HOW WELL DOCTORS COMMUNICATE

Adult General Child CSHCN
HCK 64% 71% 70%
Midwest Region 71% 74% NCED does not
Nation 70% 74% o SN

SHARED DECISION MAKING

Adult General Child CSHCN
HCK 59% NR 62%
Midwest Region 57% 66% NCBD does not
Nation 57% 66% Provide SN

CSHCN RESULTS

Comparisons of the survey responses for CSHCN measures reflect the percentage of
respondents providing the most positive response to the survey question, “Yes” or “Always.”
The results for these measures indicated 59% of these children always had access to the
specialized services they needed; 70% experienced coordination of their care; and 85% had a
personal doctor who knows the child.

SUMMARY

Strengths and opportunities for improvement were determined based on statistically
significant differences between the HCK and the NCBD benchmarks.

Strengths of HCK, with respect to the Midwest Region or the Nation, include the ability of adult
members to get needed care

Opportunities for improvement for HCK, with respect to the Midwest Region or the Nation,
include adult member satisfaction with personal doctors and adult member satisfaction with
how well doctors communicate. Regarding member satisfaction with personal doctors and
communication with doctors, areas with the most room for improvement include doctors
spending enough time and doctors explaining things clearly.
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The Kansas Health Policy Authority (KHPA), contracts with the Kansas Foundation for
Medical Care, Inc. (KFMC) to administer Consumer Assessment of Healthcare Providers
and Systems (CAHPS) surveys to consumers enrolled in the HealthConnect Kansas (HCK)
program. The CAHPS health plan surveys are nationally standardized survey tools
sponsored by the Agency for Healthcare Research and Quality and co-developed with the
National Committee for Quality Assurance. The updated CAHPS 4.0H Adult survey tool
and CAHPS 4.0H Child survey tool were fielded in 2009. Differences between the newer
and older version of the CAHPS survey tools include changes to the number, order, and
wording of survey questions; revisions to the definition of a complete and valid survey;
and numerous revisions to composites.

Surveys were administered to HCK adult members age 18 or older and parents or guardians of
child members age 17 or younger as of 12/31/2008, who were enrolled in HCK at least five of
the previous six months, and who were currently enrolled in HCK at the time the survey was
completed. The survey participants were randomly selected. The child survey methodology
included a supplemental sampling protocol to identify children who might have special health
care needs, based on health care usage questions included in the survey. For purposes of this
brochure, this group will be referred to as children with special health care needs (CSHCN). The
CSHCN and general child populations are not mutually exclusive, since there is overlap between
these groups.

The 2009 HCK survey results are included in the National CAHPS Benchmarking Database
(NCBD), which allows HCK to be compared to other Medicaid health plans in the Midwest
Region and the Nation. This pamphlet contains comparisons between the responses of HCK
members and the NCBD Midwest Regional and National benchmarks. The Midwest Region data
is comprised of data reported by Medicaid plans in 12 states including lllinois, Indiana, lowa,
Kansas, Michigan, Minnesota, Missouri, Nebraska, North Dakota, Ohio, South Dakota and
Wisconsin.

The purpose of sharing these findings is to let you see how HCK is doing as a health plan,

and to provide you with valuable consumer feedback that may be useful as you work
toward improving patient satisfaction.

RATING RESULTS

RATING OF PERSONAL DOCTOR
Adult General Child CSHCN

HCK 60% 68% 66%

Midwest Region 64% 69% NCB'?ddOCe;anohtl
roviae

Nation 62% 69% pbenchmarks.

RATING OF SPECIALIST SEEN MOST OFTEN

Adult General Child CSHCN
HCK 62% NR 68%
Midwest Region 62% 64% NCBD does not
Nation 61% 65% provice CSHCN

RATING OF HEALTH CARE
Adult General Child CSHCN

HCK 47% 62% 56%

Midwest Region 50% 60% NCBIE)ddo:Ser::
rovide

Nation 49% 60% Fbenchmarks.

COMPOSITE RESULTS

Three of the rating questions reflect overall satisfaction with the care provided at the
physician office level. Survey participants were asked to rate their satisfaction with their
personal doctor, specialist seen most often, and overall health care on a scale from 0 to
10, where 0 was the worst possible and 10 was the best possible. The following scores
represent the percentage of respondents who indicated ratings of 9 or 10. Some items
below are not reportable (NR) if less than 100 survey responses were received for the
survey question being reported.
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Composites are groupings of questions that measure the same dimension of healthcare or
health plan services. Comparisons reflect the percentage of respondents providing the most
positive response to the survey question, “Definitely Yes” or “Always.” The interpretation of
the data is based on the assumption that low scores are reflective of low satisfaction while
high scores are reflective of high satisfaction. Some items below are not reportable (NR) if
less than 100 survey responses were received for the survey question being reported.

GETTING NEEDED CARE
Adult General Child CSHCN

HCK 56% 63% 58%

Midwest Region 53% 58% NCBPddO:;H'LOI\:
rovi

Nation 51% 55% pb’.:znd:!mr.-irks.

GETTING CARE QUICKLY
Adult General Child CSHCN

HCK 60% 69% 71%
Midwest Region 58% 74% NCBPddoceSer::o'\:
Nation 57% 71% p!;:‘r’llc:marks.
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