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HM O Satisfaction Survey RanksUtah’'sHM Osin Serviceand Care

(Salt Lake City, UT) —Asof January 2001, 69 percent of Utahnsreceived health care coveragethrough a
Health Maintenance Organization (HM O) or another type of managed care organization. Today the Utah
Department of Health’sHealth Data Committee and Division of Health Care Financing rel eased the 2001
Utah Hedlth Maintenance Organi zation (HMO) Performance Report on Consumer Satisfaction.

In spring of 2001, the Utah Department of Health surveyed 8,300 HM O enrolleeswho received their
coveragethrough an employer or other non-governmental source (Commercial HMO enrollees) and those
who received coveragefrom Utah’'sMedicaid Program (Medicaid HM O enrollees). Thesurvey measured
consumer satisfactionin severd areasof careand service. Commercial HM Os participating in thesurvey
wereAltius, Cigna, Intermountain Health Care (IHC) Health Plans, Regence Blue CrossBlue Shield,
UnitedHealthcare, and the University of Utah Health Network. (Not al of the hedlthinsurance administered
by these companiesisdone under an HMO.) The Medicaid HM Oswere MolinaHealth Care/American
Family Care, Hedlthy U, IHC Access, and United MedChoice.

Theresultsof HMO enrollee sati sfaction surveys provide Utah’ s hedl th care consumerswith information
about one of the most important factorsto cons der when choosing ahealth plan: quality. The survey reports
have provided useful information to health service purchasers, health policy makers, individua consumers,
and hedth plans. Overall, thereport suggeststhat Utah’scommercial HM Osmight best focusonimproving
quality service, whereas M edicaid HM Os might want to focuson why their enrolleesare not as satisfied with
their doctors communi cation and hel pfulness of the doctor’s office staff asthey arewiththeir HMO'sadmin-
idration.

Utah’'scommercia HM O enrollees seemto be happier with their doctorsand doctor’ s office staff than they
arewiththeir hedth plans administration. Theconsumer report showsthat the satisfaction levelsof Utah's
commercial HM O enrolleesare higher than national averagesintheareasof rating of doctor and courtesy
and respectfulness of doctor’soffice staff. However, Utah commercial HMOs' enrollee satisfaction ratings
arelower than national averagesin HMO'scustomer service, rating of health care, and overall rating of
HMO.
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Utah'sMedicaid HM O enrolleesreported higher than national average satisfaction with their health plans
overall. For fiveout of eight measures, thelevel of satisfaction reported by Utah Medicaid HM O enrollees
wassignificantly higher than national averages. Thoseareasarerating of HM O administration, getting
needed care, rating of persona doctor, rating of health care, and getting care quickly. When comparing
Utah’'scommercia HMO enrolleeswith their Medicaid counterparts, commercid HM O enrolleesshowed
higher satisfaction with“ how well doctorscommunicate” and courtesy and respectfulness of doctor’soffice
staff than Medicaid enrollees. Medicaid HMO enrolleesreported higher satisfaction than commercial
enrolleesintheareasof rating of health care, rating of HM O administration, getting care quickly, and HMO
customer service. Overdl, theleve of satisfaction reported by Utah’'scommercia HMO enrolleesislower
than national averagesand that reported by Medicaid HM O enrollee counterparts.

Thevariation among six participating health planswas greatest for customer servicefor commercial HMO
enrollee satisfaction. Specifically, somehealth planswererated better by their enrolleesin “ getting needed

hel pfrom customer services, finding or understanding written HM O information, and filling out forms’ than
wereother health plans. Therewasa so significant variation among thefour Medicaid health plansin Utah
inhow enrolleesrated whether their doctors' office staff treated them with courtesy and respect.

Thesurvey questionnaire originated from the Consumer Assessment of Health Plans, which wasdevel oped
by the U.S. Department of Health and Human Services, Agency for Healthcare Research and Quality. The
2001 survey was conducted by mail followed by tel ephoneinterviewsfor non-respondents. All of the
above-reported findingsare statistically significant at 95 percent confidencelevel. For acopy of thereport
and an abbreviated summary of the report (Health Status Update), whichinclude graphicsthat depict the
survey outcomes, visit hitp://www.healthdata state.ut.us.

- END -



