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Background, Purpose and Research Approach

The Ohio Department of Job and Family Services (ODJFS) obtains feedback from Medicaid consumers about the services they receive 
from Managed Care Plans (MCPs) in Ohio.  In 1998 and 2000, ODJFS conducted Customer Satisfaction surveys to determine 
consumers’ ratings of and experiences with the medical care they receive.  In 2001 and 2002, the Delmarva Foundation for Medical
Care, Inc., commissioned WB&A Market Research (WB&A) to conduct the Medicaid managed care consumer satisfaction survey on 
behalf of ODJFS.  The primary purpose of these studies was to assess perceptions of access to care and satisfaction with care 
received from the individual MCPs.

Members from six MCPs participated in the 2002 survey:

- CareSource, previously Dayton Area Health Plan;

- Family Health Plan (FHP);

- Paramount Care, Inc. (Paramount);

- Peoples Health Plan;

- QualChoice Health Plan (QualChoice); and

- SummaCare Health Plan (SummaCare).
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Background, Purpose and Research Approach (cont’d)

A total of 1,523 adult and 1,916 child surveys (1,462 0-12 year olds; 454 13-17 year olds) were completed between November 20, 2002 
and January 23, 2003.  Specifically, a telephone (CATI) methodology was adhered to as follows:

- ODJFS provided a list of all eligible state Medicaid managed care members as of September 30, 2002.  To qualify, members had 
to be continuously enrolled in the same MCP for 5 of the last 6 months.  Adult members were classified as those 18 years of age 
and older as of the last day of the measurement year, while child members were defined as those 17 years of age and younger.  
(Note:  In 2001, the CAHPS 2.0H sampling protocol was used which excludes child members aged 13-17 from the survey 
sample.  In 2002, although child members aged 13-17 years were included in the survey sample, they were excluded from the 
results and WB&A followed the CAHPS 2.0H protocol.  Therefore, children aged 12 and younger were presented in the child 
analysis.  In order to make comparisons between 2001 and 2002 surveys, only those results of children under 13 are presented 
in this report.)

- A sampling frame of 5,730 adult members and 6,971 child members was produced.  For more information regarding the 
sampling frame, please see the Implementation Methodology Report.  

- An advance letter was sent to the entire sampling frame with “Return Service Requested” and WB&A’s toll-free number included.  
Those for whom WB&A did not have a correct phone number were asked to call WB&A’s toll-free number to give their correct 
number.  One week after the mailing of the letter, respondents were called to complete the survey.  Up to fifteen (15) call 
attempts were made between the middle of November 2002 and the middle of January 2003 to each member in the sampling 
frame.

- The survey instrument was the CAHPS 2.0H Medicaid managed care consumer satisfaction survey.  The Special Health Care 
Needs (SHCN) screener was included for adults and children as well as the chronic conditions module for children.  In addition, 
several recommended and supplemental questions were added under the direction of ODJFS.  Separate surveys were 
conducted for adults and children.  The child surveys were conducted by proxy, meaning that the sampled child’s parent or 
caretaker who knows the most about their health care could answer the survey.

- The average telephone interview was approximately 20 minutes in length.

According to the various survey protocols for determining survey response rates, the total response rates are as follows:

Raw response rates: Total:   26% Adult:   27% Child:   26%

CAHPS® -adjusted response rates: Total:   27% Adult:   27% Child:   27%

NCQA-adjusted response rates: Total:   42% Adult:   45% Child:   39%
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Background, Purpose and Research Approach (cont’d)

For more information regarding the background and research approach, please see the Implementation Methodology Report.  

The findings cover several domains:  characteristics of respondents, overall ratings, composite scores, satisfaction with health plan, 
satisfaction with health care providers, access to care, chronic conditions measurement set, and utilization of services.  

What follows are the results of the survey.  (Please see the Appendix for examples of the surveys.)

Notes:

1. Survey results were tabulated and weighted to be representative of the total eligible number of adult and child Medicaid recipients 
per plan per county, that is, adult members 18 years of age and older and child members 12 years of age and younger who had 
been continuously enrolled in the same MCP for five of the last six months.  (Please see the Implementation Methodology Report 
for more detailed information.)  

2. Peoples Health Plan was not included in the results for 2002.  In addition, child members aged 13-17 were not included in the 
results for 2002.

3. Case-mix adjustments for age and self-reported health status were conducted using the CAHPS Reporting Kit.  Case-mix adjusted 
results were virtually no different from the unadjusted results and are, therefore, provided as a supplemental analysis to this report.  

4. Percentages do not always add up to 100%.  This may be due to the fact that not all respondents answered every question or, in 
some cases, it may be due to rounding.

5. Statistically significant differences between the program average and individual MCPs for 2002 were determined from the F-tests 
generated by Delmarva.  In addition, statistically significant differences in the program average and the individual MCPs between 
2001 and 2002 were determined from T-tests generated by WB&A.

6. Any differences between high and low utilizers of health care are noted in the text.  In this report, high utilizers of health care are 
defined as those who have visited their personal doctor or nurse three or more times in the past six months, while low utilizers are 
defined as those who have visited their personal doctor or nurse less than three times in the past six months.

7. The adult survey consisted of 61 CAHPS® 2.0H core questions, 17 supplemental questions, and 14 Adult with Special Health Care 
Needs (ASHCN) questions, while the child survey consisted of 102 CAHPS® 2.0H core questions, 17 supplemental questions, and 
14 Children with Special Health Care Needs (CSHCN) questions.

8. Proxy responses were not permitted for the adult surveys; the sampled member must have completed his or her own survey.  For 
the child survey, any parent or caretaker who was familiar with the sampled child’s health care could have completed the survey.
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This report includes the results of CAHPS 2.0H survey questions about members’ experiences with their health plan and medical care during the last six 
months.  Results are shown based on the type of question asked and/or the content of the question:

Results from yes-no questions which asked members whether they had a particular experience in the previous six months;

Results from questions based on “how often” members had certain experiences using the scale of always, usually, sometimes or never, or “how 
much of a problem” using the scale of big, small or not a problem;

Results from Composite Scores were derived by combining the results for several questions that asked “how often” members had certain 
experiences using the scale of always, usually, sometimes or never or, “how much of a problem” using the scale of big, small or not a problem. The 
Composite Scores measure main issues of concern (e.g., Health Plan Customer Service, Courteous and Helpful Office Staff, Doctors Who 
Communicate, Getting Needed Care, and Getting Care Without Long Waits).

Results from survey questions which asked members to give their overall rating on a 0 - 10 scale, where a “0” means the worst possible and a “10” 
means the best possible. 

Notes:

What do the bar graphs mean?

Look for differences in the size of the blue and red sections.  

In the bar graphs, plans that did better than other plans have bigger red sections and smaller blue sections; and plans that did worse than other 
plans have smaller red sections and bigger blue sections.

When a “1” or “<1” is presented to the left of the bar graph, it means that “1%” or “<1%” gave the corresponding answer in the legend.  

The data from this research were statistically analyzed by a number of variables.  Statistically significant differences are noted on all bar charts using the 
following indicators:

Arrows (↑,↓) indicate that the MCP is performing statistically better or worse in 2002 than it did in the 2001 survey at the 95% confidence level.

An asterisk (*) at the end of the chart title indicates statistically significant differences between at least one MCP and the program average for 2002.

Only statistically significant findings are discussed in the text of the report.

How to Read or Interpret the Results of This Report

The least positive answers                 
(worse survey results) are always at 

the left end of the bar in blue.

In-between answers are                  
always yellow.

The positive answers                       
(better survey results) are always at 

the right end of the bar in red.
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Characteristics of Members

This table shows the demographics of the adult and parent or guardian of child members excluding 13-17 year olds surveyed (In percentages): 

 Program Average CareSource FHP Paramount QualChoice SummaCare 

 2001 2002 2001 2002 2001 2002 2001 2002 2001 2002 2001 2002 

Age             

Mean (# of years) 32.9 32.9 34.4 32.9 i 33.0 32.6 31.8 31.5 32.7 33.7 31.8 33.0 

Median (# of years) 31.5 31.4 32.5 31.5 31.4 31.6 30.5 29.9 31.2 31.9 30.7 31.5 

Gender             

Male 6 7 7 6 7 7 8 7 5 8 5 8 

Female 94 93 93 94 93 93 92 93 95 92 95 92 

Education             

High school or less 64 62 67 65 66 66 65 56 i 59 55 61 59 

Some college or more  35 38 33 35 33 34 34 44 h 41 45 38 41 

Language Mainly Spoken at Home             

English 97 97 96 96 98 100 99 98 98 98 98 99 

Spanish 1 1 <1 2 h 1 <1 1 1 <1 <1 - <1 

Other 2 1 4 1 i 1 <1 1 1 2 <1 2 1 

 Base = Those answering (AQ56-58,61/C101-104) 

Exhibit 1-1

Adult members and parents or the guardians of child members who participated in the survey had the following characteristics:

§ Average age was 33 years;

§ 93% female;

§ 62% reported having a high school diploma or less education, 38% indicated having at least some college education; and

§ English was the language most often spoken at home (97%).
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Characteristics of Members (cont’d)

Exhibit 1-2

This table shows the characteristics of the adult and child members excluding 13-17 year olds surveyed (In percentages):  

 Program Average CareSource FHP Paramount QualChoice SummaCare 

 2001 2002 2001 2002 2001 2002 2001 2002 2001 2002 2001 2002 

Overall Health Status             

Excellent/Very Good 67 64 i 69 65 i 65 58 68 66 66 61 65 60 

Good 23 24 21 23 24 26 23 22 23 26 25 29 

Fair/Poor 10 12 h 10 12 11 16 h 10 12 10 13 10 11 

Ethnic Background1*             

Black/African-American 58 55 57 55 51 48 43 44 78 76 41 37 

White/Caucasian 41 44 h 43 44 48 50 55 50 20 23 61 65 

Hispanic/Latino 6 6 4 7 h 12 10 13 11 4 3 3 3 

Other 3 3 4 3 4 3 4 5 2 3 3 3 

Base = Those able to give a rating for their health status (AQ51,59, 60/CQ91,99,100)  
1Base = Those answering /Multiple Responses Accepted 
*There were statistically significant differences between at least one MCP and the overall average for 2002. 

 

Adult and child members (excluding 13-17 year olds) who participated in the survey had the following characteristics:

§ 55% African-American, 44% Caucasian; and

§ 64% reported being in excellent or very good health, 24% in good health, and 12% in fair or poor health.
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Characteristics of Members (cont’d)

Adult members who participated in the survey had the following characteristics:

§ 50% have smoked at least 100 cigarettes in their lifetime;

Ø 61% smoke every day, 20% smoke some days, 19% no longer smoke;

Ø 83% of those who no longer smoke quit smoking more than six months ago; and

Ø 34% of those who smoke every day or some days or had quit within the last six months had not been advised to quit 
smoking by a doctor or other health provider.  On the other hand, 66% had been advised to quit by their doctor or other 
health provider during one or more visits.  

§ 43% currently need or take prescription medicine;

§ 25% need or use medical care, mental health, or other health services on a regular basis;

§ 10% have difficulty doing, or need assistance to do, day-to-day activities;

§ 9% need or get special therapy, such as physical, occupational, speech, or respiratory therapy; and

§ 8% need or get treatment or counseling for some kind of mental health, substance abuse, or emotional problem.

§ 36% qualified as Adults with Special Health Care Needs (These adult members could have qualified in more than one of the 
following categories);

Ø 32% qualified on prescription medicine use;

Ø 18% qualified on service use;

Ø 8% qualified on functional limitations;

Ø 7% qualified on use of special therapies; and

Ø 7% qualified on use of mental health services.

The following pages detail the characteristics of adult members participating in the survey.
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This table shows the health status characteristics of the adult members surveyed (In percentages): 

 Program Average CareSource FHP Paramount QualChoice SummaCare 

 2001 2002 2001 2002 2001 2002 2001 2002 2001 2002 2001 2002 

Smoked 100 Cigarettes in Lifetime*                    

Yes 48 50 48 54 h 51 53 48 44 38 37 57 56 

No 52 49 51 46 48 46 52 54 61 61 42 43 

Don’t know 1 1 1 <1 i 1 1 <1 1 1 2 2 1 

Currently Smoke1                                               

Every day 63 61 65 62 64 59 62 55 60 51 65 68 

Some days 18 20 18 21 18 25 18 15 23 22 13 14 

Not at all 18 19 18 17 19 16 20 30 17 27 22 18 

Don’t know <1 <1 <1 1 - - <1 <1 1 - - - 

How Long Since Quit Smoking2                         

6 months or less 20 17 21 14 13 36 15 21 14 27 28 - 

More than 6 months 77 83 78 86 87 64 80 79 86 73 72 100 

Don’t know 2 - 1 - - - 5 - - - - - 

# of Visits Advised to Quit Smoking3                 

None 37 34 40 34 34 31 32 29 41 38 38 28 

1 visit 15 22 h 13 19 19 15 19 28 9 26 h 16 30 h 

2 to 4 visits 27 27 26 30 28 33 27 27 28 15 22 21 

5 to 9 visits 8 9 8 8 6 7 7 12 6 12 11 8 

10 or more visits 13 9 13 8 12 14 15 5 i 16 9 14 12 

Base = Those answering (AQ52-55)  
1Base = Those who have smoked at least 100 cigarettes in their lifetime and answering 
2Base = Those who have smoked at least 100 cigarettes in their lifetime and currently do not smoke at all and answering 
3Base = Those who currently smoke every day or some days or have quit smoking within the past 6 months and answering 
*There were statistically significant differences between at least one MCP and the overall average for 2002. 
 

 

Characteristics of Members (cont’d)

Exhibit 1-3
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Characteristics of Members (cont’d)

Exhibit 1-4

This table shows the characteristics  of the adult members surveyed (In percentages):  

 Program Average CareSource FHP Paramount  QualChoice SummaCare  

 2002 2002 2002 2002 2002 2002 

Prescription Medicine Use (% Yes)       

Currently needs or takes prescription 
medicine 43 40 49 44 43 52 

Because of any medical, mental health   
or other health conditions1 88 88 87 89 91 88 

Is a condition that lasted or is expected 
to last for at least 12 months2 91 93 89 88 87 92 

       

Service Use (% Yes)       

Needs or uses medical care, mental 
health or other health services on a 
regular basis 

25 23 27 27 24 28 

Because of any medical, mental health  
or other health conditions3 82 79 79 85 88 85 

Is a condition that lasted or is expected 
to last for at least 12 months4 94 93 90 93 100 94 

       

Functional Limitations (% Yes)       

Difficulty doing or need assistance          
to do day-to-day activities  10 10 13 13 9 7 

Because of any medical, mental health    
or other health conditions5 82 79 100 95 75 88 

Is a condition that lasted or is expected 
to last for at least 12 months6 97 100 91 100 86 100 

 Base = Those answering (AQ51a-51i) 
 1Base = Those who currently need or take prescription  medicine and answering 
 2Base = Those who currently need or take prescription medicine because of medical, mental health or other health conditions  and answering 
 3Base = Those who need or use medical care, mental health or other health services on a regular basis and answering 
 4Base = Those who need or use medical care, mental health or other health services because of medical, mental health or other health conditions  and answering 
 5Base = Those who have difficulty doing or need assistance to do day -to-day activities and answering 
 6Base = Those who have difficulty doing or need assistance to do day -to-day activities because of medical, mental health or other health conditions  and answering 
 Note:  These questions were not asked in 2001 
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Characteristics of Members (cont’d)

Exhibit 1-5

This table shows the characteristics  of the adult members surveyed (In percentages):  

 Program  Average CareSource FHP Paramount  QualChoice SummaCare  

 2002 2002 2002 2002 2002 2002 

Special Therapies (% Yes)       

Needs or gets special therapy, such                
as physical, occupational, speech or 
respiratory therapy 

9 7 11 9 13 7 

Because of any medical, mental health       
or other health conditions1 91 89 91 100 95 81 

Is a condition that lasted or is expected to 
last for at least 12 months 2 94 95 100 100 88 100 

       

Mental Health Services (% Yes)       

Need or get treatment or counseling for any 
kind of mental health, substance abuse or 
emotional problem 

8 8 9 9 7 12 

Is a condition that lasted or is it expected to 
last for at least 12 months 3 90 91 92 89 89 86 

       

Adult with Special Health Care Needs        

Qualified on prescription medicine use 32 30 36 34 32 40 

Qualified on service use 18 17 18 19 21 21 

Qualified on functional limitations 8 8 11 12 5 6 

Qualified on use of special therapies 7 6 9 9 10 6 

Qualified on use of mental health services  7 7 7 8 5 9 

       

Met ASHCN screener       

Dependency 32 30 36 34 32 40 

Service use 23 21 23 25 28 25 

Functional limitations  8 8 11 12 5 6 

 Base = Those answering (AQ51j -51n) 
 1Base = Those who need or get special therapy, such as physical, occupational, speech or respiratory therapy and answering 
 2Base = Those who need or get special therapy because of medical, mental health or other health conditions and answering 
 3Base = Those who need or get treatment or counseling for any kind of mental health, substance abuse or emotional problem and answering 
 Note:  These questions were not asked in 2001 
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Characteristics of Members (cont’d)

Child members (excluding 13-17 year olds) who participated in the survey had the following characteristics:

§ Average age was 6 years;

§ 50% male, 50% female;

§ English was the language child most often spoken at home (99%);

§ 29% currently need or take prescription medicine;

§ 14% need or use more medical care or educational services than is usual for most children their age;

§ 12% are limited or prevented in some way in their ability to do things most children can do;

§ 7% need or get special therapy, such as physical, occupational, or speech therapy; 

§ 11% have some kind of emotional, developmental, or behavioral problem for which they need to get treatment or counseling;

§ 26% qualified as Children with Special Health Care Needs (These child members could have qualified in more than one of the 
following categories);

Ø 19% qualified on prescription medicine use;

Ø 11% qualified on service use;

Ø 7% qualified on functional limitations;

Ø 4% qualified on use of special therapies; and

Ø 9% qualified on use of mental health services.

And, the parents or guardian of the child members who participated in the survey had the following characteristics:

§ 87% mother/father relationship, 9% grandparent relationship, 2% aunt/uncle relationship; and

§ 96% were listed as the child’s payee/caretaker.

The following pages detail the characteristics of the child members and their parents or guardians who participated in the survey.
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This table shows the demographics of the child members excluding 13-17 year olds  surveyed (In percentages): 

 Program Average CareSource FHP Paramount QualChoice SummaCare 

 2001 2002 2001 2002 2001 2002 2001 2002 2001 2002 2001 2002 

Age                                                                     

Mean (# of years) 6.5 5.9 i 6.9 5.9 i 6.4 6.2 6.2 5.4 6.5 6.2 6.1 5.5 

Median (# of years) 7.0 6.0 7.0 5.0 6.0 6.0 6.0 5.0 6.0 6.0 6.0 5.0 

Gender                                                               

Male 52 50 50 50 52 52 57 46 i 52 54 50 43 

Female 48 50 50 50 48 48 43 54 h 48 46 50 57 

Language Child Speaks at Home                      

English na 99 na 98 na 100 na 100 na 99 na  99 

Spanish na 1 na 1 na - na - na - na  - 

Other na <1 na 1 na - na - na 1 na  1 

Relationship to Child             

Mother/Father 86 87 82 86 h 80 90 h 88 87 88 87 92 86 i 

Grandparent 10 9 13 9 i 13 6 i 8 12 9 10 6 9 

Aunt/Uncle 2 2 2 2 5 3 1 1 1 1 1 1 

Listed as Child’s Payee/Guardian             

Yes 95 96 96 96 94 96 94 96 95 95 98 97 

 Base = Those answering (CQ97,98,105-107) 
 na = Not asked in 2001 
 

Characteristics of Members (cont’d) 

Exhibit 1-6
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Characteristics of Members (cont’d)

Exhibit 1-7

This table shows the characteristics  of the child members excluding 13-17 year olds surveyed (In percentages):  

 Program  Average CareSource FHP Paramount  QualChoice SummaCare  

 2001 2002 2001 2002 2001 2002 2001 2002 2001 2002 2001 2002 

Prescription Medicine Use (% Yes)              

Currently needs or uses medicine 
prescribed by a doctor 27 29 29 29 32 36 29 26 27 31 25 26 

Because of any medical, behavioral or   
other health conditions1 84 84 84 86 86 90 88 82 80 76 91 80 

Is a condition that lasted or is expected 
to last for at least 12 months2 88 84 89 84 93 89 86 87 89 81 88 83 

             

Service Use (% Yes)             

Needs/uses more medical care, mental 
health or educational services than is 
usual for most children their age 

15 14 16 14 15 18 15 10 12 11 16 14 

Because of any medical, behavioral or   
other health conditions3 84 86 87 81 86 92 85 100 81 96 93 91 

Is a condition that lasted or is expected 
to last for at least 12 months4 98 97 98 96 100 100 94 93 100 100 98 100 

             

Functional Limitations (% Yes)             

Limited/Prevented in any way in their 
ability to do things most children can do 12 12 14 11 i 12 19 h  14 10 10 12 8 15 h  

Because of any medical, behavioral or   
other health conditions5 69 62 68 61 68 57 73 71 68 72 84 56 i  

Is a condition that lasted or is expected 
to last for at least 12 months6 95 98 98 99 88 100 88 100 92 100 89 91 

 Base = Those answering (CQ92-94b) 
 1Base = Those whose child currently needs or uses medicine prescribed by a doctor and answering 
 2Base = Those whose child currently needs or uses medicine prescribed by a doctor because of medical, behavioral or other health conditions and answering 
 3Base = Those whose child needs or used more medical care , mental health,  or educational services than most children their age and answering 
 4Base = Those whose child needs or uses more medical care, mental health, or educational services because of medical, behavioral or other health conditions  and answering 
 5Base = Those whose child is limited or prevented in any way in their ability to things most children can do and answering 
 6Base = Those whose child is limited or prevented in any way in their ability to things most children can do because of medical, behavioral or other health conditions  and answering 
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Characteristics of Members (cont’d)

Exhibit 1-8

This table shows the characteristics  of the child members excluding 13-17 year olds surveyed (In percentages):  

 Program Average CareSource FHP Paramount  QualChoice SummaCare  

 2001 2002 2001 2002 2001 2002 2001 2002 2001 2002 2001 2002 

Special Therapies  (% Yes)             

Needs or gets special therapy, such as 
physical, occupational, or speech therapy 9 7 11 8 i 7 6 9 5 8 4 9 8 

Because of any medical, behavioral or   
other health conditions1 62 66 67 71 77 43 76 76 45 50 71 50 

Is a condition that lasted or is expected to 
last for at least 12 months 2 93 94 91 94 100 100 88 100 100 100 86 84 

             

Mental Health Services (% Yes)             

Has any kind of emotional, developmental, 
or behavioral problem for which they need  
or get treatment or counseling 

13 11 15 12 i 15 17 14 13 8 7 15 12 

Is a condition that lasted or is expected to 
last for at least 12 months 3 94 91 94 90 94 85 89 95 94 89 96 100 

             

Children with Special Health Care Needs             

Qualified on prescription medicine use 19 19 21 19 25 28 21 16 18 17 19 16 

Qualified on service use 11 11 13 10 12 15 11 9 9 9 14 12 

Qualified on functional limitations 7 7 9 6 i 7 10 9 6 6 8 5 7 

Qualified on use of special therapies  4 4 6 5 i 5 1 i  5 4 3 2 5 3 

Qualified on use of mental health services 11 9 i 13 9 i 13 12 11 11 8 5 13 10 
             

Met CSHCN screener             

Dependency 19 19 21 19 25 28 21 16 18 17 19 16 

Service use 17 16 19 17 21 20 18 14 13 13 21 16 

Functional limitations 7 7 9 6 i 7 10 9 6 6 8 5 7 

 Base = Those answering (CQ95-96a) 
 1Base = Those whose child needs or gets special therapy, such as physical, occupational, or speech therapy  and answering 
 2Base = Those whose child needs or gets special therapy because of medical, behavioral or other health conditions  and answering 
 3Base = Those whose child has any kind of emotional, developmental, or behavioral problem for which they need or get treatment or counseling and answering 
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Characteristics of Members (cont’d)

Exhibit 1-9

This table shows the characteristics  of the adult and child members excluding 13-17 year olds surveyed (In percentages):  

 Program Average CareSource FHP Paramount  QualChoice SummaCare  

 2002 2002 2002 2002 2002 2002 

Type of Doctor Seen       

Pediatrician* 48 45 48 45 58 42 

General Doctor 44 46 43 46 35 49 

Specialist Doctor  5 6 7 7 2 7 

Nurse Practitioner 2 2 1 1 1 - 

Physician Assistant 1 <1 1 1 3 2 

       

Length of Time Been Going to Doctor       

Less than 6 months 21 25 20 23 13 14 

6 up to 12 months 23 22 28 25 22 25 

12 up to 24 months 21 19 14 23 29 20 

2 up to 5 years  23 21 25 19 22 32 

5 years or more 12 13 12 10 13 8 

 Base = Those who/whose child got a new personal doctor or nurse and answering  (AQ3a,3b/CQ3a,3b) 
 *Asked only of chi ld members 
  

Adult and child members (excluding 13-17 year olds) who participated in the survey reported the following:

§ 48% reported going to a pediatrician, 44% visited a general doctor; and 

§ 21% reported going to their doctor less than 6 months; 23% have been going to their doctor 6 up to 12 months; 21% have been 
going to their doctor 12 up to 24 months; 23% had been going to their doctor 2 up to 5 years, and 12% had been going to their 
doctor for 5 or more years.



The Ohio Department of Job and Family Services
WB&A Market Research

21

Characteristics of Members (cont’d)

Exhibit 1-10

This table shows the characteristics  of the adult members and child members excluding 13-17 year olds surveyed (In percentages):  

 Program Average CareSource FHP Paramount  QualChoice SummaCare 

 2001 2002 2001 2002 2001 2002 2001 2002 2001 2002 2001 2002 

Covered by Medicaid (% Yes) 79 86 h 79 84 h 81 91 h 80 86 h 72 87 h 84 88 

             

Use This Health Plan For All or Most of Health 
Care (% Yes)1 98 99 98 99 99 99 98 99 99 98 97 99 

             

Length of Time They Have Been a Member 
(consecutively) 1             

Less than 6 months 3 3 3 4 3 3 2 6 h 3 2 2 2 

6 up to 12 months 16 22 h 13 23 h 18 19 15 22 h 17 21 20 16 

12 up to 24 months 27 28 28 28 21 28 25 25 21 32 h 30 22 i  

2 up to 5 years 39 34 i 40 33 i 35 28 i 39 33 44 32 i 37 44 

5 up to 10 years 11 11 13 9 i 16 16 15 11 11 13 8 14 h  

10 or more years 4 3 4 3 6 6 3 3 4 <1 i 3 2 

             

Chose Their/Their Child’s Health Plan1 72 68 i 67 64 78 69 i 80 75 84 79 79 71 i  

Told Which Plan They  Were/Their Child Was In 1 28 32 h 33 36 22 31 h 20 25 16 21 21 29 h  

 Base = Those answering (AQ35-38/CQ72-75) 
 1Base = Those who are/whose child is covered by Medicaid  and answering 

Adult and child members (excluding 13-17 year olds) who participated in the survey had the following health plan characteristics:

§ 86% reported being covered by a Medicaid managed care plan paid for by the State; 

§ 99% reported using the health plan for all or most of their health care;

§ 34% had been members for 2 up to 5 years, 28% had been members for 12 up to 24 months, and 22% had been members for 
6 up to 12 months (based upon survey responses not eligibility data files); and

§ 68% chose their or their child’s health plan, while 32% were assigned to their or their child’s health plan.
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Characteristics of Non-Respondents

Non-respondents, those who did not complete a telephone interview, had the following characteristics:

§ Average age of the adult non-respondent was 29 years, while the average age of the child non-respondent was 5 years;

§ 60% female;

§ 59% African-American, 36% Caucasian; and

§ 80% from Health Families, 14% from Healthy Start, and 6% from SCHIP (Medicaid eligibility categories).

The following page details the characteristics of non-respondents who did not complete the survey.
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Characteristics of Non-Respondents (cont’d)

This table shows the demographics of the non-respondents  (In percentages): 

 Program Average CareSource FHP Paramount QualChoice SummaCare 

 2001 2002 2001 2002 2001 2002 2001 2002 2001 2002 2001 2002 

Age of Adult             

Mean (# of years) 29.1 28.8 29.3 28.7 29.3 28.9 28.8 29.5 28.8 28.8 28.7 29.3 

Median (# of years) 28.0 27.0 28.0 27.0 28.0 27.0 27.0 28.0 27.0 27.0 27.0 27.0 

Age of Child             

Mean (# of years) 6.0 5.4 i 6.4 5.5 i 5.9 5.6 5.6 4.8 i 5.7 5.6 5.6 5.3 

Median (# of years) 6.0 5.0 6.0 5.0 6.0 5.0 5.0 4.0 5.0 5.0 5.0 5.0 

Gender             

Male 38 40 41 40 39 41 41 40 37 39 33 40 h 

Female 62 60 59 60 61 59 59 60 63 61 67 60 i 

Ethnic Background             

Black/African American 62 59 i 64 59 i 54 47 i 47 46 81 77 51 43 i 

White/Caucasian 31 36 h 33 35 38 44 h 44 46 15 20 h 46 55 h 

Hispanic 4 4 1 4 h 7 7 6 6 3 1 i 1 1 

Other 3 2 2 2 1 1 2 2 2 2 2 2 

Case Type             

Healthy Families 79 80 77 79 h 76 81 h 75 75 81 82 82 81 

Healthy Start 12 14 h 12 14 h 14 15 16 19 10 10 11 14 h 

SCHIP na 6 na 7 na 4 na 6 na 8 na 5 

 na = Not available for 2001 

Exhibit 1-10
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Overall Ratings of Personal Doctor, Specialist, Health Care and Health Plan

Overall Rating of Personal Doctor or Nurse (Exhibit 2-1)

Personal Doctor or Nurse
Excludes Child Members Ages 13-17

(In Percentages)

Base = Those able to rate based on experience 
(AQ6/CQ11)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
8
9

4
11

6
5

9
10

11
10

9
11

25
26

29
30

26
22

26
24

25
25

24
27

67
65

68
59

68
73

66
66

64
66

67
62

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

0 to 6 (Worst) 7 or 8 9 or 10 (Best)

2001  (556)

2002  (256)

2001  (521)

2002  (260)

2001  (658)

2002  (327)

2001  (650)

2002  (249)

2001  (1982)

2002  (1225)

2001  (5522)

2002  (2317)

8.60

9.01

9.06

8.95

8.79

8.77

8.76

8.69

8.67

8.85

8.76

8.87

Mean

±0.14

±0.16

±0.19

±0.18

±0.13

±0.23

±0.14

±0.26

±0.08

±0.12

±0.05

±0.08

Conf.
Interval

Members who have one person they think of as their/their 
child’s personal doctor or nurse were asked to rate their health
care provider overall, using a “0 to 10” scale, where a “0” 
means the worst personal doctor or nurse possible and a “10” 
means the best personal doctor or nurse possible.

§ In 2002, members rated their/their child’s personal doctor 
or nurse, on average, an 8.87.  Specifically, in 2002, 
about two-thirds of the members (67%) gave a rating of 9 
or 10 to their/their child’s personal doctor or nurse, while 
25% gave a rating of 7 or 8 and another 8% gave a rating 
of less than 7. 

§ There were no statistically significant differences in the 
program average between 2001 and 2002.

Ø However, there were statistically significant 
differences in results for CareSource and 
SummaCare between 2001 and 2002:  results 
improved for both plans.

§ There were no statistically significant differences between 
the program average and any individual MCP for 2002.

i

h

h h
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Overall Ratings of Personal Doctor, Specialist, Health Care and Health Plan (cont’d)

Overall Rating of Specialist (Exhibit 2-2)

Base = Those able to rate based on experience 
(AQ10/CQ15)

Specialist
Excludes Child Members Ages 13-17

(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
15

15
14

7
12

15
11

19
19

9
16

29
29

25
29

34
31

27
34

19
32

30
26

61
56

59
57

59
57

59
54

62
49

62
58

10

0% 20% 40% 60% 80% 100%
0 to 6 (Worst) 7 or 8 9 or 10 (Best)

2001  (187)

2002  (86)

2001  (123)

2002  (70)

2001  (197)

2002  (83)

2001  (201)

2002  (68)

2001  (635)

2002  (325)

2001  (1658)

2002  (632)

8.24

8.52

8.42

8.67

8.38

8.47

8.11

8.50

8.35

8.72

8.30

8.66

Mean

±0.36

±0.43

±0.37

±0.39

±0.26

±0.50

±0.33

±0.52

±0.18

±0.24

±0.13

±0.17

Conf.
Interval

i

i

i h

Members who have seen a specialist in the past six months 
were asked to rate their/their child’s specialist overall, using a “0 
to 10” scale, where a “0” means the worst specialist possible and 
a “10” means the best specialist possible.

§ In 2002, members gave their/their child’s specialist a 
rating of 8.66, on average.

§ There were statistically significant differences between 
the program average for 2001 and 2002: � members 
rated their/their child’s specialist higher, on average 
(8.66, up from 8.30); and � fewer members gave 
their/their child’s specialist a rating of less than 7 (10%, 
down from 15%).

Ø There were also statistically significant differences 
among members of CareSource and FHP between 
2001 and 2002: results for CareSource improved 
and the percent of FHP members rating their/their 
child’s specialist a 7 or 8 decreased between 2001 
and 2002.

§ However, there were no statistically significant 
differences between the program average and any 
individual MCP for 2002.
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Overall Ratings of Personal Doctor, Specialist, Health Care and Health Plan (cont’d)

Overall Rating of Health Care (Exhibit 2-3)

Base = Those able to rate based on experience 
(AQ32/CQ49)

Health Care
Excludes Child Members Ages 13-17

(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
8
12

13

8
7

8
10

15
10

7
12

28
29

33
29

25
31

30
25

26
32

28
29

64
59

62
58

67
62

62
65

59
59

65
59

5

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

0 to 6 (Worst) 7 or 8 9 or 10 (Best)

2001  (544)

2002  (252)

2001  (491)

2002  (252)

2001  (641)

2002  (317)

2001  (619)

2002  (226)

2001  (2209)

2002  (1190)

2001  (5650)

2002  (2237)

8.48

8.87

8.73

8.85

8.74

8.71

8.61

8.42

8.53

8.83

8.55

8.80

Mean

±0.16

±0.17

±0.15

±0.23

±0.13

±0.20

±0.14

±0.32

±0.08

±0.10

±0.06

±0.08

Conf.
Interval

i

i

i

h

h

h

h h

Members who went to a doctor’s office or clinic in the past six 
months were asked to rate their/their child’s health care overall, 
using a “0 to 10” scale, where a “0” means the worst health 
care possible and a “10” means the best health care possible.

§ In 2002, members gave their/their child’s health care 
overall a rating of 8.80, on average.

§ There were statistically significant differences between 
the program average for 2001 and 2002: � members 
gave higher ratings, on average for their/their child’s 
health care overall (8.80, up from 8.55); � more 
members gave a rating of 9 or 10 (64%, up from 59%); 
and � fewer members gave a rating of less than 7 (8%, 
down from 12%).

Ø There were also statistically significant 
differences among members of CareSource and 
SummaCare between 2001 and 2002:  results 
improved for both plans.

§ However, there were no statistically significant 
differences between the program average and any 
individual MCP for 2002.
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Overall Ratings of Personal Doctor, Specialist, Health Care and Health Plan (cont’d)

Overall Rating of Health Plan (Exhibit 2-4)

Base = Those able to rate based on experience 
(AQ50/CQ87)
*There were statistically significant differences between at least one MCP and the program average for 2002.

Health Plan*
Excludes Child Members Ages 13-17

(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
11
17

11
18

13
14

9
12

21
16

13

31
33

35
34

31
38

33
30

27
35

31
30

57
50

53
47

56
48

58
58

53
48

58
57

10

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

0 to 6 (Worst) 7 or 8 9 or 10 (Best)

2001  (664)

2002  (309)

2001  (713)

2002  (327)

2001  (843)

2002  (391)

2001  (842)

2002  (291)

2001  (2888)

2002  (1599)

2001  (7513)

2002  (2917)

8.01

8.42

8.23

8.39

8.45

8.54

8.18

8.17

8.45

8.58

8.12

8.50

Mean

±0.16

±0.22

±0.14

±0.21

±0.13

±0.19

±0.14

±0.26

±0.08

±0.11

±0.06

±0.08

Conf.
Interval

h

h

h

i

i

i

i

h

Members were asked to rate their/their child’s health plan 
overall, using a “0 to 10” scale, where a “0” means the worst 
health plan possible and a “10” means the best health plan 
possible.

§ In 2002, members gave their/their child’s health plan a 
rating of 8.50, on average.

§ There were statistically significant differences between 
the program average for 2001 and 2002: � members 
gave higher ratings, on average, to their/their child’s 
health plan (8.50, up from 8.12); � more members 
gave a rating of 9 or 10 (57%, up from 50%); and       
� fewer members gave a rating of less than 7 (11%, 
down from 17%).

Ø There were also statistically significant 
differences among members of CareSource, 
FHP, QualChoice, and SummaCare between 
2001 and 2002:  results improved for 
CareSource, QualChoice, and SummaCare and 
the percent of FHP members rating their/their 
child’s health plan a 7 or 8 decreased between 
2001 and 2002.

§ There was also a statistically significant difference 
between the program average and FHP for 2002:  the 
percent who gave their/their child’s health plan a rating 
of less than 7 was higher for FHP than the Program 
Average. 
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Getting Needed Care

Composite Score for Getting Needed Care (Exhibit 3-1)

Getting Needed Care
Excludes Child Members Ages 13-17

(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
7
8

5
7

5
8

7
6

7
6

8
8

11
12

8
11

14
12

10
12

10
12

11
11

82
80

86
82

81
80

83
82

83
82

81
81

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

Big Problem Small Problem Not a Problem

2001

2002

2001

2002

2001

2002

2001

2002

2001

2002

2001

2002

*To get the percentages shown for the composite score “Getting Needed Care,” we averaged the answers to four individual survey 
questions.  These questions asked members to tell how much of a problem, during the last six months, they had:

Ø Getting a personal doctor or nurse they were happy with (AQ4/CQ4)
Ø Getting a referral to a specialist that they needed to see (AQ8/CQ13)
Ø Getting the care they or their doctor believed necessary (AQ22/CQ27) 
Ø With delays in health care while they waited for approval from their health plan (AQ23/CQ28)

The composite scores for “Getting Needed Care”* indicated that 
the majority of members have had no problems with issues 
related to getting needed care within the last six months.

§ The composite scores for “Getting Needed Care” in 2002 
showed a rating of not a problem by about eight in ten 
members (82%), followed by 11% saying they had a small 
problem, and 7% saying they had a big problem.

§ There were no statistically significant differences between 
the program average nor the individual MCPs for 2001 
and 2002.

§ There were no statistically significant differences between 
the program average and any individual MCP for 2002.
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Getting Needed Care (cont’d)

Getting a Personal Doctor or Nurse They are Happy With (Exhibit 3-2)

Getting a Personal Doctor or Nurse They Are Happy With
Excludes Child Members Ages 13-17

(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
8
10

8
8

6
6

10
6

8
6

8
11

10
13

9
13

8
10

10
12

9
10

12
11

82
77

83
79

87
83

81
83

82
84

80
78

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

Big Problem Small Problem Not a Problem

2001  (300)

2002  (122)

2001  (282)

2002  (129)

2001  (248)

2002  (150)

2001  (266)

2002  (81)

2001  (783)

2002  (561)

2001  (2497)

2002  (1043)

Base = Those who/whose child got a new personal doctor or nurse and able to rate 
(AQ4/CQ4)

Members were asked to rate how much of a problem they/their 
child had during the last six months with getting a personal doctor 
or nurse with whom they are happy.

§ 82% of members in 2002 have had no problems getting a 
personal doctor or nurse with whom they are happy.

§ There was a statistically significant difference between the 
program average for 2001 and 2002.  Members in 2002 
were more likely to report that they/their child had no 
problems getting a personal doctor or nurse with whom 
they are happy (82%, up from 77% in 2001).

Ø There were no statistically significant differences 
between the individual MCPs for 2001 and 2002.

§ There were also no statistically significant differences 
between the program average and any individual MCP for 
2002.

h
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Getting Needed Care (cont’d)

Getting a Referral to a Specialist That They Needed to See (Exhibit 3-3)

Getting a Referral to a Specialist That They Needed to See
Excludes Child Members Ages 13-17

(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
15

6
8

8
14

16
9

13
9

12
12

12
13

6
11

20
14

11
13

16

12
11

77
72

88
80

72
71

73
78

82
76

76
76

11

6

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

Big Problem Small Problem Not a Problem

2001  (194)

2002  (97)

2001  (158)

2002  (79)

2001  (233)

2002  (98)

2001  (234)

2002  (76)

2001  (727)

2002  (371)

2001  (1925)

2002  (721)

Base = Those who/whose child’s doctor thought they/their child needed to see a specialist and able to rate 
(AQ8/CQ13)

Members were asked to rate how much of a problem they had 
during the last six months with getting a referral to a specialist that 
they/their child needed to see.

§ In 2002, 77% of members have had no problems getting a 
referral to a specialist that they/their child needed to see.   

§ There were statistically significant differences between the 
program average for 2001 and 2002: � more members 
reported that they/their child had no problems getting a 
referral to a specialist that they/their child needed to see 
(77%, up from 72%); and � fewer members reported 
having a big problem (11%, down from 15%).

Ø There was also a statistically significant difference 
among members of FHP between 2001 and 2002:  
the percent of FHP members who reported that 
getting a referral to a specialist that they/their child 
needed to see was a small problem decreased 
between 2001 and 2002. 

§ However, there were no statistically significant differences 
between the program average and any individual MCP for 
2002.

hi

i



The Ohio Department of Job and Family Services
WB&A Market Research

33

Getting Needed Care (cont’d)

Getting the Care They or Their Doctor Believed Necessary (Exhibit 3-4)

Getting the Care They or Their Doctor Believed Necessary
Excludes Child Members Ages 13-17

(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
2
3

2
3

2
3

2
3

2
2

3

12
10

12
8

11
10

14
11

14
12

12
9

85
87

86
88

88
87

84
86

84
86

85
874

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

Big Problem Small Problem Not a Problem

2001  (544)

2002  (253)

2001  (491)

2002  (252)

2001  (642)

2002  (319)

2001  (619)

2002  (227)

2001  (2209)

2002  (1189)

2001  (5655)

2002  (2240)

Base = Those who/whose child went to a doctor’s office/clinic in the last 6 months and able to rate 
(AQ22/CQ27)

Members were asked to rate how much of a problem they had 
during the last six months with getting care they or their/their
child’s doctor believed necessary.

§ 85% of members in 2002 continue to have no problems 
getting the care they or their/their child’s doctor believed 
necessary.   

§ There was a statistically significant difference between the 
program average for 2001 and 2002.  Members in 2002 
were more likely to report that they/their child had a small 
problem getting care they or their/their child’s doctor 
believed necessary (12%, up from 10% in 2001). 

Ø There were no statistically significant differences 
between the individual MCPs for 2001 and 2002.

§ There were also no statistically significant differences 
between the program average and any individual MCP for 
2002.

h
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Getting Needed Care (cont’d)

Delays in Health Care While They Waited for Approval From Their Health Plan (Exhibit 3-5)

Delays in Health Care While Waiting for Approval 
From Health Plan

Excludes Child Members Ages 13-17
(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
3
4

3
4

3

4

3
2

2

3
3

9

10

9

9

8
6

9
8

6
7

90
87

93
85

88

87

89
92

87
90

91
90

4

5

7

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

Big Problem Small Problem Not a Problem

2001  (541)

2002  (253)

2001  (489)

2002  (252)

2001  (641)

2002  (315)

2001  (615)

2002  (228)

2001  (2199)

2002  (1185)

2001  (5629)

2002  (2233)

Base = Those who/whose child went to a doctor’s office/clinic in the last 6 months and able to rate 
(AQ23/CQ28)

Members were asked to rate how much of a problem they had 
during the last six months with delays in health care while they
waited for approval from their/their child’s health plan.

§ 90% of members in 2002 have had no problems with 
delays in their/their child’s health care while they waited 
for approval from their/their child’s health plan.     

§ There were statistically significant differences between 
the program average for 2001 and 2002: � more 
members reported that delays in their/their child’s health 
care while they waited for approval from their/their child’s 
health plan were not a problem (90%, up from 87%); �
fewer members had a small problem (7%, down from 
9%); and � fewer members had a big problem (3%, 
down from 4%).

Ø There were also statistically significant differences 
among members of SummaCare between 2001 
and 2002:  results for SummaCare improved.

§ However, there were no statistically significant 
differences between the program average and any 
individual MCP for 2002.

h

h

i

i

i
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Getting Care Quickly

Composite Score for Getting Care Quickly (Exhibit 3-6)

Getting Care Quickly
Excludes Child Members Ages 13-17

(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
16
18

13
17

17
19

14
15

15
16

17
20

25
26

26
23

23
25

26
26

26
26

25
26

59
56

61
60

60
55

60
59

60
58

58
54

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

Never/Sometimes Usually Always

2001
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2001

2002

2001

2002

2001

2002

2001

2002

2001

2002

*To get the percentages shown for the composite score “Getting Care Quickly,” we averaged the answers to four individual survey questions.  
These questions asked members to tell how often, during the last six months, they:

Ø Received the help or advice needed when calling during regular office hours (AQ13/CQ18)
Ø Received an appointment for regular/routine health care as soon as they wanted (AQ15/CQ20)
Ø Received the care needed for an illness/injury as soon as they wanted (AQ18/CQ23)
Ø Waited in the doctor’s office less than 30 minutes past their appointment time (AQ24/CQ29)

The composite scores for “Getting Care Quickly”* indicated that 
about six in ten members have received care quickly within the last 
six months.

§ The composite scores for “Getting Care Quickly” in 2002 
showed a rating of always or usually by 84% of members, 
while nearly two in ten (16%) gave a rating of never or only 
sometimes.

§ There was a statistically significant difference between the 
program average for 2001 and 2002.  Members in 2002 were 
more likely to report that they always got care quickly (59%, 
up from 56% in 2001).

Ø There were no statistically significant differences 
between the individual MCPs for 2001 and 2002.

§ There were also no statistically significant differences 
between the program average and any individual MCP for 
2002.
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Getting Care Quickly (cont’d)

Received the Help or Advice Needed When Calling During Regular Office Hours (Exhibit 3-7)

Received the Help/Advice Needed When 
Calling Doctor’s Office

Excludes Child Members Ages 13-17
(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
13
13

10
13

15
11

16
10

10
9

14
14

18
18

19
17

13
19

17
20

22
15

18
18

69
70

72
70

72
70

67
71

67
76

68
68

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

Never/Sometimes Usually Always

2001  (417)

2002  (210)

2001  (339)

2002  (170)

2001  (485)

2002  (244)

2001  (481)

2002  (167)

2001  (1431)

2002  (863)

2001  (3968)

2002  (1654)

Base = Those who called a doctor’s office/clinic during regular office hours to get help or advice
for themselves/their child and able to rate 
(AQ13/CQ18)

Members were asked to rate how often during the last six months 
they received the help or advice they needed when calling 
their/their child’s doctor’s office during regular office hours.

§ In 2002, more than eight in ten members (87%) reported 
that they always or usually received the help or advice they 
needed when they called their/their child’s doctors during 
regular office hours, while 13% said they never or only 
sometimes did.

§ There were no statistically significant differences between 
the program average nor the individual MCPs for 2001 and 
2002.

§ There were also no statistically significant differences 
between the program average and any individual MCP for 
2002.
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Getting Care Quickly (cont’d)

Received an Appointment for Regular/Routine Health Care as Soon as They Wanted (Exhibit 3-8)

Received Appointment for Regular/Routine Care 
as Soon as They Wanted

Excludes Child Members Ages 13-17
(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
16
18

16
17

19
19

15
12

14
14

15
18

23
24

25
24

21
22

27
25

24
23

23
24

61
59

60
59

60
58

58
63

62
62

62
58

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

Never/Sometimes Usually Always

2001  (480)

2002  (225)

2001  (476)

2002  (242)

2001  (564)

2002  (288)

2001  (564)

2002  (213)

2001  (1877)

2002  (1090)

2001  (4968)

2002  (2058)

Base = Those who made an appointment for themselves/their child for regular/routine health care 
and able to rate 
(AQ15/CQ20)

Members were asked to rate how often during the last six months 
they/their child received an appointment for regular or routine 
health care as soon as they wanted.

§ In 2002, more than eight in ten members (84%) reported 
that they/their child always or usually received an 
appointment for regular or routine health care as soon as 
they wanted, while 16% said they never or only sometimes 
did.

§ There were no statistically significant differences between 
the program average nor the individual MCPs for 2001 and 
2002.

§ There were also no statistically significant differences 
between the program average and any individual MCP for 
2002.
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Getting Care Quickly (cont’d)

Received the Care Needed for an Illness/Injury as Soon as They Wanted (Exhibit 3-9)

Received the Care Needed for an Illness/Injury 
as Soon as They Wanted

Excludes Child Members Ages 13-17
(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
12
15

11
15

12
16

8
12

14
14

12
14

16
17

20
15

11
16

18
20

17
18

16
17

72
68

70
70

77
68

74
68

69
68

72
69

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

Never/Sometimes Usually Always

2001  (257)

2002  (115)

2001  (219)

2002  (107)

2001  (318)

2002  (137)

2001  (282)

2002  (101)

2001  (1040)

2002  (539)

2001  (2684)

2002  (999)

Base = Those who/whose child had an illness/injury that needed care right away and able to rate 
(AQ18/CQ23)

Members were asked to rate how often during the last six 
months they received the care they/their child needed for an 
illness or injury as soon as they wanted.

§ In 2002, 72% of members reported that they/their child 
always or usually received the care they needed for an 
illness or injury.

§ There were statistically significant differences between 
the program average for 2001 and 2002: � more 
members reported that they/their child always received 
the care they needed for an illness or injury (72%, up 
from 68%); and � fewer members said they/their child
never or only sometimes received the care they needed 
(12%, down from 15%).

Ø There were no statistically significant differences 
between the individual MCPs for 2001 and 2002.

§ There were also no statistically significant differences 
between the program average and any individual MCP 
for 2002.
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Getting Care Quickly (cont’d)

Waited in Doctor’s Office Less Than 30 Minutes Past Their Appointment Time (Exhibit 3-10)

Waited Less Than 30 Minutes Past Appointment Time
Excludes Child Members Ages 13-17

(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
18
20

17
18

15
21

15
16

18
18

20
23

38
37

33
31

38
38

37
35

38
36

40
41

43
43

50
51

47
41

48
48

44
46

40
36

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

Never/Sometimes Usually Always

2001  (540)

2002  (252)

2001  (489)

2002  (253)

2001  (635)

2002  (318)

2001  (608)

2002  (224)

2001  (2193)

2002  (1187)

2001  (5606)

2002  (2234)

Base = Those who/whose child went to a doctor’s office/clinic in the last 6 months and able to rate 
(AQ24/CQ29)

Members were asked to rate how often during the last six 
months they/their child waited in the doctor’s office less than 30 
minutes past their appointment time.

§ In 2002, about eight in ten members (82%) said that 
they always or usually waited in the doctor’s office less 
than 30 minutes past their appointment time, while 
almost two in ten (18%) said they never or only 
sometimes waited less than 30 minutes past their 
appointment time.

§ There were no statistically significant differences 
between the program average for 2001 and 2002.

Ø However, there was a statistically significant 
difference among members of QualChoice 
between 2001 and 2002:  results for QualChoice 
improved.

§ There were no statistically significant differences 
between the program average and any individual MCP 
for 2002.
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How Well Doctors Communicate

Composite Score for How Well Doctors Communicate (Exhibit 3-11)

How Well Doctors Communicate
Excludes Child Members Ages 13-17

(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
11
12

9
11

10
9

12
10

13
12

11
14

18
18

19
20

13
15

19
20

18
18

19
18

71
70

72
70

77
76

69
70

69
70

70
68

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

Never/Sometimes Usually Always

2001

2002

2001

2002

2001

2002 

2001

2002

2001 

2002

2001

2002

*To get the percentages shown for the composite score “How Well Doctors Communicate,” we averaged the answers to four individual
survey questions.  These questions asked members to tell how often, during the last six months, doctors or other health providers:

Ø Listened carefully to them (AQ27/CQ32)
Ø Explained things in a way they could understand (AQ29/CQ34)
Ø Showed respect for what they had to say (AQ30/CQ35)
Ø Spent enough time with them (AQ31/CQ39)

The composite scores for “How Well Doctors Communicate”* 
indicated that about seven in ten members feel that their/their 
child’s doctors always communicate well with them.  

§ The composite scores for “How Well Doctors
Communicate” in 2002 showed a rating of always or 
usually by nearly nine in ten members (89%), while 11% 
gave a rating of never or only sometimes.

§ There were no statistically significant differences 
between the program average for 2001 and 2002.

Ø However, there was a statistically significant 
difference among members of CareSource 
between 2001 and 2002:  results for CareSource 
improved.

§ There were no statistically significant differences 
between the program average and any individual MCP 
for 2002.
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Doctors or Other Health Providers Listened Carefully to Them (Exhibit 3-12)

Doctors Listened Carefully to Them
Excludes Child Members Ages 13-17

(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
7
9

8
10

8
7

10
7

11
9

7
10

17
16

15
17

13
12

18
14

15
16

18
16

76
75

77
73

79
81

72
79

74
75

76
74

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

Never/Sometimes Usually Always

2001  (541)

2002  (253)

2001  (493)

2002  (253)

2001  (644)

2002  (319)

2001  (620)

2002  (227)

2001  (2208)

2002  (1188)

2001  (5654)

2002  (2240)

Base = Those who/whose child went to a doctor’s office/clinic in the last 6 months and able to rate 
(AQ27/CQ32)

How Well Doctors Communicate (cont’d)

Members were asked to rate how often during the last six months 
their/their child’s doctors or other health providers listened 
carefully to them.

§ In 2002, 76% of members reported that their/their child’s
doctors or other health providers always or usually 
listened carefully to them.

§ There was a statistically significant difference between 
the program average for 2001 and 2002.  Members in 
2002 were less likely to report that their/their child’s 
doctors or other health providers never or only sometimes 
listened carefully to them (7%, down from 9% in 2001).

Ø There was also a statistically significant difference 
among members of CareSource between 2001 
and 2002:  results for CareSource improved.

§ However, there were no statistically significant differences 
in the program average nor the individual MCPs between 
2001 and 2002.
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Doctors or Other Health Providers Explained Things in a Way They Could Understand (Exhibit 3-13)

Doctors Explained Things in a Way They Could Understand
Excludes Child Members Ages 13-17

(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
9
10

8
7

8
7

9
9

10
11

9
11

13
14

11
16

11
12

14
14

17
14

14
14

78
76

81
77

81
81

77
77

73
75

77
76

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

Never/Sometimes Usually Always

2001  (543)

2002  (252)

2001  (492)

2002  (253)

2001  (639)

2002  (319)

2001  (620)

2002  (227)

2001  (2212)

2002  (1190)

2001  (5656)

2002  (2241)

How Well Doctors Communicate (cont’d)

Base = Those who/whose child went to a doctor’s office/clinic in the last 6 months and able to rate 
(AQ29/CQ34)

Members were asked to rate how often during the last six 
months their/their child’s doctors or other health providers 
explained things in a way they could understand.

§ In 2002, about nine in ten members (91%) reported that 
their/their child’s doctors or other health providers always 
or usually explained things in a way they could 
understand, while 9% said that they never or only 
sometimes did.  

§ There were no statistically significant differences 
between the program average nor the individual MCPs 
for 2001 and 2002.

§ There were also no statistically significant differences 
between the program average and any individual MCP 
for 2002.
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Doctors or Other Health Providers Showed Respect for What They Had to Say  (Exhibit 3-14)

Doctors Showed Respect for What They Had to Say*
Excludes Child Members Ages 13-17

(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
7
8

6
8

7
6

11
6

11
8

7
10

14
15

18
18

9
12

13
17

19
16

14
16

79
77

76
74

84
81

76
77

70
76

79
75

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

Never/Sometimes Usually Always

2001  (544)

2002  (253)

2001  (492)

2002  (253)

2001  (644)

2002  (318)

2001  (618)

2002  (228)

2001  (2214)

2002  (1191)

2001  (5660)

2002  (2243)

How Well Doctors Communicate (cont’d)

Base = Those who/whose child went to a doctor’s office/clinic in the last 6 months and able to rate 
(AQ30/CQ35)
*There were statistically significant differences between at least one MCP and the program average for 2002.

Members were asked to rate how often during the last six 
months their/their child’s doctors or other health providers 
showed respect for what they had to say.

§ In 2002, more than nine in ten members (93%) reported 
that their/their child’s doctors or other health providers 
always showed respect for what they had to say, while 
7% said that they never or only sometimes did.

§ There were no statistically significant differences 
between the program average for 2001 and 2002.

Ø However, there were statistically significant 
differences among members of CareSource 
between 2001 and 2002:  results for CareSource 
improved.

§ There was also a statistically significant difference 
between the program average and FHP for 2002:  the 
percent who reported that their/their child’s doctors or 
other health providers never or only sometimes showed 
respect for what they had to say was higher for FHP than 
the program average. 
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Doctors or Other Health Providers Spent Enough Time with Them (Exhibit 3-15)

Doctors Spent Enough Time With Them
Excludes Child Members Ages 13-17

(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
15
16

12
16

15
13

18
13

17
15

15
18

22
24

24
27

14
21

23
27

18
20

24
23

63
60

64
57

71
66

59
60

65
66

61
58

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

Never/Sometimes Usually Always

2001  (538)

2002  (253)

2001  (488)

2002  (253)

2001  (642)

2002  (316)

2001  (617)

2002  (228)

2001  (2205)

2002  (1191)

2001  (5633)

2002  (2241)

How Well Doctors Communicate (cont’d)

Base = Those who/whose child went to a doctor’s office/clinic in the last 6 months and able to rate 
(AQ31/CQ39)

Members were asked to rate how often during the last six 
months their/their child’s doctors or other health providers 
spent enough time with them.

§ In 2002, more than eight in ten members (85%) 
reported that their/their child’s doctors or other health 
providers always spent enough time with them, while 
15% said that they never or only sometimes did.

§ There were no statistically significant differences 
between the program average between 2001 and 
2002.

Ø However, there were statistically significant 
differences among members of CareSource and 
QualChoice between 2001 and 2002:  results for 
CareSource improved and the percent of 
QualChoice members who reported that 
their/their child’s doctors or other health 
providers usually spent enough time with them 
decreased between 2001 and 2002.

§ There were no statistically significant differences 
between the program average and any individual MCP 
for 2002.
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Courteous and Helpful Office Staff

Composite Score for Courteous and Helpful Office Staff (Exhibit 3-16)

Courteous and Helpful Office Staff
Excludes Child Members Ages 13-17

(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
10
11

8
12

9
10

9
8

8
9

10
12

18
18

20
19

14
18

20
17

18
16

18
18

72
71

73
69

77
72

71
74

74
74

72
70

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

Never/Sometimes Usually Always

*To get the percentages shown for the composite score “Courteous and Helpful Office Staff,” we averaged the answers to two individual 
survey questions.  These questions asked members to tell how often, during the last six months, office staff at the doctor’s office or clinic:

Ø Treated them with courtesy and respect (AQ25/CQ30)
Ø Were as helpful as they thought the staff should be (AQ26/CQ31)

2001

2002

2001

2002

2001

2002 

2001

2002

2001 

2002

2001

2002

The composite scores for “Courteous and Helpful Office Staff”* 
indicated that about seven in ten members report that the doctor’s 
office staff is always courteous and helpful.

§ The composite scores for “Courteous and Helpful Office 
Staff” in 2002 showed a rating of always or usually by nine 
in ten members (90%), while 10% gave a rating of never 
or only sometimes.

§ There were no statistically significant differences between 
the program average nor the individual MCPs for 2001 and 
2002.

§ There were also no statistically significant differences 
between the program average and any individual MCP for 
2002.
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Office Staff Treated Them with Courtesy and Respect (Exhibit 3-17)

Office Staff Treated Them With Courtesy and Respect
Excludes Child Members Ages 13-17

(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
7
7

4
10

8
6

6
4

4
6

7
7

12
13

12
14

7
12

12
12

14
11

14
14

81
79

84
76

85
82

81
84

81
82

79
79

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

Never/Sometimes Usually Always

2001  (541)

2002  (251)

2001  (492)

2002  (253)

2001  (644)

2002  (318)

2001  (618)

2002  (228)

2001  (2212)

2002  (1190)

2001  (5655)

2002  (2240)

Base = Those who/whose child went to a doctor’s office/clinic in the last 6 months and able to rate 
(AQ25/CQ30)

Courteous and Helpful Office Staff (cont’d)

Members were asked to rate how often in the past six months 
the office staff at their/their child’s doctor’s office or clinic treated 
them with courtesy and respect.

§ In 2002, more than nine in ten (93%) reported that the 
office staff at their/their child’s doctor’s office always or 
usually treated them with courtesy and respect, while 7% 
said that they never or only sometimes did.

§ There were no statistically significant differences 
between the program average for 2001 and 2002.

Ø In contrast, there were statistically significant 
differences among members of QualChoice and 
SummaCare between 2001 and 2002:  results for 
SummaCare improved and the percent of 
QualChoice members who reported that the office 
staff at their/their child’s doctor’s office usually 
treated them with courtesy and respect decreased 
between 2001 and 2002.

§ There were no statistically significant differences 
between the program average and any individual MCP 
for 2002.
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Office Staff Were as Helpful as They Thought They Should Be (Exhibit 3-18)

Office Staff Were as Helpful as They Thought They Should Be
Excludes Child Members Ages 13-17

(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
11
13

7
14

10
13

11
10

12
11

12
13

22
20

27
22

18
20

24
21

19
18

22
20

67
67

66
64

72
67

65
69

69
70

66
66

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

Never/Sometimes Usually Always

2001  (540)

2002  (252)

2001  (492)

2002  (253)

2001  (644)

2002  (318)

2001  (617)

2002  (228)

2001  (2210)

2002  (1191)

2001  (5651)

2002  (2242)

Courteous and Helpful Office Staff (cont’d)

Base = Those who/whose child went to a doctor’s office/clinic in the last 6 months and able to rate 
(AQ26/CQ31)

Members were asked to rate how often in the past six months 
the office staff at their/their child’s doctor’s office or clinic were as 
helpful as they thought they should be.

§ In 2002, roughly nine in ten members (89%) reported that 
the office staff at their/their child’s doctor’s office were 
always or usually as helpful as they thought they should 
be, while 11% said that they never or only sometimes 
were.

§ There were no statistically significant differences 
between the program average for 2001 and 2002.

Ø There was a statistically significant difference 
among members of SummaCare between 2001 
and 2002:  results for SummaCare improved.

§ There were no statistically significant differences 
between the program average and any individual MCP 
for 2002.
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Customer Service

Composite Score for Customer Service (Exhibit 3-19)

Customer Service
Excludes Child Members Ages 13-17

(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
11

7
10

10
14

7
8

6
10

8
8

18
18

19
15

21
14

16
19

19
19

18
17

74
72

74
74

69
71

77
72

76
72

74
75

8

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

Big Problem Small Problem Not a Problem

*To get the percentages shown for the composite score “Customer Service,” we averaged the answers to three individual survey questions.  
These questions asked members to tell how much of a problem, during the last six months, they had with:

Ø Finding or understanding the information in the written materials (AQ42/CQ79)
Ø Getting the help needed when calling their health plan’s customer service (AQ44/CQ81)
Ø Paperwork for their health plan (AQ49/CQ86)

2001

2002

2001

2002

2001

2002 

2001

2002

2001 

2002

2001

2002

The composite scores for “Customer Service”* indicated that more
than seven in ten members have had no problems with issues 
related to customer service during the last six months.

§ There were statistically significant differences between the 
program average for 2001 and 2002.  Members in 2002 
were less likely to report that they/their child had a big 
problem with issues related to customer service (8%, 
down from 11% in 2001).

Ø In contrast, there were no statistically significant 
differences between the individual MCPs for 2001 
and 2002.

§ There were also no statistically significant differences 
between the program average and any individual MCP for 
2002.

i



The Ohio Department of Job and Family Services
WB&A Market Research

49

Customer Service (cont’d)

Finding or Understanding Information in Written Materials (Exhibit 3-20)

Finding or Understanding Information in Written Materials
Excludes Child Members Ages 13-17

(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
4
7

3
6

3
6

3

3
4

4
5

13
14

18
19

17
13

14
16

19
12

11
11

83
79

78
75

80
81

86
81

79
84

85
83

<1

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

Big Problem Small Problem Not a Problem

2001  (185)

2002  (84)

2001  (198)

2002  (114)

2001  (223)

2002  (127)

2001  (248)

2002  (98)

2001  (871)

2002  (567)

2001  (2197)

2002  (990)

Base = Those who looked for information in written materials from their/their child’s health plan
and able to rate 
(AQ42/CQ79)

Members were asked to rate how much of a problem they had 
during the last six months with finding or understanding 
information in written materials from their/their child’s health
plan.

§ 83% of members in 2002 reported that they had no 
problems finding or understanding information in written 
materials from their/their child’s health plan.

§ There were statistically significant differences between 
the program average for 2001 and 2002: � more 
members reported that they had no problems finding or 
understanding information in written materials from 
their/their child’s health plan (83%, up from 79%); and  
� fewer members had a big problem (4%, down from 
7%).

Ø In contrast, there were no statistically significant 
differences between the individual MCPs for 2001 
and 2002.

§ There were also no statistically significant differences 
between the program average and any individual MCP 
for 2002.
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Customer Service (cont’d)

Getting the Help Needed When Calling Customer Service (Exhibit 3-21)

Getting the Help Needed When Calling Customer Service
Excludes Child Members Ages 13-17

(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
14

5
11

8
16

4
13

16

9
8

17
16

16
14

23
14

12
20

23
17

16
12

75
70

79
76

69
70

84
67

72
67

75
80

8

5

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

Big Problem Small Problem Not a Problem

2001  (222)

2002  (109)

2001  (242)

2002  (123)

2001  (234)

2002  (143)

2001  (274)

2002  (116)

2001  (883)

2002  (584)

2001  (2345)

2002  (1075)

Base = Those who called the health plan’s customer service to get information or help for 
themselves/their child and able to rate 
(AQ44/CQ81)

Members were asked to rate how much of a problem they had 
during the last six months with getting the help they/their child 
needed when calling customer service.

§ 75% of members in 2002 reported that they had no 
problems getting the help they/their child needed when 
calling customer service.

§ There were statistically significant differences between 
the program average for 2001 and 2002: � more 
members reported that they had no problems getting the 
help they/their child needed when calling customer 
service (75%, up from 70%); and � fewer members had 
a big problem (8%, down from 14%).

Ø There were also statistically significant 
differences among members of FHP, Paramount, 
and QualChoice between 2001 and 2002:  results 
improved for all three plans.

§ There were no statistically significant differences 
between the program average and any individual MCP 
for 2002.
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Customer Service (cont’d)

Problem with Paperwork for Their Health Plan (Exhibit 3-22)

Problem With Paperwork for Health Plan
Excludes Child Members Ages 13-17

(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
16

16
16

12
21

4
7

9
11

9
13

22
20

28
15

21
13

20
23

18
23

21
25

69
64

56
69

67
66

76
71

73
66

70
63

10

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

Big Problem Small Problem Not a Problem

2001  (141)

2002  (61)

2001  (136)

2002  (54)

2001  (151)

2002  (77)

2001  (161)

2002  (53)

2001  (477)

2002  (285)

2001  (1375)

2002  (530)

Base = Those who had experiences with paperwork for their/their child’s health plan in the last
6 months and able to rate 
(AQ49/CQ86)

Members were asked to rate how much of a problem they had 
during the last six months with paperwork for their/their child’s 
health plan.

§ 69% of members in 2002 reported that they had no 
problems with paperwork for their/their child’s health 
plan.

§ There was a statistically significant difference between 
the program average for 2001 and 2002.  Members in 
2002 were less likely to report that they had a big 
problem with paperwork for their/their child’s health plan 
(10%, down from 16% in 2001).

Ø However, there were no statistically significant 
differences between the individual MCPs for 2001 
and 2002.

§ There were also no statistically significant differences 
between the program average and any individual MCP 
for 2002.
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Satisfaction with Health Plan

Got a New Personal Doctor or Nurse (Exhibit 4-1)

Got a New Personal Doctor or Nurse*
Excludes Child Members Ages 13-17

(Percent Responding Yes)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (669)

2002  (306)

2001  (713)

2002  (320)

2001  (838)

2002  (388)

2001  (848)

2002  (288)

2001  (2878)

2002  (1585)

2001  (7532)

2002  (2887)

Base = Those answering 
(AQ3/CQ3)
*There were statistically significant differences between at least one MCP and the overall 
average for 2002.

Members were asked whether or not they/their child got a new 
personal doctor or nurse since they joined their health plan.

§ In 2002, more than one-third of the members (35%) said 
that they/their child got a new personal doctor or nurse.  

§ There were no statistically significant differences 
between the program average for 2001 and 2002.  

Ø On the other hand, there were statistically 
significant differences among members of 
CareSource and Paramount between 2001 and 
2002:  results improved for both plans. 

§ There was also a statistically significant difference 
between the program average and FHP for 2002:  the 
percent who reported that they/their child got a new 
personal doctor or nurse was lower for FHP than the 
program average.
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Understand Process to Select Personal Doctor (Exhibit 4-2)

Understand the Process to Select a Personal Doctor
Excludes Child Members Ages 13-17

(Percent Responding Yes)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (302)

2002  (121)

2001  (284)

2002  (128)

2001  (247)

2002  (150)

2001  (270)

2002  (81)

2001  (793)

2002  (564)

2001  (2518)

2002  (1044)

Base = Those who/whose child got a new personal doctor or nurse and answering 
(AQ4a/CQ4a)

Members who got a new personal doctor or nurse were asked 
if they understood the process to select one.

§ There was a statistically significant difference between 
the program average for 2001 and 2002.  Members in 
2002 were more likely to report that they understood 
the process to select a new doctor or nurse (92%, up 
from 86% in 2001).

Ø There were also statistically significant 
differences among members of CareSource 
and QualChoice between 2001 and 2002:  
results improved for both plans. 

§ There were no statistically significant differences 
between the program average and any individual MCP 
for 2002.
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Received Information About Health Plan Before Signing Up (Exhibit 4-3)

Received Information About Health Plan Before Signing Up
Excludes Child Members Ages 13-17

(Percent Responding Yes)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (531)

2002  (256)

2001  (472)

2002  (258)

2001  (619)

2002  (311)

2001  (634)

2002  (233)

2001  (2099)

2002  (1218)

2001  (5517)

2002  (2276)

Base = Those who are/whose child is covered by Medicaid and answering
(AQ39/CQ76)

Members who reported being covered by a Medicaid 
managed care plan paid for by the State Medicaid Program 
were asked whether they received information about their 
health plan before signing up.

§ There was a statistically significant difference 
between the program average for 2001 and 2002.  
Members in 2002 were more likely to report that they 
received information about their health plan before 
signing up (74%, up from 70% in 2001).

Ø There was also a statistically significant 
difference among members of Paramount 
between 2001 and 2002:  results for 
Paramount decreased.

§ There were no statistically significant differences 
between the program average and any individual 
MCP for 2002.

§ Members tended to associate the information that 
they received before signing up for their health plan 
as coming from that plan.  However, the information 
actually is sent by the state’s enrollment contractor.
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How Much Information Given Was Correct (Exhibit 4-4)

How Much Information Was Correct
Excludes Child Members Ages 13-17

(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

4
11

5
9

5
8

12
10

6
8

31
32

39
31

30
36

29
32

29
29

30
28

63
58

57
58

65
55

66
59

59
60

63
63

<1
1

1

<1

<1

<1

<1
1

1
1

6
10
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None Some Most All

2001  (366)

2002  (191)

2001  (344)

2002  (185)

2001  (465)

2002  (219)

2001  (441)

2002  (173)

2001  (1446)

2002  (885)

2001  (3758)

2002  (1653)

Base = Those who received information about their/their child’s health plan before signing up 
and able to rate 
(AQ40/CQ77)

Those who reported being covered by a Medicaid managed 
care plan paid for by the State Medicaid Program and who 
received information about their plan before signing up were 
asked how much of the information they were given was 
correct.

§ 63% of members in 2002 indicated that all or most of 
the information that they received was correct.

§ There were statistically significant differences between 
the program average for 2001 and 2002: � more 
members reported that all of the information was 
correct (63%, up from 58%); and � fewer members 
said that only some of the information was correct (6%, 
down from 10%).  

Ø There were also statistically significant 
differences among members of QualChoice 
and SummaCare between 2001 and 2002:  
results improved for both plans. 

§ There were no statistically significant differences 
between the program average and any individual MCP 
for 2002.
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Looked for Information in Written Materials (Exhibit 4 -5)

Looked for Information in Written Materials
Excludes Child Members Ages 13-17

(Percent Responding Yes)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (670)

2002  (308)

2001  (711)

2002  (323)

2001  (838)

2002  (387)

2001  (844)

2002  (286)

2001  (2896)

2002  (1604)

2001  (7545)

2002  (2908)

Base = Those answering
(AQ41/CQ78)

All members were asked whether they looked for information in 
written materials from their health plan.

§ There was a statistically significant difference between 
the program average for 2001 and 2002.  Members in 
2002 were more likely to say that they looked for 
information in their/their child’s plan’s written materials 
(33%, up from 29% in 2001).

Ø However, there were no statistically significant 
differences between the individual MCPs for 2001 
and 2002.

§ There were also no statistically significant differences 
between the program average and any individual MCP 
for 2002.

§ High utilizers of health care were more likely than low 
utilizers to report that they looked for information in 
their/their child’s plan’s written materials.  
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Called Health Plan to Get Help with Transportation (Exhibit 4-6)

Called Health Plan to Get Help With Transportation
Excludes Child Members Ages 13-17

(Percent Responding Yes)

6

5
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6
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SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2002  (311)

2002  (326)

2002  (390)

2002  (292)

2002  (1616)

2002  (3935)

Base = Those answering 
(AQ50a/CQ87a)

Members were asked if they called their health plan to get 
help with transportation.

§ In 2002, about one in twenty members (6%) reported 
that they called their/their child’s health plan to get 
help with transportation.  

§ There were no statistically significant differences 
between the program average and any individual 
MCP for 2002.

Satisfaction with Health Plan (cont’d)
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How Often Got Help with Transportation From Health Plan (Exhibit 4-7)

How Often Got Help With Transportation From Health Plan
Excludes Child Members Ages 13-17

(In Percentages)

Base = Those who called their/their child’s health plan to get help with transportation and able to rate 
(AQ50b/CQ87b)
*Caution:  Small Base

25

63

10

46

15

24

9
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7
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11

67

32

83

46

84

66
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Never/Sometimes Usually Always

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2002  (14)*

2002  (21)*

2002  (11)*

2002  (20)*

2002  (104)

2002  (170)

Members who have called their health plan to get help with 
transportation were asked how often they received help with 
transportation.

§ In 2002, three-fourths of these members (75%) 
reported that they always or usually got the help 
they needed with transportation from their/their 
child’s health plan.  However, one-fourth (25%) said 
that they never or only sometimes got the help they 
needed. 

§ There were no statistically significant differences 
between the program average and any individual 
MCP for 2002.
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How Often Transportation Met Their Needs (Exhibit 4 -8)

How Often Transportation Met Their Needs
Excludes Child Members Ages 13-17

(In Percentages)

Base = Those who got help with transportation in the last 6 months and able to rate 
(AQ50c/CQ87c)
*Caution:  Small Base

20

20

22

37

9

19

13
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15

67

80

64
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74

66
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Never/Sometimes Usually Always

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2002  (10)*

2002  (21)*

2002  (8)*

2002  (18)*

2002  (90)

2002  (147)

Members who have called their health plan to get help with 
transportation were asked how often the help with 
transportation met their needs.

§ In 2002, eight in ten of these members (80%) 
reported that the transportation they received always 
or usually met their needs, while 20% said that it 
never or only sometimes met their needs. 

§ There were no statistically significant differences 
between the program average and any individual 
MCP for 2002.
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Called Health Plan’s Customer Service to Get Information or Help (Exhibit 4-9)

Called Health Plan’s Customer Service to Get 
Information or Help

Excludes Child Members Ages 13-17
(Percent Responding Yes)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (671)

2002  (311)

2001  (716)

2002  (326)

2001  (842)

2002  (390)

2001  (855)

2002  (292)

2001  (2910)

2002  (1615)

2001  (7585)

2002  (2934)

Base = Those answering
(AQ43/CQ80)

Members were asked whether they had called their health 
plan’s customer service to get information or help.

§ There was a statistically significant difference between 
the program average for 2001 and 2002.  Members in 
2002 were more likely to report that they contacted their 
plan’s customer service to get information or help (32%, 
up from 29% in 2001).

Ø There were also statistically significant 
differences among members of CareSource and 
Paramount between 2001 and 2002:  results 
improved for both plans. 

§ There were no statistically significant differences 
between the program average and any individual MCP 
for 2002.

§ High utilizers of health care were more likely than low 
utilizers to report that they contacted their plan’s 
customer service to get information or help. 
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Called Health Plan with a Complaint or Problem (Exhibit 4-10)

Called Health Plan With a Complaint or Problem
Excludes Child Members Ages 13-17

(Percent Responding Yes)

Base = Those answering 
(AQ45/CQ82)

6

6

6

6

6

6

9

10

8

10

10

8

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

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (672)

2002  (312)

2001  (715)

2002  (327)

2001  (843)

2002  (391)

2001  (855)

2002  (292)

2001  (2915)

2002  (1616)

2001  (7591)

2002  (2938)

Members were asked whether they had called or written 
their health plan with a complaint or problem in the 
previous six months.

§ There was a statistically significant difference 
between the program average for 2001 and 2002.  
Members in 2002 were less likely to report that 
they have called or written their/their child’s health 
plan with a complaint or problem (6%, down from 
10% in 2001).

Ø There were also statistically significant 
differences among members of FHP and 
QualChoice between 2001 and 2002:  
results improved for both plans. 

§ There were no statistically significant differences 
between the program average and any individual 
MCP for 2002.

§ High utilizers of health care were more likely than 
low utilizers to report that they have called or 
written their/their child’s health plan with a 
complaint or problem.   
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Length of Time to Resolve Complaint (Exhibit 4-11)

Length of Time to Resolve Complaint
Excludes Child Members Ages 13-17

(Mean Number of Days)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (64)

2002  (20)*

2001  (69)

2002  (26)*

2001  (75)

2002  (29)*

2001  (92)

2002  (18)*

2001  (228)

2002  (123)

2001  (725)

2002  (216)

Base = Those who have called or written their/their child’s health plan with a complaint/problem 
and answering 
(AQ46/CQ83)
*Caution:  Small Base

Members who had called or written their health plan with 
a complaint or problem in the previous six months were 
then asked how long it took for the health plan to resolve 
their complaint or problem.

§ In 2002, members reported that it took 8.3 days, 
on average, for their/their child’s health plan to 
resolve their complaint or problem.

§ There were no statistically significant differences 
between the program average nor the individual 
MCPs for 2001 and 2002.  

§ There were also no statistically significant 
differences between the program average and 
any individual MCP for 2002.
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Complaint or Problem Settled to Their Satisfaction (Exhibit 4 -12)

Complaint or Problem Was Settled to Their Satisfaction
Excludes Child Members Ages 13-17

(Percent Responding Yes)

Base = Those whose complaint or problem has been resolved and answering 
(AQ47/CQ84)
*Caution:  Small Base 
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SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (34)*

2002  (11)*

2001  (22)*

2002  (19)*

2001  (39)

2002  (17)*

2001  (50)

2002  (10)*

2001  (133)

2002  (67)

2001  (366)

2002  (124)

Members who had called or written their health plan with a 
complaint or problem in the previous six months were asked 
if their complaint or problem had been settled to their 
satisfaction.

§ There was a statistically significant difference 
between the program average for 2001 and 2002.  
Members in 2002 were more likely to report that their 
complaint or problem was settled to their satisfaction 
(90%, up from 73% in 2001).

Ø There were no statistically significant 
differences between the individual MCPs for 
2001 and 2002.

§ There were no statistically significant differences 
between the program average and any individual 
MCP for 2002.
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Received Bills From Medicaid Managed Care Provider (Exhibit 4-13)

Received Bills From Medicaid Managed Care Provider
Excludes Child Members Ages 13-17

(Percent Responding Yes)

Base = Those answering 
(AQ47a/CQ84a)
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SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (668)

2002  (307)

2001  (708)

2002  (324)

2001  (833)

2002  (383)

2001  (848)

2002  (285)

2001  (2886)

2002  (1606)

2001  (7516)

2002  (2905)

Members were asked if they received any bills from their 
Medicaid managed care provider.

§ There was a statistically significant difference 
between the program average for 2001 and 2002.  
Members in 2002 were less likely to report that 
they received bills from their/their child’s Medicaid 
managed care provider (14%, down from 21% in 
2001).

Ø There was also a statistically significant 
difference among members of QualChoice 
between 2001 and 2002:  fewer 
QualChoice members in 2002 reported 
receiving bills from their Medicaid managed 
care provider. 

§ There were no statistically significant differences 
between the program average and any individual 
MCP for 2002.

§ High utilizers of health care were more likely to 
report that they received bills from their/their 
child’s Medicaid managed care provider 
compared to low utilizers.
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Experiences with Paperwork for Health Plan (Exhibit 4-14)

Experiences With Paperwork for Health Plan
Excludes Child Members Ages 13-17

(Percent Responding Yes)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (667)

2002  (312)

2001  (711)

2002  (325)

2001  (837)

2002  (387)

2001  (854)

2002  (288)

2001  (2900)

2002  (1611)

2001  (7550)

2002  (2923)

Base = Those answering
(AQ48/CQ85)

Members were asked whether they had any experiences 
with paperwork (e.g., getting their ID cards, having their 
records changed, processing forms, etc.) for their health 
plan.

§ There was a statistically significant difference 
between the program average for 2001 and 2002.  
Members in 2002 were less likely to report having 
an experience with their plan’s paperwork (16%, 
down from 18% in 2001).

Ø There were no statistically significant 
differences between the individual MCPs for 
2001 and 2002.

§ There were also no statistically significant 
differences between the program average and any 
individual MCP for 2002.

§ High utilizers of health care were more likely than 
low utilizers to report having an experience with their 
plan’s paperwork.
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Satisfaction with Health Care Providers

Think of One Person as Their Personal Doctor or Nurse (Exhibit 5-1)

Think of One Person as Their Personal Doctor or Nurse*
Excludes Child Members Ages 13-17

(Percent Responding Yes)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (664)

2002  (310)

2001  (711)

2002  (325)

2001  (838)

2002  (388)

2001  (845)

2002  (288)

2001  (2886)

2002  (1602)

2001  (7518)

2002  (2913)

Base = Those answering 
(AQ5/CQ5)
*There were statistically significant differences between at least one MCP and the overall 
average for 2002.

Members were asked if they have one person they think of as 
their personal doctor or nurse.

§ There was a statistically significant difference between 
the program average for 2001 and 2002.  Members in 
2002 were more likely to report that they had one 
person they think of as their personal doctor or nurse 
(81%, up from 77% in 2001).

Ø There were also statistically significant 
differences among members of CareSource, 
FHP, and QualChoice between 2001 and 2002:  
results improved for all three plans.  

§ There were statistically significant differences between 
results for the program average and CareSource and 
FHP for 2002.  The percent who reported that they had 
one person they think of as their personal doctor or 
nurse is lower for CareSource than the program 
average, while it is higher for FHP. 

§ As might be expected, high utilizers of health care 
were more likely to report that they had one person 
they think of as their personal doctor or nurse 
compared to low utilizers.
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Doctor or Nurse Talked About How Child Was Feeling, Growing, and Behaving (Exhibit 5-2)

Doctor or Nurse Talked About How Child Was                     
Feeling, Growing, and Behaving

Excludes Child Members Ages 13-17
(Percent Responding Yes)

Base = Those who have one person they think of as their child’s personal doctor/nurse,
have visited their doctor in the last 6 months, and answering
(CQ7)
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SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2002  (109)

2002  (122)

2002  (153)

2002  (108)

2002  (546)

2002  (1038)

In 2002, child members who had one person they think of as 
their child’s personal doctor or nurse were asked if their personal 
doctor or nurse talked to them about how their child was feeling, 
growing and behaving.

§ In 2002, nearly nine in ten members (89%) said that their 
child’s doctor or nurse talked to them about how their 
child was feeling, growing, and behaving.

§ There were no statistically significant differences 
between the program average and any individual MCP 
for 2002.

§ High utilizers of health care were more likely to report 
that their child’s doctor or nurse talked to them about how 
their child was feeling, growing, and behaving compared 
to low utilizers.

Satisfaction with Health Care Providers (cont’d)
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Called Doctor’s Office During Regular Office Hours to Get Help or Advice (Exhibit 5-3)

Called Doctor’s Office During Regular Office Hours 
to Get Help/Advice*

Excludes Child Members Ages 13-17
(Percent Responding Yes)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (670)

2002  (311)

2001  (716)

2002  (326)

2001  (839)

2002  (389)

2001  (851)

2002  (291)

2001  (2916)

2002  (1613)

2001  (7582)

2002  (2930)

Base = Those answering 
(AQ12/CQ17)
*There were statistically significant differences between at least one MCP and the overall 
average for 2002.

Members were asked whether, in the previous six months, 
they had called their/their child’s doctor’s office or clinic 
during regular office hours to get help or advice.

§ There was a statistically significant difference 
between the program average for 2001 and 2002.  
Members in 2002 were more likely to report that they 
called their doctor’s office during regular office hours 
to get help or advice (56%, up from 53% in 2001).

Ø However, there were no statistically significant 
differences between the individual MCPs for 
2001 and 2002.

§ There were statistically significant differences 
between the program average and Paramount and 
SummaCare for 2002:  the percent who reported 
calling their/their child’s doctor’s office or clinic during 
regular office hours to get help or advice was higher 
for both Paramount and SummaCare than the 
program average. 
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Never/Sometimes Usually Always

Had an Easy Time Speaking with or Understanding Their Doctor (Exhibit 5-4)

Had an Easy Time Speaking With or Understanding Doctor
Excludes Child Members Ages 13-17

(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (542)

2002  (252)

2001  (489)

2002  (253)

2001  (643)

2002  (318)

2001  (615)

2002  (226)

2001  (2202)

2002  (1190)

2001  (5636)

2002  (2239)

Base = Those who/whose child went to a doctor’s office/clinic in the last 6 months and able to rate 
(AQ28/CQ33)

Members who visited a doctor’s office in the past six months 
were asked how often they had an easy time speaking with or 
understanding their/their child’s doctor or other health provider.

§ In 2002, more than nine in ten members (94%) reported 
that they always or usually had an easy time speaking 
with or understanding their/their child’s personal doctor 
or nurse, while 6% said that they never or only 
sometimes did.

§ There were no statistically significant differences 
between the program average for 2001 and 2002.  

Ø There were statistically significant differences 
among members of Paramount between 2001 
and 2002:  results for Paramount decreased. 

§ There were no statistically significant differences 
between the program average and any individual MCP 
for 2002.
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Child Able to Talk with Doctors About Health Care (Exhibit 5-5)

Child Able to Talk With Doctors About Health Care
Excludes Child Members Ages 13-17

(Percent Responding Yes)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (295)

2002  (119)

2001  (253)

2002  (130)

2001  (325)

2002  (160)

2001  (333)

2002  (112)

2001  (1182)

2002  (611)

2001  (2965)

2002  (1132)

Base = Those whose child went to a doctor’s office/clinic in the last 6 months and answering
(CQ36)

Members whose child visited a doctor’s office in the past six 
months were asked whether their child was able to talk to their 
doctor about their health and health care.

§ In 2002, about six in ten (61%) said their child was able 
to talk to their doctor about their health care.

§ There were no statistically significant differences 
between the program average for 2001 and 2002.  

Ø On the other hand, there was a statistically 
significant difference among members of 
QualChoice between 2001 and 2002:  more 
QualChoice members in 2002 reported that their 
child was able to talk with their doctor about their 
health care.

§ There were no statistically significant differences 
between the program average and any individual MCP 
for 2002. 
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How Often Child Had an Easy Time Speaking with or Understanding Their Doctor (Exhibit 5-6)

Child Had an Easy Time Speaking With or Understanding Doctor
Excludes Child Members Ages 13-17

(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
4
5

3

4
8

6
7

6
4

4
5

12
15

11
14

6
12

21
16

17
14

12
15

84
79

88
83

90
80

73
77

77
81

84
80

1

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

Never/Sometimes Usually Always

2001  (173)

2002  (66)

2001  (139)

2002  (85)

2001  (190)

2002  (81)

2001  (188)

2002  (69)

2001  (770)

2002  (358)

2001  (1804)

2002  (659)

Base = Those whose child went to a doctor’s office/clinic, able to talk with doctors about his or her
health care and able to rate 
(CQ37)

Child members who visited a doctor’s office in the past six 
months and were old enough to talk to their doctor were 
asked how often their child had an easy time speaking with 
the doctor.

§ In 2002, 84% of members reported that their child 
always had an easy time speaking with their doctor. 

§ There was a statistically significant difference 
between the program average for 2001 and 2002.  
Members in 2002 were more likely to report that their 
child always had an easy time speaking with their 
doctor (84%, up from 79% in 2001). 

Ø There was also a statistically significant 
difference among members of QualChoice 
between 2001 and 2002:  results for 
QualChoice improved.

§ There were no statistically significant differences 
between the program average and any individual 
MCP for 2002. 
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How Often Doctor Explained Things So Their Child Could Understand (Exhibit 5-7)

Doctor Explained Things So Their Child Could Understand
Excludes Child Members Ages 13-17

(In Percentages)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
13
19

18

14
14

22
17

19
14

11
18

15
16

15
18

8
16

13
23

12
14

18
17

72
65

79
64

77
71

65
60

69
72

70
65

6

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

Never/Sometimes Usually Always

2001  (171)

2002  (66)

2001  (139)

2002  (87)

2001  (191)

2002  (83)

2001  (187)

2002  (69)

2001  (769)

2002  (356)

2001  (1801)

2002  (661)

Base = Those whose child went to a doctor’s office/clinic, able to talk with doctors about his or her
health care and able to rate 
(CQ38)

Child members who visited a doctor’s office in the past six 
months and were old enough to talk to their doctor were asked 
how often their doctor explained things so the child could 
understand.

§ In 2002, 72% of members reported that their child’s 
doctor always or usually explained things clearly so 
that their child could understand.

§ There were statistically significant differences between 
the program average for 2001 and 2002: � more 
members reported that their child’s doctor always 
explained things clearly so that their child could 
understand (72%, up from 65%); and � fewer 
members said their child’s doctor never or only 
sometimes did (13%, down from 19%) .

Ø There were also statistically significant 
differences among members of CareSource and 
SummaCare between 2001 and 2002:  results 
improved for both plans.   

§ There were no statistically significant differences 
between the program average and any individual MCP 
for 2002.
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Overall Rating of Dental Care (Exhibit 5-8)

Dental Care
Excludes Child Members Ages 13-17

(In Percentages)

Base = Those who/whose child went to their dentist’s office or dental clinic in the last 6 months and able to rate 
(AQ34e/CQ56e)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
21
27

28
34

24
26

22
27

25
33

18
22

28
24

29
30

28
21

20
23

30
23

30
23

50
49

43
37

48
53

57
50

45
44

52
56

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

0 to 6 (Worst) 7 or 8 9 or 10 (Best)

2001  (278)

2002  (121)

2001  (320)

2002  (107)

2001  (387)

2002  (134)

2001  (335)

2002  (88)

2001  (1378)

2002  (586)

2001  (3324)

2002  (1036)

7.08

7.29

7.55

7.70

7.42

8.16

7.01

7.64

8.00

8.08

7.54

7.92

Mean

±0.35

±0.59

±0.35

±0.53

±0.35

±0.44

±0.37

±0.64

±0.15

±0.26

±0.12

±0.19

Conf.
Interval

Members who went to a dentist or tried to get dental care in the
last six months were asked to rate the dental care on a 0-10 
scale, where a “0” means the worst dental care possible and a 
“10” means the best dental care possible.

§ In 2002, members rated the dental care that they/their 
child received a 7.92, on average.

§ There were statistically significant differences between 
the program average for 2001 and 2002: � members 
rated the dental care that they/their child received 
higher, on average (7.92, up from 7.54); � more 
members gave a rating of 7 or 8 (28%, up from 24%); 
and � fewer members rated the dental care they/their 
child received less than 7 (21%, down from 27%).

Ø There were also statistically significant 
differences among members of CareSource and 
Paramount between 2001 and 2002:  results for 
Paramount improved and the percent of 
CareSource members rating their/their child’s 
dental care a 7 or 8 increased between 2001 and 
2002. 

§ There were no statistically significant differences 
between the program average and any individual MCP 
for 2002.
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Overall Rating of Eye Care (Exhibit 5-9)

Eye Care
Excludes Child Members Ages 13-17

(In Percentages)

Base = Those who/whose child went to their eye doctor in the last 6 months and able to rate 
(AQ34j/CQ56j)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average
13
19

17
22

9
13

9
21

19

14
16

20
24

24
28

20
24

26
26

16
21

20
23

67
56

59
50

71
63

64
53

76
59

67
61

8

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

0 to 6 (Worst) 7 or 8 9 or 10 (Best)

2001  (142)

2002  (45)

2001  (161)

2002  (43)

2001  (187)

2002  (68)

2001  (191)

2002  (63)

2001  (586)

2002  (266)

2001  (1583)

2002  (485)

7.80

8.60

8.41

8.80

7.97

8.84

8.29

9.01

8.40

8.53

8.08

8.65

Mean

±0.46

±0.54

±0.36

±0.59

±0.38

±0.49

±0.34

±0.54

±0.20

±0.46

±0.15

±0.29

Conf.
Interval

Members who went to an eye doctor in the last six months 
were asked to rate their eye care on a 0-10 scale where a “0” 
means the worst eye care possible and a “10” means the best 
eye care possible.

§ In 2002, members rated the eye care that they/their 
child received an 8.65, on average.

§ There were statistically significant differences between 
the program average for 2001 and 2002: � members 
rated the eye care that they/their child received higher, 
on average (8.65, up from 8.08);  � more members 
rated the eye care they/their child received a 9 or 10 
(67%, up from 56%); and � fewer members rated the 
eye care they/their child received less than 7 (13%, 
down from 19%).

Ø There were also statistically significant 
differences among members of FHP, 
Paramount, and SummaCare between 2001 
and 2002:  results improved for all three plans. 

§ There were no statistically significant differences 
between the program average and any individual MCP 
for 2002.
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Access to Care

Thought They Needed to See Specialist (Exhibit 6-1)

Thought They Needed to See a Specialist
Excludes Child Members Ages 13-17

(Percent Responding Yes)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (671)

2002  (311)

2001  (712)

2002  (327)

2001  (840)

2002  (389)

2001  (848)

2002  (289)

2001  (2908)

2002  (1610)

2001  (7572)

2002  (2926)

Base = Those answering 
(AQ7/CQ12)

Members were asked whether, in the previous six months, 
they thought they/their child needed to see a specialist.

§ In 2002, almost one-fourth of the members (23%) 
said they thought they/their child needed to see a 
specialist.

§ There were no statistically significant differences 
between the program average nor the individual 
MCPs for 2001 and 2002.  

§ There were also no statistically significant differences 
between the program average and an individual MCP 
for 2002.

§ High utilizers of health care were more likely to say 
they thought that they/their child needed to see a 
specialist compared to low utilizers.
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Access to Care (cont’d)

Saw a Specialist (Exhibit 6-2)

Saw a Specialist
Excludes Child Members Ages 13-17

(Percent Responding Yes)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (667)

2002  (310)

2001  (711)

2002  (327)

2001  (833)

2002  (390)

2001  (842)

2002  (292)

2001  (2873)

2002  (1615)

2001  (7501)

2002  (2934)

Base = Those answering 
(AQ9/CQ14)

Members were asked whether they/their child saw a specialist 
in the previous six months.

§ In 2002, two in ten members (20%) reported that 
they/their child had seen a specialist in the past six 
months.

§ There were no statistically significant differences 
between the program average nor the individual MCPs 
for 2001 and 2002.  

§ There were also no statistically significant differences 
between the program average and any individual MCP 
for 2002.

§ High utilizers of health care were more likely to report 
that they/their child had seen a specialist compared to 
low utilizers.
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Specialist Saw Most Often Same as Personal Doctor (Exhibit 6-3)

Specialist Saw Most Often Same as Their Personal Doctor
Excludes Child Members Ages 13-17

(Percent Responding Yes)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (186)

2002  (88)

2001  (123)

2002  (71)

2001  (196)

2002  (84)

2001  (202)

2002  (69)

2001  (636)

2002  (323)

2001  (1658)

2002  (635)

Base = Those who/whose child saw a specialist in the last 6 months and answering 
(AQ11/CQ16)

Members who/whose child had seen a specialist were asked 
if this doctor was the same as their/their child’s personal 
doctor.

§ In 2002, about one in six of these members (16%) 
reported that their/their child’s specialist was the 
same as their/their child’s personal doctor. 

§ There were no statistically significant differences 
between the program average for 2001 and 2002.  

Ø There was a statistically significant difference 
among members of CareSource between 2001 
and 2002:  fewer CareSource members in 
2002 reported that their/their child’s specialist 
was the same as their/their child’s personal 
doctor. 

§ There were no statistically significant differences 
between the program average and any individual 
MCP for 2002.
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Made Appointments for Regular/Routine Health Care (Exhibit 6-4)

Made Appointments for Regular or Routine Health Care
Excludes Child Members Ages 13-17

(Percent Responding Yes)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (673)

2002  (310)

2001  (715)

2002  (326)

2001  (837)

2002  (389)

2001  (854)

2002  (292)

2001  (2911)

2002  (1613)

2001  (7582)

2002  (2930)

Base = Those answering 
(AQ14/CQ19)

Members were asked whether they had made an 
appointment with a doctor or other health provider for regular 
or routine health care in the previous six months.

§ There was a statistically significant difference 
between the program average for 2001 and 2002.  
Members in 2002 were more likely to report that they 
had made an appointment with a doctor or other 
health provider for regular or routine health care in 
the previous six months (72%, up from 67% in 2001).

Ø There were also statistically significant 
differences among members of CareSource, 
FHP, Paramount, and QualChoice between 
2001 and 2002:  more members of 
CareSource, FHP, Paramount, and 
QualChoice in 2002 reported that they had 
made an appointment with a doctor or other 
health provider for regular or routine care. 

§ There were no statistically significant differences 
between the program average and any individual 
MCP for 2002.

§ High utilizers of health care were more likely to report 
that they had made an appointment with a doctor or 
other health provider for regular or routine health care 
compared to low utilizers.
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Access to Care (cont’d)

Number of Days Between Making Appointment and Seeing Provider for Regular/Routine Care (Exhibit 6-5)

Number of Days Waited for Regular/Routine Health Care
Excludes Child Members Ages 13-17

(Mean Number of Days)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (467)

2002  (215)

2001  (456)

2002  (238)

2001  (546)

2002  (283)

2001  (542)

2002  (210)

2001  (1832)

2002  (1065)

2001  (4828)

2002  (2011)

Base = Those who made appointments for themselves/their child for regular or routine health 
care and answering 
(AQ16/CQ21)

Members who had made an appointment for routine health 
care were asked how many days they had to wait between 
making an appointment and seeing a provider.

§ There was a statistically significant difference 
between the program average for 2001 and 2002.  
Members on 2002 reported waiting fewer days 
between making an appointment and seeing a 
provider (5.8 days, down from 7.2 days in 2001).  

Ø There was also a statistically significant 
difference among members of SummaCare 
between 2001 and 2002:  results improved for 
SummaCare. 

§ There were no statistically significant differences 
between the program average and any individual 
MCP for 2002.
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Access to Care (cont’d)

Had an Illness or Injury That Needed Care Right Away (Exhibit 6-6)

Had an Illness or Injury That Needed Care Right Away
Excludes Child Members Ages 13-17

(Percent Responding Yes)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (673)

2002  (309)

2001  (716)

2002  (327)

2001  (840)

2002  (390)

2001  (852)

2002  (291)

2001  (2916)

2002  (1615)

2001  (7590)

2002  (2932)

Base = Those answering 
(AQ17/CQ22)

Members were asked if, in the last six months, they/their 
child had an illness or injury that needed care right away 
from a doctor’s office, clinic, or emergency room.

§ In 2002, about one-third of the members (32%) 
reported that they/their child had an injury or illness 
that needed care right away in the prior six months.

§ There were no statistically significant differences 
between the program average nor the individual 
MCPs for 2001 and 2002.  

§ There were also no statistically significant differences 
between the program average and any individual 
MCP for 2002. 

§ High utilizers of health care were more likely to report 
that they they/their child had an injury or illness that 
needed care right away compared to low utilizers.
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Access to Care (cont’d)

Number of Days Between Making Appointment and Seeing Provider for an Illness or Injury (Exhibit 6-7)

Number of Days Waited for an Illness or Injury
Excludes Child Members Ages 13-17

(Mean Number of Days)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (249)

2002  (113)

2001  (214)

2002  (106)

2001  (309)

2002  (135)

2001  (275)

2002  (101)

2001  (1021)

2002  (540)

2001  (2627)

2002  (995)

Base = Those who/whose child had an illness or injury that needed care right away and answering 
(AQ19/CQ24)

Members who/whose child had an illness or injury that 
needed care right away were asked how many days they 
waited between making an appointment and seeing a 
provider.

§ In 2002, members who had an illness or injury that 
needed care right away reported waiting an average 
of two days (1.7 days) between making an 
appointment and seeing a provider.

§ There were no statistically significant differences 
between the program average for 2001 and 2002.  

Ø There was a statistically significant difference 
among members of Paramount between 2001 
and 2002:  results for Paramount improved.

§ There were no statistically significant differences 
between the program average and any individual 
MCP for 2002. 
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This tables shows the interpreter services of the adult and child members surveyed (In percentages):  

 Program Average CareSource FHP Paramount QualChoice SummaCare 

 2001 2002 2001 2002 2001 2002 2001 2002 2001 2002 2001 2002 

Needed an Interpre ter                                                         n= (7598) (2937) (2917) (1616) (853) (292) (842) (390) (717) (327) (675) (312) 

Yes 1 1 1 1 1 <1 1 1 <1 1 1 <1 

No 99 99 99 99 99 100 99 99 100 99 99 100 

             

Frequency of Getting Interp reter When Needed1                n= (65) (25)* (28)* (17)* (8)* (1)* (9)* (3)* (2)* (3)* (5)* (1)* 

Never/Sometimes 70 51 71 65 27 100 59 51 50 - 67 - 

Usually 13 15 - 11 9 - 15 - 50 48 17 - 

Always 17 33 29 24 64 - 26 49 - 52 17 100 

             

Child Needed an Interpreter                                                n= (3919) (1450) (1536) (804) (443) (137) (420) (193) (371) (164) (353) (152) 

Yes 1 1 1 1 1 - 1 1 - 1 1 - 

No 99 99 99 99 99 100 99 99 100 99 99 100 

             

Frequency of Child Getting Interpreter When Needed1      n= (31)* (8)* (15)* (5)* (4)* (0) (3)* (2)* (0) (1)* (2)* (0) 

Never/Sometimes 63 32 60 38 - - - 50 - - 50 - 

Usually 11 26 14 42 50 - 33 - - - - - 

Always 26 42 26 20 50 - 67 50 - 100 50 - 

 Base = Those answering (AQ33,34/CQ53-56) 
 1Base = Those who/whose child needed an interpreter to help speak with doctors or other health providers and able to rate 
 *Caution:  Small Base 

While only 1% of adult and child members in 2002 needed an interpreter, about one-third or more of these members (51% adult, 32% 
child) were never or only sometimes able to get an interpreter when they needed one.

Interpreter Services (Exhibit 6-8)

Access to Care (cont’d)
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Access to Care (cont’d)

Child 2 Years Old or Younger (Exhibit 6 -9)

Child 2 Years Old or Younger
Excludes Child Members Ages 13-17

(Percent Responding Yes)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (354)

2002  (152)

2001  (372)

2002  (164)

2001  (421)

2002  (193)

2001  (442)

2002  (137)

2001  (1537)

2002  (804)

2001  (3920)

2002  (1450)

Base = Those answering
(CQ57)

Members were asked if their child is 2 years old or younger.

§ There was a statistically significant difference 
between the program average for 2001 and 2002.  
Members in 2002 were more likely to report that their 
child is 2 years old or younger (25%, up from 21% in 
2001).

Ø There were also statistically significant 
differences among members of CareSource 
and Paramount between 2001 and 2002:  more 
members of CareSource and Paramount in 
2002 reported their child was 2 years old or 
younger.

§ There were no statistically significant differences 
between the program average and any individual 
MCP for 2002.

§ High utilizers of health care were more likely than low 
utilizers to report that their child is 2 years old or 
younger.

h

h

h
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Access to Care (cont’d)

Received Reminders to Bring Child in for a Check-up, Shots or Drops (Exhibit 6 -10)

Received Reminders to Bring Child in for a 
Check-up, Shots or Drops

Excludes Child Members Ages 13-17
(Percent Responding Yes)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (88)

2002  (39)

2001  (71)

2002  (37)

2001  (97)

2002  (60)

2001  (101)

2002  (29)*

2001  (274)

2002  (202)

2001  (800)

2002  (367)

Base = Those whose child is 2 years old or younger and answering
(CQ58)
*Caution:  Small Base

Members whose child is 2 years old or younger were asked if 
they had received reminders to bring him or her in for a 
check-up to see how he or she was doing, or for shots or 
drops.

§ There was a statistically significant difference 
between the program average for 2001 and 2002.  
Members in 2002 were more likely to report that they 
have received reminders to bring their child in for a 
check-up, or for shots or drops (90%, up from 82% in 
2001).

Ø There were also statistically significant 
differences among members of CareSource 
and SummaCare between 2001 and 2002:  
results improved for both plans. 

§ There were no statistically significant differences 
between the program average and any individual 
MCP for 2002.
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Access to Care (cont’d)

Child Went to Doctor’s Office for Check-up, Shots or Drops (Exhibit 6-11)

Child Went to Doctor’s Office for a Check-up, Shots or Drops
Excludes Child Members Ages 13-17

(Percent Responding Yes)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (89)

2002  (40)

2001  (73)

2002  (38)

2001  (97)

2002  (61)

2001  (104)

2002  (31)*

2001  (276)

2002  (204)

2001  (811)

2002  (374)

Base = Those whose child is 2 years old or younger and answering
(CQ59)
*Caution:  Small Base

Members whose child is 2 years old or younger were asked 
if their child has gone to a doctor or other health provider for
a check-up, shots or drops since he or she was born.

§ 93% in 2002 reported that their child has gone to the 
doctor for a check-up, shots or drops since he or 
she was born.

§ There were no statistically significant differences 
between the program average nor the individual 
MCPs for 2001 and 2002.  

§ There were also no statistically significant 
differences between the program average and any 
individual MCP for 2002.
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Access to Care (cont’d)

Received an Appointment for Child’s First Visit for a Check-up, Shots or Drops as Soon as Wanted (Exhibit 6-12)

Received an Appointment for Child’s First Visit for a           
Check-up, Shots or Drops as Soon as Wanted

Excludes Child Members Ages 13-17
(Percent Responding Yes)

SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (81)

2002  (36)

2001  (66)

2002  (35)

2001  (86)

2002  (56)

2001  (95)

2002  (29)*

2001  (245)

2002  (193)

2001  (725)

2002  (349)

Base = Those whose child went to a doctor for a check-up to see how he/she was doing or 
for shots or drops and answering 
(CQ60)
*Caution:  Small Base

Members whose child is 2 years old or younger and has gone 
to a doctor or other health provider for a check-up, shots or 
drops were asked if they got an appointment for their child’s 
first visit as soon as they wanted.

§ 95% in 2002 reported that they got an appointment for 
their child’s first visit as soon as they wanted.  

§ There were no statistically significant differences 
between the program average nor the individual MCPs 
for 2001 and 2002.  

§ There were also no statistically significant differences 
between the program average and any individual MCP 
for 2002.
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Tried to Get Dental Care From a Dentist’s Office or Dental Clinic (Exhibit 6-13)

Tried to Get Dental Care From a 
Dentist’s Office or Dental Clinic

Excludes Child Members Ages 13-17
(Percent Responding Yes)

Base = Those answering 
(AQ34a/CQ56a)
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SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (670)

2002  (312)

2001  (714)

2002  (327)

2001  (841)

2002  (390)

2001  (852)

2002  (292)

2001  (2908)

2002  (1613)

2001  (7576)

2002  (2934)

All members were asked if they had tried to get dental care 
from a dentist’s office or dental clinic for themselves/their child 
in the last six months.

§ There was a statistically significant difference between 
the program average for 2001 and 2002.  Members in 
2002 were less likely to report trying to get dental care 
from a dentist’s office or dental clinic for themselves/ 
their child (43%, down from 48% in 2001).

Ø There was also a statistically significant 
difference among members of CareSource 
between 2001 and 2002:  fewer CareSource 
members in 2002 reported trying to get dental 
care from a dentist’s office or dental clinic for 
themselves/their child.

§ There were no statistically significant differences 
between the program average and any individual MCP 
for 2002.

i

i

Access to Care (cont’d)



The Ohio Department of Job and Family Services
WB&A Market Research

91

Received All the Dental Care They Needed (Exhibit 6 -14)

Received All Dental Care Needed
Excludes Child Members Ages 13-17

(Percent Responding Yes)

Base = Those who have tried to get dental care for themselves/their child and answering 
(AQ34b/CQ56b)
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SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (310)

2002  (144)

2001  (342)

2002  (143)

2001  (417)

2002  (183)

2001  (384)

2002  (117)

2001  (1452)

2002  (701)

2001  (3597)

2002  (1288)

Those members who reported that they had tried to get dental 
care from a dentist’s office or dental clinic for themselves or 
their child in the last six months were asked if they/their child 
received all of the dental care they needed.

§ In 2002, more than six in ten members overall (65%) 
reported that they/their child had received all of the 
dental care they needed.

§ There were no statistically significant differences 
between the program average for 2001 and 2002.  

Ø There were statistically significant differences 
among members of CareSource and Paramount 
between 2001 and 2002:  results decreased for 
both plans. 

§ There were no statistically significant differences 
between the program average and any individual MCP 
for 2002.

i

i

Access to Care (cont’d)
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This table shows the reasons for not getting all of the dental care needed for adult members and child members excluding 13-17 year olds surveyed (In percentages):  

 Program Average CareSource FHP Paramount QualChoice SummaCare 

 2001 2002 2001 2002 2001 2002 2001 2002 2001 2002 2001 2002 

Reasons for Not Getting All Dental Care Needed            n= (965) (469) (310) (239) (120) (46)  (103) (75) (109) (55) (101) (54) 

Difficulty getting an appointment 35 22 i 43 25 i 33 18 24 22 32 18 43 18 i 

Dentist did not accept MCP 20 15 11 9 33 25 32 25 19 23 18 18 

Insurance did not cover it 14 9 i 11 9 5 7 8 10 20 10 10 8 

Wait too long in clinic/office 2 6 h 2 6 7 - 4 2 1 11 h 2 6 

Hours not convenient 5 5 4 4 4 6 5 2 9 5 6 6 

 Base = Those who/whose child did not get all the dental care needed and answering (AQ34c /CQ56c) 
 Multiple Responses Accepted, Top Mentions  

 

§ There were statistically significant differences between the program average for 2001 and 2002 regarding why members did 
not receive the dental care they/their child needed.  The top reasons mentioned by members in 2002 who reported that they 
did not receive all of the dental care they/their child needed included that they had difficulty getting an appointment (22%, 
down from 35% in 2001) and/or the dentist did not accept their MCP (15%).  Other reasons included that their insurance did 
not cover it (9%, down from 14% in 2001), the wait was too long in the clinic or office (6%, up from 2% in 2001), and/or the 
hours were not convenient for them (5%).

Ø There were also statistically significant differences among members of CareSource, QualChoice, and SummaCare 
between 2001 and 2002:  fewer members of CareSource and SummaCare in 2002 reported not getting all the dental 
care they needed because they had difficulty getting an appointment, while a greater percent of QualChoice members 
in 2002 reported they had to wait too long in the clinic or office as their reason for not getting all the dental care 
needed. 

§ There were no statistically significant differences between the program average and any individual MCP for 2002.

Main Reasons Did Not Receive Dental Care Needed (Exhibit 6-15)

Access to Care (cont’d)
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Number of Times Visited Dentist’s Office or Dental Clinic (Exhibit 6-16)

Number of Times Visited Dentist’s Office or Dental Clinic
Excludes Child Members Ages 13-17

(Mean Number of Days)

Base = Those who have tried to get dental care for themselves/their child and answering 
(AQ34d/CQ56d)
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SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2002  (143)

2002  (143)

2002  (183)

2002  (117)

2002  (700)

2002  (469)

In 2002, those members who reported that they had tried to 
get dental care from a dentist’s office or dental clinic for 
themselves or their child in the last six months were asked 
how many times they visited a dentist’s office or dental clinic 
within this same time frame.

§ Members in 2002 reported that they visited a dentist’s 
office or clinic an average of 1.5 times in the previous 
six months.

§ There were no statistically significant differences 
between the program average and any individual 
MCP for 2002.

§ High utilizers of health care reported visiting a 
dentist’s office or clinic more often than low utilizers.

Access to Care (cont’d)
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Tried to Get Eye Care From an Eye Doctor (Exhibit 6-17)

Tried to Get Eye Care From an Eye Doctor
Excludes Child Members Ages 13-17

(Percent Responding Yes)

Base = Those answering 
(AQ34f/CQ56f)
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SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (671)

2002  (312)

2001  (714)

2002  (326)

2001  (842)

2002  (390)

2001  (854)

2002  (292)

2001  (2907)

2002  (1617)

2001  (7578)

2002  (2937)

All members were asked if they had tried to get care from an 
eye doctor for themselves/their child in the last six months.

§ There was a statistically significant difference between 
the program average for 2001 and 2002.  Members in 
2002 were less likely to report trying to get care from 
an eye doctor for themselves/their child in the last six 
months (17%, down from 21% in 2001).  

Ø There were also statistically significant 
differences among members of CareSource, 
QualChoice, and SummaCare between 2001 
and 2002:  fewer members of CareSource, 
QualChoice, and SummaCare in 2002 reported 
trying to get eye care from an eye doctor for 
themselves/their child. 

§ There were no statistically significant differences 
between the program average and any individual MCP 
for 2002.

§ High utilizers of health care were more likely to report 
trying to get care from an eye doctor for 
themselves/their child compared to low utilizers.

i

i

i

i

Access to Care (cont’d)
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Received All the Eye Care They Needed (Exhibit 6-18)

Received All the Eye Care Needed
Excludes Child Members Ages 13-17

(Percent Responding Yes)

Base = Those who have tried to get eye care for themselves/their child and answering 
(AQ34g/CQ56g)
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SummaCare

QualChoice

Paramount

FHP

CareSource

Program Average

2001  (150)

2002  (53)

2001  (169)

2002  (53)

2001  (197)

2002  (80)

2001  (195)

2002  (68)

2001  (608)

2002  (300)

2001  (1657)

2002  (554)

Those members who reported that they had tried to get eye 
care from an eye doctor for themselves or their child in the last 
six months were asked if they/their child received all of the 
eye care they needed.

§ In 2002, more than eight in ten members (85%) 
reported that they/their child received all of the eye 
care they needed. 

§ There were no statistically significant differences 
between the program average nor the individual MCPs 
for 2001 and 2002.  

§ There were also no statistically significant differences 
between the program average and any individual MCP 
for 2002.

Access to Care (cont’d)
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This table shows the reasons for not getting all of the eye care needed for adult members and child members excluding 13-17 year olds surveyed (In percentages):  

 Program Average CareSource FHP Paramount QualChoice SummaCare 

 2001 2002 2001 2002 2001 2002 2001 2002 2001 2002 2001 2002 

Reasons for Not Getting All The Eye Care Needed         n= (231) (78) (75) (40) (15)* (9)* (27)* (9)* (26)* (13)* (18)* (7)* 

Eye doctor did not accept MCP  18 17 17 6 14 13 8 15 26 36 10 37 

Insurance did not cover it 29 16 i 15 13 37 37 24 15 45 7 23 38 

Haven’t had the appointment yet/Will go soon - 11 - 17 - - - - - 8 - - 

Difficulty getting an appointment 13 10 31 12 i 18 15 8 42 - - 20 - 

Child too young - 6 - 4 - - - - - 15 - - 

Missed the appointment/Forgot about the appointment - 5 - 5 - 15 - 13 - - - - 

Have to wait for the doctor to prescribe eye glasses - 5 - 5 - 15 - - - - - 13 

Misplaced insurance card - 5 - 10 - - - - - - - - 

 Base = Those who/whose child did not get all the eye care needed and answering (AQ34h/CQ56h) 
 Multiple Responses Accepted, Top Mentions 

 *Caution:  Small Base 

§ There was a statistically significant difference between the program average for 2001 and 2002 regarding why members did 
not receive the eye care they/their child needed.  The top reasons mentioned by members in 2002 who reported that they did 
not receive all the eye care they or their child needed included their eye doctor did not accept their MCP (17%), their 
insurance did not cover it (16%, down from 29% in 2001), they haven’t had the appointment yet, or will go soon (11%), and/or 
they had difficulty getting an appointment (10%).  Other reasons included their child is too young (6%), they missed or forgot 
about their appointment (5%), they have to wait for the doctor to prescribe eye glasses (5%), and/or they misplaced their 
insurance card (5%).

Ø There was also a statistically significant difference among members of CareSource between 2001 and 2002:  fewer 
members of CareSource reported not getting all the eye care they needed because they had difficulty getting an 
appointment.    

§ There were no statistically significant differences between the program average and any individual MCP for 2002.

Main Reasons Did Not Receive Eye Care Needed (Exhibit 6-19)

Access to Care (cont’d)
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Number of Times Visited Eye Doctor (Exhibit 6-20)

Number of Times Visited Eye Doctor
Excludes Child Members Ages 13-17

(Mean Number of Days)

Base = Those who have tried to get eye care for themselves/their child and answering 
(AQ34i/CQ56i)
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2002  (53)

2002  (53)

2002  (81)
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2002  (301)

2002  (556)

In 2002, those members who reported that they had tried to 
get eye care from an eye doctor for themselves or their child 
in the last six months were asked how many times they 
visited an eye doctor within this same time frame.

§ Members in 2002 reported that they visited an eye 
doctor an average of 1.3 times in the previous six 
months.

§ There were no statistically significant differences 
between the program average and any individual 
MCP for 2002.

Access to Care (cont’d)
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Utilization of Services

Number of Visits to the Emergency Room and Doctor’s Office or Clinic

Adult and child members were asked how many times they visited the emergency room in the past six months.
§ About seven in ten members (69%) said that they did not visit the emergency room in the past six months.  More than one-

fourth (27%, up from 24% in 2001) reported that they had been to the emergency room one or two times.  Meanwhile, only a 
few (4%) reported going three or more times in the past six months. 

Ø There was also a statistically significant difference among members of CareSource between 2001 and 2002:  a greater 
percent of CareSource members reported visiting the emergency room one or two times in the past six months.

§ There was a statistically significant difference between the program average and QualChoice for 2002:  fewer QualChoice 
members reported visiting the emergency room compared to the program average.

Adult and child members were also asked how many times they visited their doctor’s office or clinic in the past six months.

§ More than two in ten (22%, down from 25% in 2001) said that they did not visit their doctor’s office or clinic in the past six 
months.  On average, members went to their doctor’s office or clinic roughly three times (up from two times in 2001) in the 
past six months.  In particular, more than four in ten (45%) reported that they had been to their doctor’s office or clinic one or 
two times.  And, one-third (33%, up from 28% in 2001) reported going three or more times in the past six months. 

Ø There were also statistically significant differences among members of CareSource, FHP, Paramount, and QualChoice 
between 2001 and 2002:  members of CareSource, FHP, Paramount, and QualChoice in 2002 reported visiting their 
doctor’s office or clinic more often than they did in 2001. 

§ There were no statistically significant differences between the program average and any individual MCP for 2002.

Those who have one person they think of as their child’s personal doctor or nurse were asked how many times their child visited this 
doctor or nurse’s office or clinic in the past six months.
§ Only one in seven (14%) said that their child did not visit their personal doctor or nurse’s office or clinic in the past six months.  

On average, child members went to their personal doctor or nurse’s office or clinic approximately three times in the past six 
months.  Specifically, about one-half (51%) reported that their child had been to their personal doctor or nurse’s office or clinic 
one or two times in the past six months, while more than one-third (35%) said that their child went three or more times. 

§ There were no statistically significant differences between the program average nor the individual MCPs for 2001 and 2002.

§ There were no statistically significant differences between the program average and any individual MCP for 2002.
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Utilization of Services (cont’d)

Exhibit 7-1

This table shows the utilization of services among the adult members and child members excluding 13-17 year olds surveyed (In percentages):  

 Program Average CareSource FHP Paramount QualChoice SummaCare 

 2001 2002 2001 2002 2001 2002 2001 2002 2001 2002 2001 2002 

Number of Visits to the Emergency Room*                       n= (7555) (2920) (2906) (1608) (846) (292) (840) (388) (712) (326) (668) (306) 

None 71 69 71 67 71 67 68 73 75 74 71 70 

1 to 2 times 24 27 h 25 28 h 24 30 26 21 21 23 25 26 

3 or more times 4 4 4 4 5 3 5 6 4 2 4 4 

Mean (# of times) 0.51 0.53 0.49 0.55 0.45 0.53 0.57 0.90 0.48 0.35 0.50 0.45 

             

Number of Visits to a Doctor’s Office/Clinic                     n= (7614) (2919) (2924) (1606) (856) (289) (845) (390) (717) (325) (675) (309) 

None 25 22 i 23 25 26 19 i 23 17 i 31 21 i 18 18 

1 to 2 times 46 45 46 42 i 45 48 46 51 45 51 49 47 

3 or more times 28 33 h 31 34 30 33 31 32 24 28 33 35 

Mean (# of times) 2.23 2.56 h 2.42 2.61 2.24 2.62 2.41 2.72 2.01 2.20 2.43 2.74 

             

Number of Times Child Visited Personal Doctor or         n=             
Nurse’s Office or Clinic1                                                     

na (1218) na (644) na (127) na (171) na (144) na (132) 

None na 14 na 14 na 15 na 11 na 14 na 17 

1 to 2 times na 51 na 50 na 51 na 50 na 59 na 42 

3 or more times na 35 na 36 na 35 na 39 na 27 na 42 

Mean (# of times) na 2.57 na 2.65 na 2.29 na 2.95 na 2.07 na 2.87 

 Base = Total answering (AQ20,21/CQ25,26,6) 
 1Base = Those who have one person they think of as their child’s personal doctor or nurse and answering 
 na = Not asked in 2001 

*There were statistically significant differences between at least one MCP and the overall average for 2002. 


