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Introduction

This report presents results for State of Colorado 2004 CAHPS® survey of child Medicaid
managed care enrollees compared to results of CAHPS child surveys conducted by other
Medicaid survey sponsors participating in the NCBD 2004. NCBD 2004 contains CAHPS 3.0
and 3.0H Health Plan survey results from 128 unique child Medicaid plans that conducted
surveys between October 2003 through June 2004.

The NCBD 2004 sponsor report is organized in three sections:

e Section A: Results at a Glance: Presents two summary tables of comparative results,
showing both statistically significant differences and percentile rankings of sponsor results
compared to NCBD benchmarks.

e Section B: Results in Detail: Presents detailed results for survey items through a series
of bar charts. This section begins with a list of participants in the NCBD 2004 and two
sponsor-specific tables showing a comparison of demographic and utilization
characteristics of respondents.

e Section C: Background and Methodology: Presents overview information about
CAHPS and the NCBD, and includes guidelines for using NCBD reports, methodological
information on consumer reports, consumer ratings and chronic condition questions if
applicable, response rate calculation, case mix adjustment, and significance testing.

Sections A and B are presented together in this document. Section C is presented as a
separate companion document.

Questions regarding this report or any aspect of the NCBD can be directed by e-mail to
NCBD1@westat.com. Further information about the NCBD is available through the NCBD Web
site at: http://ncbd.cahps.org
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Section A: Results at a Glance

This section summarizes the 2004 child Medicaid survey results for State of Colorado in two
ways:

Table 1. Summary of Statistically Significant Differences: This table presents the results of
tests of statistically significant differences between health plans and the NCBD child Medicaid
distribution for the ratings and composites. Statistical tests were conducted at the 0.05 level of
statistical significance. The table also includes the results of statistical tests between the
sponsor distribution and the NCBD distribution. The arrows in the table indicate the results of
the statistical comparison:

e (M) up arrow - performance that is above the NCBD plan distribution.

o (W) down arrow - performance that is below the NCBD plan distribution.

e ()two-sided arrow - performance is statistically equivalent to the NCBD plan
distribution.

Table 2. Summary of Percentile Rankings: This table presents the results by percentile
rankings using stars to indicate the percentile band for a specific result. This table shows where
each health plan result fell within the percentile range of all the plans in the country that
submitted CAHPS child Medicaid survey results to the NCBD. Five stars indicate the plan
performed within the top ten percent of child Medicaid plans in the NCBD 2004 while one star
indicates the plan performed within the bottom twenty-five percent of plans in the NCBD 2004.
Rankings are based on a direct comparison of the plan result to the full range of results from all
child Medicaid plans in the NCBD 2004, no statistical comparisons were performed.
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State of Colorado

Table 1. Statistically Significant Differences Summary

Symbol

A

&

7

Interpretation

indicates result is statistically above
the NCBD plan distribution

indicates result is statistically
equivalent to the NCBD plan
distribution

indicates result is statistically
below the NCBD plan
distribution

Consumer Repo

rts

Getting Getting Care | Doctors Who | Courteous & Customer

Needed Care | Quickly for | Communicate | Helpful Office Service

for Children Children Well Staff
State of Colorado Sponsor & & & & v
Colorado Access N7 N7 & & \7
Colorado Fee-For-Service & & & & v
Colorado Primary Care Physician Program A & R & &
Rocky Mountain Health Plans A A N A &
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State of Colorado

Table 1 (cont.) Statistically Significant Differences Summary

Symbol

O

&

v

Interpretation

indicates result is statistically above
the NCBD plan distribution

indicates result is statistically
equivalent to the NCBD plan

indicates result is statistically below
the NCBD plan distribution

distribution
Consumer Ratings
Overall Rating of | Overall Rating | Overall Rating | Overall Rating
Child's Personal of Child's of Child's Health|of Child's Health
Doctor Specialists Care Plan

State of Colorado Sponsor & & & &
Colorado Access & & N7 N7
Colorado Fee-For-Service & & v v
Colorado Primary Care Physician Program & N f=d &
Rocky Mountain Health Plans A & N A
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State of Colorado

Table 2. Consumer Reports Percentile Rank Summary

Symbol %ok ok ok ok |k ok ok ok * % * % *
: 90" — 100" 75" — 89" 50" — 74" 25" — 49" | Below the 25"
Percentile Rank percentile percentile percentile percentile percentile
Consumer Reports
Getting Getting Care | Doctors Who | Courteous & Customer
Needed Care | Quickly for | Communicate | Helpful Office Service
for Children Children Well Staff
State of Colorado Sponsor * % * % * % * % *
Colorado Access * * % * % * % *
Colorado Fee-For-Service * % * % * % * % *
Colorado Primary Care Physician Program * %k Kk X * % Kk * % Kk * % * %
Rocky Mountain Health Plans ok k k ok | ko k ok ok * %k Kk K * % Kk Kk ok * %
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State of Colorado

Table 2 (cont.) Consumer Ratings Percentile Rank Summary

Symbol * % % Kk Kk * % %k * %k * % *
: 90" — 100" 75" — 89" 50" — 74" 25" — 49" Below the 25"
Percentile Rank percentile percentile percentile percentile percentile

Consumer Ratings

Overall Rating of

Overall Rating of

Overall Rating of

Overall Rating of

Child's Personal Child's Child's Health Child's Health
Doctor Specialists Care Plan
State of Colorado Sponsor * % * % %k * * % * %
Colorado Access * % * % Kk * *
Colorado Fee-For-Service * * * * %
Colorado Primary Care Physician Program * % * %k % Kk * % * %k
Rocky Mountain Health Plans * %k Kk K * % K Kk * % Kk Kk ok * %k kX
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Section B: Results in Detall

This section presents comparisons of 2004 sponsor-specific survey results in detail. The section begins
with a list of sponsors participating in the NCBD 2004, followed by sponsor-specific demographic and
utilization characteristics of respondents compared to the NCBD child Medicaid sample. Detailed survey
results are then presented for consumer reports and their respective items, followed by consumer
ratings and HEDIS survey item results (if applicable).

Please refer to Section C of this report (separate companion document) for more information on
question item and response definitions.
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State of Colorado

Table 3. Participants in NCBD 2004

The table below shows the composition of the NCBD 2004 child Medicaid database.

Sponsor Name Number of Total Total Range of
Plans Number Number of Response
Surveyed Sampled Completed Rates
Surveys’
AHCA - Florida 10 2,262 2,262 N/A
Blue Cross Blue Shield of Kansas City 1 1,650 400 25%
California Department of Health Services 29 85,020 32,088 20% - 46%
Cimarron Health Plan 1 1,650 413 26%
FirstGuard Health Plan 2 5,140 1,647 24% - 36%
Health Care USA of Missouri 3 4,950 1,618 24% -42%
Health Net Inc. 4 8,182 2910 26% -40%
Kansas Foundation for Medical Care Inc. 1 3,490 895 24%
MassHealth 5 4,200 2,461 58% - 63%
MD Dept. of Health and Mental Hygiene 6 19,195 5,854 20% - 34%
Mercy Health Plans 1 1,650 499 31%
Molina Healthcare of California 1 1,980 370 19%
New Mexico Health Policy Commission 3 8,630 2,280 26% - 28%
New York State Department of Health 27 25,250 9,502 N/A
OH Dept. of Job and Family Services 4 13,960 5,214 31% - 40%
Oregon Department of Human Services 15 9,375 3,316 30% -47%
PA Dept of Public Welfare 7 12,045 4,137 26% - 46%
Rocky Mountain Health Plans 1 1,898 717 43%
State of Colorado 4 7,014 2,316 30% - 43%
SummacCare Inc. 1 3,490 1,404 39%
Utah Department of Health 2 3,300 1,356 41% - 46%
WA State Medical Assistance Admin-MAA 6 20,450 9,316 37% - 51%

1 Total number of completed surveys includes only those surveys coded as a “complete” by the sponsor or their vendors(s).

2 For 2004, sponsors submitted CAHPS child Medicaid data for 128 unique health plan samples.
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State of Colorado

Table 4. Demographic Characteristics — NCBD and State of Colorado

The following table presents descriptive information about the sponsor sample, the entire NCBD child
Medicaid database, and the general child population. Data on the general child population are compiled
by the State Health Access Data Assistance Center, University of Minnesota School of Public Health,
using data from the U.S. Census Bureau's Current Population Survey, August 2004. Sponsors and plans
can use this information to inform their interpretation of survey results.

Demographic Characteristic Sponsor NCBD 2004 Genergl
Population

Gender (parent/guardian)
Male 8% 10% NA
Female 92% 90% NA
Gender (child)
Male 52% 53% 51%
Female 48% 47% 49%
Age (parent/guardian)
Under 18 years 6% 7% NA
18-34 years 54% 46% NA
35-54 years 34% 41% NA
55-74 years 6% 6% NA
75+ years 0% 0% NA
Age (child)
0-3 years 32% 27% 26%
4-7 years 25% 24% 23%
8-11 years 19% 20% 21%
12+ years 24% 28% 29%
Education (parent/guardian)
Less than high school graduate 23% 28% NA
High school graduate/GED 35% 34% NA
Some college/2 year degree 33% 29% NA
4 year college graduate 5% 5% NA
More than 4 year college degree 4% 3% NA
Race/Ethnicity (child)
White 57% 49% 66%
African-American 6% 18% 26%
Asian 1% 5% 3%
Native Hawaiian/Pacific Islander 0% 1% NA
American Indian/Native Alaskan 2% 1% 2%
Other 24% 20% NA
Multi-racial 10% 6% 4%
Health Status of Child (as reported by parent/guardian)
Excellent 42% 37% 40%
Very Good 34% 32% 31%
Good 19% 23% 24%
Fair 4% 7% 4%
Poor 1% 1% 1%
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State of Colorado

Table 5. Utilization Characteristics — NCBD and State of Colorado

The following table presents utilization information for State of Colorado and for the NCBD 2003.
Sponsors and plans can use this information to inform their interpretation of survey results.

Utilization Characteristic

Sponsor

NCBD 2004

Have a personal doctor or nurse?

Yes 82% 83%

No 18% 17%
See a specialist?

Yes 21% 23%

No 79% 77%
Call adoctor's office?

Yes 58% 51%

No 42% 49%
Appointment for routine care?

Yes 63% 59%

No 37% 41%
lliness/injury that needed care right away?

Yes 43% 36%

No 57% 64%
Visits to the emergency room?

None 73% 75%

1-2 24% 22%

3-4 3% 3%

5-9 0% 1%

10+ 0% 0%
Visits to doctor's office or clinic?

None 21% 24%

1-2 49% 46%

3-4 19% 20%

5-9 8% 8%

10+ 3% 3%
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State of Colorado

Survey Results in Detail

The detailed survey results in this section present the full range of responses in a bar chart format, as
shown in the example below for the Getting Needed Care composite:

Getting Needed Care for Children

This chart displays the data for "Getting Needed Care", an aggregate of survey questions 7, 13, 28, and 30.
Results for the individual questions are displayed on each of the following pages.

A big problem A small problem Not a problem * = Zilttr?t;::s: ((::ildo'\'ﬂoesd)icaid
. | e ¥ = worse than Child Medicaid
| | _ distribution (p < 0.05)
0% 20% 40% 60% 80% 100%
Child Medicaid (n=65061) 70%
West Regional (n=39837) [ 12% |  19% v
HMO/POS (n=58908) [ 12% |  19%
PCCM NA
Sponsor (n=1668) 74%
(n=308)
Plan B (n=677) 73%
Plan © (n=683) "

The definitions of the comparative benchmarks used in the bar charts are as follows:

Child Medicaid — The distribution of results for all child Medicaid surveys in the

NCBD 2004.

) Region — The distribution of results for all child Medicaid surveys within the region of
the NCBD 2004. See the section below for details on how the regions were defined.

° HMO/POS - The distribution of results for all child Medicaid surveys of HMO, POS
and HMO/POS plans in the NCBD 2004.

[ Primary Care Case Management (PCCM) — The distribution of results for all child
Medicaid surveys of PCCM programs in the NCBD 2004.

) Sponsor — The distribution of results for the sponsor’s health plans.

Arrows indicating up or down show statistically significant differences between each plan and
the NCBD distribution. These tests were conducted at the 0.05 level of statistical significance.
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State of Colorado

Regional Benchmarks

The regional benchmarks were calculated according to the United States Census Bureau Regions. The
table below lists the regions and included states.

Region States

Northeast Connecticut, Maine, Massachusetts, New Hampshire, New Jersey, New York,
Pennsylvania, Puerto Rico, Rhode Island, Vermont

Midwest lllinois, Indiana, lowa, Kansas, Michigan, Minnesota, Missouri, Nebraska, North
Dakota, Ohio, South Dakota, Wisconsin

South Alabama, Arkansas, Delaware, DC, Florida, Georgia, Kentucky, Louisiana, Maryland,
Mississippi, North Carolina, Oklahoma, South Carolina, Tennessee, Texas, Virginia,
West Virginia

West Alaska, Arizona, California, Colorado, Guam, Hawaii, ldaho, Montana, Nevada, New

Mexico, Oregon, Utah, Washington, Wyoming
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State of Colorado

Getting Needed Care for Children

This chart displays the data for "Getting Needed Care for Children", an aggregate of survey questions 7,
13, 28, and 30. Results for the individual questions are displayed on each of the following pages.

. A = better than Child Medicaid
A big problem A small problem Not a problem distribution (p < 0.05)

\ | / ¥ =worse than Child Medicaid
| | _ distribution (p < 0.05)

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

West Regona (n=soms) [CEE] 9% v

PCCM NA

n=ssr) W] v
Colorado Primary Care Physician Program (n=490) | 11% | 16% )

Rocky Mountain Health Plans (n=534) 80% 1«

NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences
in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the
scoring and case-mix methodology.
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State of Colorado

Q7. Since your child joined his or her health plan, how much of a problem, if any, was it to get a personal
doctor or nurse for your child you are happy with?

N

A = better than Child Medicaid

Child Medicaid
West Regional

HMO/POS

A big problem A small problem Not a problem distribution (p < 0.05)
/ V¥ =worse than Child Medicaid
_ distribution (p < 0.05)
0% 20% 40% 60% 80% 100%
(n=t8379
(n=29066) 77% v
(n=21334)
NA

PCCM

Sponsor

Colorado Access
Colorado Fee-For-Service
Colorado Primary Care Physician Program

Rocky Mountain Health Plans

(e1200) [T % '

=200 [T ] I ¢
o3 ] I ¢
e v
(n=317) 84% o

NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences
in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the

scoring and case-mix methodology.
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State of Colorado

Q13. Of those respondents who thought their child needed to see a specialist: "In the last 6 months, how
much of a problem, if any, was it to see a specialist that your child needed to see?"

. A = better than Child Medicaid
A big problem A small problem Not a problem distribution (p < 0.05)

\ | / ¥ =worse than Child Medicaid
| | _ distribution (p < 0.05)

0% 20% 40% 60% 80% 100%
Child Medicaid (n=21927) [ 16% |  19%
West Regional (n=13206) [ 17% |  19% v
HMO/POS (n=19764) [ 16% |  19%
PCCM NA
Colorado Access (n=78) | 23% [ 21%
Colorado Fee-For-Service (n=110) [ 11% ] 26%
Colorado Primary Care Physician Program (n=151) | 16% | 14%
Rocky Mountain Health Plans (n=165) 76%

NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences
in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the
scoring and case-mix methodology.

NCBD 2004 Child Medicaid Sponsor Report B-9



State of Colorado

Q28. Of those respondents whose child went to a doctor's office or clinic: "In the last 6 months, how much
of a problem, if any, was it to get the care, tests, or treatment for your child that you or a doctor believed
necessary?"

. A = better than Child Medicaid
A big problem A small problem Not a problem distribution (p < 0.05)

\ | / ¥ =worse than Child Medicaid
| | _ distribution (p < 0.05)

0% 20% 40% 60% 80% 100%
West Regional (n=19158) 7% v
PCCM NA

Colorado Fee-For-Service (n=196) 81%

Colorado Primary Care Physician Program (n=267) . 83%
Rocky Mountain Health Plans (n=317) [ [ 8% | 88%

NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences
in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the
scoring and case-mix methodology.
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State of Colorado

Q30. Of those respondents whose child went to a doctor's office or clinic: "In the last 6 months, how much
of a problem, if any, were delays in health care while you waited for approval from your child's health plan?"

A big problem

N

Child Medicaid
West Regional
HMO/POS
PCCM

Sponsor

Colorado Access
Colorado Fee-For-Service
Colorado Primary Care Physician Program

Rocky Mountain Health Plans

A small problem

Not a problem

b

0%

20%

A = better than Child Medicaid
distribution (p < 0.05)

V¥ =worse than Child Medicaid
distribution (p < 0.05)

40% 60% 80%

(n=13975) |

16% | 26%

59%

(n=8446) |

17% | 26%

58%

(n=12691) |

16% | 26%

58%

NA

(n=271) |

15% 26%

59%

(n=59) |

22% [

34% 44%

(n=57) |

23% |

32% 46%

(n=80) | 11% |

21%

(n=75) [7%|

20%

NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences
in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the

scoring and case-mix methodology.

100%

IR
I
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State of Colorado

Getting Care Quickly for Children

This chart displays the data for "Getting Care Quickly for Children", an aggregate of survey questions 18,
20, 23, and 31. Results for the individual questions are displayed on each of the following pages.

Never + Sometimes

N

Usually

Child Medicaid
West Regional
HMO/POS
PCCM

Sponsor

Colorado Access
Colorado Fee-For-Service
Colorado Primary Care Physician Program

Rocky Mountain Health Plans

A = better than Child Medicaid
Always distribution (p < 0.05)

/ V¥ =worse than Child Medicaid
_ distribution (p < 0.05)

0% 20% 40% 60% 80% 100%
R0 i —
(n=42411) | 26% [ 29% v
(n=ss1s0) [ 7

NA
(n=200e) (2
] o — — ‘
rss) [BRTT]
) - ——
(v=o27) [ 7o »

NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences
in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the

scoring and case-mix methodology.
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State of Colorado

Q18. Of those respondents who called a doctor's office or clinic to get help or advice for their child: "In the
last 6 months, when you called during regular office hours, how often did you get the help or advice you

needed for your child?"

Never + Sometimes

N

Usually

Child Medicaid
West Regional
HMO/POS
PCCM

Sponsor

Colorado Access
Colorado Fee-For-Service
Colorado Primary Care Physician Program

Rocky Mountain Health Plans

A = better than Child Medicaid
Always distribution (p < 0.05)
/ V¥ =worse than Child Medicaid
_ distribution (p < 0.05)
0% 20% 40% 60% 80% 100%

(n=43224) |  15%

| 23% 62%

(n=25091) | 1%

[ 27% 57% v

(n=38751) | 15%

[ 24% 61%

NA

(n=1344) [ 14%

21% 65%

(n=216) |

25% [ 25% 50% L4

(n=296) | 16% | 20% 64%

(n=389) | 13%

[ 22% 65%

(n=443) | 8% |

v TR

NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences
in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the

scoring and case-mix methodology.
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State of Colorado

Q20. Of those respondents whose child had an injury or iliness that needed care right away: "In the last 6
months, when your child needed care right away for an illness, injury, or condition, how often did your child
get care as soon as you wanted?"

Never + Sometimes Usually

N

Child Medicaid
West Regional
HMO/POS
PCCM

Sponsor

Colorado Access
Colorado Fee-For-Service
Colorado Primary Care Physician Program

Rocky Mountain Health Plans

Always
| e
.
0% 20%

A = better than Child Medicaid
distribution (p < 0.05)

V¥ =worse than Child Medicaid
distribution (p < 0.05)

40% 60% 80%

100%

(n=30464) | 14%

24% 61%

(n=17890) | 1%

27% 56%

(n=27443) | 15%

25% 60%

NA

(n=980) | 12%

22%

66%

(n=154) [ 17%

29% 55%

(n=223) | 16%

2

1% 63%

(n=312) | 12% |

22%

66%

(n=291) [6%]

20%

74%

NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences

in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the

scoring and case-mix methodology.

€«

>
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State of Colorado

Q23. Of those respondents who made an appointment with a doctor or health provider: "In the last 6
months, not counting times your child needed health care right away, how often did your child get an
appointment for health care as soon as you wanted?"

A = better than Child Medicaid

100%

Never + Sometimes Usually Always distribution (p < 0.05)
\ | / V¥ =worse than Child Medicaid
| | _ distribution (p < 0.05)
0% 20% 40% 60% 80%

Child Medicaid (n=49767) [ 17% ] 30%
West Regional (n=29011) [ 1% | 33% v
HMO/POS (n=44807) [ 17% | 31%
PCCM NA
Sponsor (n=1438) | 14% 32%
Colorado Access (n=245) | 25% [ 31% v
Colorado Fee-For-Service (n=336) [ 15% | 35%
Colorado Primary Care Physician Program (n=406) | 15% | 30%

Rocky Mountain Health Plans

(n=451) | 6% | 32%

IR

NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences
in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the

scoring and case-mix methodology.
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State of Colorado

Q31. Of those respondents whose child went to a doctor's office or clinic: "In the last 6 months, how often
was your child taken to the exam room within 15 minutes of his or her appointment?"

. A = better than Child Medicaid
Never + Sometimes Usually Always distribution (p < 0.05)

\ | / ¥ =worse than Child Medicaid
| | _ distribution (p < 0.05)

0% 20% 40% 60% 80% 100%
Child Medicaid (n=63382) | 49% [ 29%
West Regional (n=37637) | 50% [ 30% 7
HMO/POS (n=57240) | 49% [ 29%
PCCM NA
Sponsor (n=1820) | 43% 32% A
Colorado Access (n=312) | 49% [ 24%
Colorado Fee-For-Service (n=410) | 45% [ 32%
Colorado Primary Care Physician Program (n=524) | 49% | 28%
Rocky Mountain Health Plans (n=574) | 32% 41% A

NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences
in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the
scoring and case-mix methodology.
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State of Colorado

Doctors Who Communicate Well

This chart displays the data for "Doctors Who Communicate Well", an aggregate of survey questions 34,

36, 37, 40 and 41. Results for the individual questions are displayed on each of the following pages.

Never + Sometimes

N

Usually

Child Medicaid
West Regional
HMO/POS
PCCM

Sponsor

Colorado Access
Colorado Fee-For-Service
Colorado Primary Care Physician Program

Rocky Mountain Health Plans

Always

b

0% 20%

A = better than Child Medicaid
distribution (p < 0.05)

V¥ =worse than Child Medicaid
distribution (p < 0.05)

40% 60% 80%

100%

(n=65104) [ 12% | 24%

64%

(n=38295) | 12% | 28%

60%

(n=58719) | 12% | 25%

63%

NA

(n=1833) | 10% | 23%

67%

(n=316) | 14% | 23%

63%

(n=412) | 11% | 25%

64%

(n=525) | 10% | 23%

66%

(n=580) | 7% | 22%

71%

NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences

in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the

scoring and case-mix methodology.

€«

>
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State of Colorado

Q34. Of those respondents whose child went to a doctor's office or clinic: "In the last 6 months, how often
did your child's doctors or other health providers listen carefully to you?"

. A = better than Child Medicaid
Never + Sometimes Usually Always distribution (p < 0.05)

\ | / ¥ =worse than Child Medicaid
| | _ distribution (p < 0.05)

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

West Regona S e v

PCCM NA

=1622) [

Colorado Primary Care Physician Program (n=525) | 10% | 23%

Rocky Mountain Health Plans (n=574) 75% 1«

NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences
in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the
scoring and case-mix methodology.
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State of Colorado

Q36. Of those respondents whose child went to a doctor's office or clinic: "In the last 6 months, how often
did your child's doctors or other health providers explain things in a way you could understand?"

Never + Sometimes Usually Always

N

| ~

Child Medicaid
West Regional
HMO/POS
PCCM

Sponsor

A = better than Child Medicaid
distribution (p < 0.05)

V¥ =worse than Child Medicaid
distribution (p < 0.05)

100%

0% 20% 40% 60% 80%
esarrty [
Y i '
Y v

NA

Y .

Rocky Mountain Health Plans (n=578) 79% A
NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences

in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the

scoring and case-mix methodology.
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State of Colorado

Q37. Of those respondents whose child went to a doctor's office or clinic: "In the last 6 months, how often
did your child's doctors or other health providers show respect for what you had to say?"

A = better than Child Medicaid

Never + Sometimes Usually Always distribution (p < 0.05)
\ / V¥ =worse than Child Medicaid
| | _ distribution (p < 0.05)
0% 20% 40% 60% 80% 100%
west Regional n=ss126) [BH] 75 v
(n=sssae) [B] 22
PCCM NA
(n=182¢) [T
Rocky Mountain Health Plans (n=577) [ | 19% | 77% L)
NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences
in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the
scoring and case-mix methodology.
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State of Colorado

Q40. Of those respondents whose child went to a doctor's office or clinic: "In the last 6 months, how often
did doctors or other health providers explain things in a way your child could understand?"

. A = better than Child Medicaid
Never + Sometimes Usually Always distribution (p < 0.05)

\ | / ¥ =worse than Child Medicaid
| | _ distribution (p < 0.05)

0% 20% 40% 60% 80% 100%
Child Medicaid (n=38893) [ 14% ] 24%
West Regional (n=22236) [ 14% | 27% v
HMO/POS (n=34728) [ 14% | 25%
PCCM NA
Sponsor (n=1059) | 13% 25%
Colorado Access (n=206) | 20% [ 21%
Colorado Fee-For-Service (n=204) [ 14% ] 28%
Colorado Primary Care Physician Program (n=308) | 11% | 24%
Rocky Mountain Health Plans (n=341) | 11% | 26%

NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences
in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the
scoring and case-mix methodology.
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State of Colorado

Q41. Of those respondents whose child went to a doctor's office or clinic: "In the last 6 months, how often
did doctors or other health providers spend enough time with your child?"

. A = better than Child Medicaid
Never + Sometimes Usually Always distribution (p < 0.05)

\ | / ¥ =worse than Child Medicaid
| | _ distribution (p < 0.05)

0% 20% 40% 60% 80% 100%
Child Medicaid (n=64419) [ 16% ] 32%
West Regional (n=37990) [ 18% | 37% v
HMO/POS (n=58078) [ 17% ] 33%
PCCM NA
Sponsor (n=1823) | 14% | 30%
Colorado Access (n=314) [ 18% | 30%
Colorado Fee-For-Service (n=410) [ 15% | 34%
Colorado Primary Care Physician Program (n=523) | 15% | 29%
Rocky Mountain Health Plans (n=576) [ 9% | 29% A

NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences
in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the
scoring and case-mix methodology.
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State of Colorado

Courteous and Helpful Office Staff

This chart displays the data for "Courteous and Helpful Office Staff", an aggregate of survey questions 32
and 33. Results for the individual questions are displayed on each of the following pages.

Never + Sometimes

N

Child Medicaid
West Regional
HMO/POS
PCCM

Sponsor

Colorado Access
Colorado Fee-For-Service

Colorado Primary Care Physician Program

Usually Always
| e
.
0% 20%

A = better than Child Medicaid
distribution (p < 0.05)

V¥ =worse than Child Medicaid
distribution (p < 0.05)

40% 60% 80%

100%

(n=58147) | 11% | 24%

(n=38244) | 12% | 27%

(n=51770) | 11% | 24%

NA

(n=1829) | 10% | 21%

T

(n=315) | 15% | 20%

(n=409) [ 11% | 24%

(n=525) [ 122% | 19%

Rocky Mountain Health Plans (n=580) 75% 1«
NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences

in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the

scoring and case-mix methodology.
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State of Colorado

Q32. Of those respondents whose child went to a doctor's office or clinic: "In the last 6 months, how often
did office staff at your child's doctor's office or clinic treat you and your child with courtesy and respect?"

. A = better than Child Medicaid
Never + Sometimes Usually Always distribution (p < 0.05)

\ | / ¥ =worse than Child Medicaid
| | _ distribution (p < 0.05)

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

West Regona ] v
Y -

PCCM NA

Colorado Access (n=312) [ 2% | 15%
Colorado Fee-For-Service (n=409) [ 9% |  19%
Colorado Primary Care Physician Program (n=523)
Rocky Mountain Health Plans (n=578) ()

NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences
in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the
scoring and case-mix methodology.
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State of Colorado

Q33. Of those respondents whose child went to a doctor's office or clinic: "In the last 6 months, how often

were office staff at your child's doctor's office or clinic as helpful as you thought they should be?"

Never + Sometimes

N

Usually

Child Medicaid
West Regional
HMO/POS
PCCM

Sponsor

Colorado Access
Colorado Fee-For-Service
Colorado Primary Care Physician Program

Rocky Mountain Health Plans

A = better than Child Medicaid

100%

NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences

in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the

scoring and case-mix methodology.

Always distribution (p < 0.05)

/ V¥ =worse than Child Medicaid
_ distribution (p < 0.05)

0% 20% 40% 60% 80%
(n=s7s3e) [TERT] 7m0
n=ss109) [TH] e
(n=susoe) [T 7o

NA
(n=1020) [CHR] 7o
n=o19) [T o
Y T T
(v=s2e) [HI] =
(n=s70) [BB] 2%
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State of Colorado

Customer Service

This chart displays the data for "Customer Service", an aggregate of survey questions 79, 81, and 87.
Results for the individual questions are displayed on each of the following pages.

A big problem

N

A small problem

Not a problem

| ~

Child Medicaid
West Regional
HMO/POS
PCCM

Sponsor

Colorado Access
Colorado Fee-For-Service
Colorado Primary Care Physician Program

Rocky Mountain Health Plans

A = better than Child Medicaid
distribution (p < 0.05)

V¥ =worse than Child Medicaid
distribution (p < 0.05)

100%

0% 20% 40% 60% 80%
(n=sssa) [B]__19%
(n=2002e) (B 2% ¢
(n=32285) [(8% |  10%
NA
(n=o10) [CERT] %% ¢
n=186 13% 21% 66% v
( )
n=204 21% 26% 53% ¥
( )

(n=243) | 8% | 24%

(n=277) | 9% | 22%

NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences
in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the

scoring and case-mix methodology.
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State of Colorado

Q79. Of those respondents who looked for information in written materials or on the Internet: "In the last 6
months, how much of a problem, if any, was it to find or understand this information?"

. A = better than Child Medicaid
A big problem A small problem Not a problem distribution (p < 0.05)

\ | / ¥ =worse than Child Medicaid
| | _ distribution (p < 0.05)

0% 20% 40% 60% 80% 100%
West Regional (n=7647) 75% 7
HMO/POS (n=12821) 7%
PCCM NA

N v

Colorado Access (n=81) | 10% | 22%
Colorado Fee-For-Service m=71) [ 18% | 31% v
Colorado Primary Care Physician Program (n=95) | 7% | 25%
Rocky Mountain Health Plans (n=116) | 7% | 22%

NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences
in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the
scoring and case-mix methodology.
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State of Colorado

Q81. Of those respondents who called their health plan's customer service to get information or help: "In
the last 6 months, how much of a problem, if any, was it to get the help you needed when you called your

child's health plan's customer service?"

A big problem A small problem

N |
| |

Not a problem

~
I

A = better than Child Medicaid
distribution (p < 0.05)

V¥ =worse than Child Medicaid
distribution (p < 0.05)

40% 60% 80% 100%

I T

= T ¢

7 I ¢

0% 20%
Child Medicaid (n=17530) | 12% | 20%
West Regional (n=8769) | 13% | 20%
HMO/POS (n=15552) [ 12% | 20%
PCCM NA
Sponsor (n=392) | 22% [
Colorado Access (n=87) | 23%
Colorado Fee-For-Service (n=102) | 36% [ 22%

I

Colorado Primary Care Physician Program (n=109) | 14% |

Rocky Mountain Health Plans

(n=94) [ 14% | 24%

NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences
in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the

scoring and case-mix methodology.
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State of Colorado

Q87. Of those respondents who had experiences with paperwork for their child's health plan: "In the last 6
months, how much of a problem, if any, did you have with paperwork for your child's health plan?"

. A = better than Child Medicaid
A big problem A small problem Not a problem distribution (p < 0.05)

\ | / ¥ =worse than Child Medicaid
| | _ distribution (p < 0.05)

0% 20% 40% 60% 80% 100%
West Regional (n=10574) 75% 7
PCCM NA

(rs2) [BB] 7%

Colorado Fee-For-Service (n=102) [ 9% | 25% 7
Colorado Primary Care Physician Program (n=118)
Rocky Mountain Health Plans (n=155) [7% |  19%

NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences
in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the
scoring and case-mix methodology.
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State of Colorado

Overall Rating of Child's Personal Doctor

Q5. Of those respondents whose child had a personal doctor or nurse: "Using any number from 0 to 10,
where 0 is the worst personal doctor or nurse possible, and 10 is the best, what number would you use to
rate your child's personal doctor or nurse?"

0-6

N

Child Medicaid
West Regional
HMO/POS
PCCM

Sponsor

Colorado Access
Colorado Fee-For-Service
Colorado Primary Care Physician Program

Rocky Mountain Health Plans

A = better than Child Medicaid

100%

NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences

in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the

scoring and case-mix methodology.

9-10 distribution (p < 0.05)
/ V¥ =worse than Child Medicaid
_ distribution (p < 0.05)
0% 20% 40% 60% 80%
n=69525) | 10% 25% 65%
( )
n=40490 11% 25% 64%
( ) [0 ] e
(n=s2aa7) [ —78%
NA
(n=106) [BE] 7%
n=298 11% 26% 62%
(n=298) (3% | e
n=409 11% 30% 59%
(n=409) (1% | I .
n=519 11% 25% 64%
(n=519) [20% ] o]
n=639) | 6% 26% 68%
(n=639) [6%] e
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State of Colorado

Overall Rating of Child's Specialists

Q15. Of those respondents who reported their child seeing a specialist: "Using any number from 0 to 10,
where 0 is the worst specialist possible, and 10 is the best personal specialist possible, what number would
you use to rate your child's specialist?"

A = better than Child Medicaid
0-6 7-8 9-10 distribution (p < 0.05)

\ | / ¥ =worse than Child Medicaid
| | _ distribution (p < 0.05)

0% 20% 40% 60% 80% 100%
Child Medicaid (n=19372) [ 13% | 24%
West Regional (n=11551) [ 13% | 23% )
HMO/POS (n=17404) [ 13% | 24%
PCCM NA
Sponsor (n=470) | 11% | 28%
Colorado Access (n=77) | 12% | 27%
Colorado Fee-For-Service (n=105) [ 19% ] 29%
Colorado Primary Care Physician Program (n=130) | 7% | 29% )
Rocky Mountain Health Plans (n=158) | 8% | 21%

NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences
in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the
scoring and case-mix methodology.
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State of Colorado

Overall Rating of Child's Health Care

Q51. Using any number from 0 to 10, where 0 is the worst health care possible, and 10 is the best , what
number would you use to rate all your child's health care in the last 6 months?

A = better than Child Medicaid
0-6 7-8 9-10 distribution (p < 0.05)

\ | / ¥ =worse than Child Medicaid
| | _ distribution (p < 0.05)

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

West Regona o757 [ % v

PCCM NA

022) [T 7%

Colorado Access (n=314) [ 15% | 28% 7
Colorado Fee-For-Service (n=409) [ 12% | 31% v
Colorado Primary Care Physician Program (n=523) | 12% | 26%

Rocky Mountain Health Plans (n=576) [6%| 25% A

NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences
in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the
scoring and case-mix methodology.

NCBD 2004 Child Medicaid Sponsor Report B-32




State of Colorado

Overall Rating of Child's Health Plan

Q88. 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?"

0-6

N

Child Medicaid
West Regional
HMO/POS
PCCM

Sponsor

Colorado Access
Colorado Fee-For-Service
Colorado Primary Care Physician Program

Rocky Mountain Health Plans

A = better than Child Medicaid
9-10 distribution (p < 0.05)

/ V¥ =worse than Child Medicaid

distribution (p < 0.05)

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

(n=84056) | 13% | 26% 61%

(n=49717) | 13% | 26% 61%

(n=75762) | 13% | 26% 61%

NA

(n=2273) [ 14% | 27% 59%

n=424 19% 27% 54%
(

€ €

(n=520) | 16% | 31% 53%

n=624 15% 22% 63%
(

I

(n=705) | 7% | 29%

NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences
in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the

scoring and case-mix methodology.
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State of Colorado

HEDIS Survey Item

Q83. Of those respondents who called or wrote their child's health plan with a complaint or problem: "How
long did it take for your child's health plan to resolve your complaint?

Still waiting

N

Child Medicaid
West Regional
HMO/POS
PCCM

Sponsor

Colorado Access
Colorado Fee-For-Service
Colorado Primary Care Physician Program

Rocky Mountain Health Plans

2-21 or more days

b

0%

Same day

A = better than Child Medicaid
distribution (p < 0.05)

V¥ =worse than Child Medicaid
distribution (p < 0.05)

20% 40% 60% 80% 100%

(n=3814) |

30% | 38% 32%

(n=2004) |

27% | 39% 34% 1«

(n=3418) |

29% | 38% 32%

NA

(n=98) |

37% 38% 26%

(n=19) |

42% [ 32% 26%

(n=23) |

48% | 39% 13% R4

(n=14) |

29% [ 29% 43%

(n=42) |

31% | 43% 26%

NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences
in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the

scoring and case-mix methodology.
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State of Colorado

HEDIS Survey Item

Q84. Of those respondents whose complaint or problem was resolved: "Was your complaint or problem

settled to your satisfaction?

No

N

[

Child Medicaid
West Regional
HMO/POS
PCCM

Sponsor

Colorado Access
Colorado Fee-For-Service
Colorado Primary Care Physician Program

Rocky Mountain Health Plans

A = better than Child Medicaid
Yes distribution (p < 0.05)

/ V¥ =worse than Child Medicaid

distribution (p < 0.05)

0% 20% 40% 60% 80% 100%
(2609
(n=1468) 79%

(n=2388) 79%
NA

s

Ll T
(n=12) 100% N
=10 [0
(n=28) 93% )

NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences
in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the

scoring and case-mix methodology.
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State of Colorado

HEDIS Survey Item

Q21. Inthe last 6 months, when your child needed care right away for an iliness, injury, or condition, how
long did you usually have to wait between trying to get care and actually seeing a provider?

8 or more days 1-7 days

N

Child Medicaid
West Regional
HMO/POS
PCCM

Sponsor

Colorado Access
Colorado Fee-For-Service
Colorado Primary Care Physician Program

Rocky Mountain Health Plans

Same day

b

A = better than Child Medicaid
distribution (p < 0.05)

V¥ =worse than Child Medicaid
distribution (p < 0.05)

100%

0% 20% 40% 60% 80%
Y
S b
eoss10) [T_75%
NA
Y | —
ST —
Y
T -
)

NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences

in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the

scoring and case-mix methodology.
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State of Colorado

HEDIS Survey Item

Q24. Of those respondents who made an appointment for care for their child: "In the last 6 months, how
many days did your child usually have to wait between making an appointment and actually seeing a

provider?"

8 or more days 1-7 days

N |

Same day

b

Child Medicaid
West Regional
HMO/POS
PCCM

Sponsor

Colorado Access
Colorado Fee-For-Service
Colorado Primary Care Physician Program

Rocky Mountain Health Plans

A = better than Child Medicaid
distribution (p < 0.05)

V¥ =worse than Child Medicaid
distribution (p < 0.05)

€«

0% 20% 40% 60% 80% 100%
(n=46122) | 18% | ‘ ‘ 53% ‘ ‘ 29% ‘
(n=28453) [ 18% | 54% 29%

(n=41807) | 18% | 53% 29%
NA

(n=1403) | 16%

57% 27%

(n=234) | 21% [

57% 22%

(n=334) | 1% |

57% 27%

(n=404) | 12% |

59% 29%

>

(n=431) |__16% |

56% 28%

NOTE: The results shown above are case mix adjusted. Small percentage differences may represent measurement (sampling) error rather than actual differences
in health plan performance. Response distributions may not sum to 100 percent due to rounding. See the methodology section for more information about the

scoring and case-mix methodology.
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