306 Lo Bagp

Scott and White Health Plan (Central Texas) [REH 33% o Be0p
United Healthcare Benefits of Texas, Inc. [ 23% b BATh -

(Austin/Dallas)

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
Survey (CAHPS® 5.0H) 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:

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

STATE AVERAGE [Tl 5% IS

Aetna Health, Inc. (Austin)”

Aetna Health, Inc. (Dallas/Fort Worth) [FBRR . 249 65—
Aetna Health, Inc. (Houston)” IEREEE 2600 . o B —

CIGNA HealthCare of Texas, Inc. (South Texas)* 4%

FIRSTCARE (Waco) [TV 270 oo B0

HMO Blue Texas (Dallas/Fort Worth) [FER . 2506 &
HMO Blue Texas (East/South/West Texas) [ 23% 630 -
HMO Blue Texas (Houston) [T 230% . 63—

Humana Health Plan of Texas (Austin)* [JEEAM 22% o 6100

Humana Health Plan of Texas (Houston)* % o

Humana Health Plan of Texas (San Antonio)* G 230 Lo B0
Scott and White Health Plan (Central Texas) RN 2806 o B80p
United Healthcare Benefits of Texas, Inc. [T 27% 610 -

(Austin/Dallas)

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

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

Survey (CAHPS® 5.0H) Results - Central Texas
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How well doctors communicate
Survey (CAHPS® 5.0H) 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 [ T80, I
Aetna Health, Inc. (Austin) [ 1506 T T

Aetna Health, Inc. (Dallas/Fort Worth) BI™ 1806
Aetna Health, Inc. (Houston)” X% 2206
CIGNA HealthCare of Texas, Inc. (South Texas)* R 1500 m e 1800

HMO Blue Texas (Dallas/Fort Worth) ™ 16% S, ™

HMO Blue Texas (East/South/West Texas) W
HMO Blue Texas (Houston) &% 2206 i i,

Humana Health Plan of Texas (Austing* [l 18% %
Humana Health Plan of Texas (Houston)*
Humana Health Plan of Texas (San Antonio)*
Scott and White Health Plan (Central Texas) T 17% o 780
United Healthcare Benefits of Texas, Inc. [ 18% T —

(Austin/Dallas)

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
Survey (CAHPS® 5.0H) 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.

Aetna Health, Inc. (austin)’ R385 TS

Aetna Health, Inc. (Dallas/Fort Worth) 3805 0

Aetna Health, Inc. (Houston)” 39% Y (<7 S

CIGNA HealthCare of Texas, Inc. (South Texas)* 5%

FIRSTCARE (Waco)

HMO Blue Texas (Dallas/Fort Worth) R 26% 6806
HMO Blue Texas (East/South/West Texas) W
HMO Blue Texas (Houston)

Humana Health Plan of Texas (Austiny* R 30% o 5%

Humana Health Plan of Texas (Houston)* % o

Humana Health Plan of Texas (San Antonio)* KL 9% 54%

Scott and White Health Plan (Central Texas) [ 2220 37% ey
United Healthcare Benefits of Texas, Inc. 30% 60%

(Austin/Dallas)

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

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

Survey (CAHPS® 5.0H) Results - Central Texas
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Health plan customer service
Survey (CAHPS® 5.0H) 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 ™24 T o

Aetna Health, Inc. (austin) IR 2606 0 BETTTTTTTT

Aetna Health, Inc. (Dallas/Fort Worth)~ W

Aetna Health, Inc. (Houston)” 29% 0%

CIGNA HealthCare of Texas, Inc. (South Texas)* R 17% o 00
FIRSTCARE (Waco) [IERCPM 29% Lo esop

HMO Blue Texas (Dallas/Fort Worth) [ 18% ™

HMO Blue Texas (East/South/West Texas) B~ 28% 680

HMO Blue Texas (Houston) IR 2206 6o —mm—

Humana Health Plan of Texas (Austiny* [ 24% o 6/%
Humana Health Plan of Texas (Houston)* LS % 900

Humana Health Plan of Texas (San Antonio)* IIEREA 2206 Lo 6o0p
Scott and White Health Plan (Central Texas) RO 2806 o B50a
United Healthcare Benefits of Texas, Inc. [FERQ.__ 24% 650 -

(Austin/Dallas)

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
Survey (CAHPS® 5.0H) 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 health care service or equipment.
« How much would have to be paid for specific prescription medicines.

STATE AVERAGE 0% s
Aetna Health, Inc. (Austin)” 33% %

Aetna Health, Inc. (Dallas/Fort Worth)~ 38% 37
Aetna Health, Inc. (Houston)” | NEGEGEYE"" 25% 2300

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

HMO Blue Texas (Dallas/Fort Worth) m

HMO Blue Texas (East/South/West Texas) 32% 3%

HMO Blue Texas (Houston) 28% 26% 4504

Survey (CAHP\S® 5.0H) Results - Central Texas

Humana Health Plan of Texas (Austin)* 29% 0%
Humana Health Plan of Texas (Houston)* 36% 26%
Humana Health Plan of Texas (San Antonio)* 33% 20%

Scott and White Health Plan (Central Texas) [ HTNENGIECEE""27% . 28%

United Healthcare Benefits of Texas, Inc. 44% 27% 904
(Austin/Dallas)

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) 22%
Aetna Health, Inc. (Dallas/Fort Worth) 26%
Aetna Health, Inc. (El Paso) 20%
Aetna Health, Inc. (Houston) 21%
Aetna Health, Inc. (San Antonio/Corpus Christi) 22%
CIGNA HealthCare of Texas, Inc. (South Texas) 19%
Community First Health Plans (San Antonio) 33%
FIRSTCARE (Abilene) 30%
FIRSTCARE (Amarillo) 35%
FIRSTCARE (Lubbock) 28%
FIRSTCARE (Waco) 24%
HMO Blue Texas (Dallas/Fort Worth) 22%
HMO Blue Texas (East/South/West Texas) 25%
HMO Blue Texas (Houston) 20%
Humana Health Plan of Texas (Austin) 23%
Humana Health Plan of Texas (Corpus Christi) 23%
Humana Health Plan of Texas (Houston) 21%
Humana Health Plan of Texas (San Antonio) 26%
Scott and White Health Plan (Central Texas) 36%
United Healthcare Benefits of Texas, Inc. (Austin/Dallas) 15%
United Healthcare Benefits of Texas, Inc. (Houston/San Antonio) 25%
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