Health

Authority

Oregon Health Plan Report of Results for

PacificSource - Columbia Gorge (Adult Population)

2022 CAHPS® 5.1H Medicaid Member Experience Survey

Prepared for:

Oregon Health Authority

Prepared by:

Center for the Study of Services
1625 K Street NW, Suite 800
Washington, DC 20006

i

Center [or

S

the

Study ol Services



Table of Contents

41 T 11Tt o o 4
WHRAU's NEW i 2022.........uuiiiiiiiiieiuiiiiiiiieretesies it rrrssaeasses s st e e e s aaasssssssteeesaasssssssssttersssssssssssssnersssssssssssssteessssssssssssssseessasssssssssseeessnssssssssssnnns 5
2022 SUIVEY FIEIAING UPAALES ...eneeiiiiiiiieeiiteeete ettt ettt et s et e s at e e s h bt e sae e e sa bt e eht e e sa et e abe e e sa b e e aaeeesa b e e aae e e sa b e e eab e e sa b e e ea b e e sabeeeab e e sabeeems e e sabeeembeesabeesaseesabeennneesn 5
Updates to the 2022 OHA CAHPS SUIVEY RESUITS REPOIT......ciiiiiieeiiiiieceiiee e st e e et e e eet e e e st eeeertteeessaaeee s sseeeasteeeaassseeesssaeaeassaeesansseeesssaeeanssasseassneesnsseaeans 5
EXCCUTIVE SUMMIAIY...iiuiiiiniiieiiiiiiieeiiieniitneiensistnssereessssnssssnssssnsssssnsssenssssnsssssssssssssssnsssensssensssssssssssssssnssssnssssnssssansssenssssnssssnssssnssssnnssssnssessnsssnns 6
RESUITS ON KEY SUINVEY IMIEASUIES ....eeeeutieieiiiieeeiteeeeeitteeeseaeeeastaeeaasssesesassasaasstssesassseesasssssaassssesassasesassssessssssssanssssesasssssssstssssanssssesnsssssssssssssanssssessssesessnssesennnes 6
Top Priorities for QUAalILY IMPIrOVEMENT ......couiiiieee ettt ettt e sa bt e e bt e st e e s at e e s a bt e e ab e e sa b e e eabeesa b e e eabeesabeeeabeesabeeeaseesabeeenseesabeeenseesabeeanseesabaeeseenane 6
SUNVEY RESUILS @1 @ GIANCE ...veiiiiiiiiiciieeeciieee ettt ettt e sttt e e e tte e e e etteeeesabeeeeesteeeeaasaeaeastaeeeanssaeesasssaeeaassseeansssseaanssseeasssseeanstaseaasssaeesassaaaeastseseanssaeesassasanansseennnnes 8
ADOUL THiS REPOIT...ccceeiiiiieiiiiiiiiiieieettteaeeerrensseesreasssseenssssseenssssseenssssseenssssseenssssseenssssssenssssseenssssssenssssssenssssssenssssssenssssssenssssssenssssssenssnssnennnns 9
SUIVEY IMEENOUOIOZY ... eeniiiieiiiieiitiiiiteerreerteeteeeerennerensereasesrnsesensseressesensessnssssnssssnssesessssensessnssssnssssnssenansssensesenssssnssssnssensnsssensessnsessnssssnssennnns 11
YT Y3V o1 o Yoo IF=T o I T 4T 11 oSSR 11
R VTV VY= 1 =T A T PP PUPPOt 11
Y=L a] o1 TSI =] 1= oY o T SRR 12
D | - 0T o) U | O PP PTPPTPPPPOS 12
Member Dispositions aNd RESPONSE RALE .....ccu.iiiiiuiiiiiiieiiiiiieeiitiieestenseeteeassesseenssessesnssessesnssessesnssessesnssessennssessennssssssnnssssesnnssessennnsessennnnenes 13
Satisfaction With the EXPeri@NCe Of Care.......ccceeu i iiieieiiiiiiccrieieereeieeseeeaseeseeansereeasssssesasssssennsssssesasssssenssssssenasssssenssssssenssssssenssssessnsssnssnnnnes 14
Patient EXPEriENCE OF CArE IMIBASUIES .....ccccuuiiiiiuieeeeiieeeeetteeestteeeestteeeesssteeessaeeeassteeesaseseeesssaeeeassseeesassseeesnsaeeeasseeesasseeeeassseesansseeesassseessnsseessnsseeessnssnessnssnnsens 14
(01 (ol Y dToT o - TaTe l U= o Yo T oo}l 21T U1 | AU 16
SUMIMATY OF SUIVEY RESUILS ..c.netiiiiiiieeeeiieee ettt s sttt ettt e e ettt e e ettt e e e sttt e e e e e teeeeaaseaeasssaeeeassteeesasseeeeasseeeeansseeeansseeeanseeeaansseeesanseeeesssseeeannseeesansseeessnsneessnssnenansen 17
Detailed PerfOrmMance Charts . ... .o ittt ettt b et bt e s bt e e b et e b et e b et e s b et e bt e e s a bt e be e e e b b e e be e e sa b e e bt e e sa b e e st e e sab e e be e e sa b e e eabeesabeeenbeesabeeeareens 18
Eff@CtiVENESS Of Care.... . i s s s s s s s R R bes 34

PacificSource - Columbia Gorge
2022 CAHPS Survey Results - CONFIDENTIAL 2



S o Y A T o) M O [ (=R Y =F Y V[T RS 34

Eff@CtIVENESS OF CAr@ RESUILS...uteeuiiiiiieiie ettt ettt b e b e bt e e s et e s be e s bt e s bt e s bt e et e at e e he e e bt e b e ea s e e e Rt ea b e s e e e sb e e s bt e bt e et eme e emeeebeenbee b e e reennesmnesmeenne 34
Member Profile and Analysis of Ratings by Member SEEMENt .......... ittt e s e s s e easse s s ennssessennssssrennssessennssessennssssaennsnnns 36
[ LoE 114 B €= YU K- [ o B D T=T 0 g Yo == o] o1 ot PSS 37
USE Of SEIVICES ...ttt ettt ettt et e bttt e s bt e bt e s a bt e e bt e s ab e e s bt e sab et e ab e e sa ke e easeesab e e e aseesa b e e e asee s et e e eas e e sa ke e easeesa ke e eas e e sabeeeabeesab e e eabeesabeeeabee s bt e enbeesabeeenreenn 42
K@Y DIFIVEE ANQIYSIS «..uiiieeiiiiiiiniiiiiieniiiiireiiiiieesiseiienessiisssestisssssstesssssstesssssstesssssstesssssssesssssssesssssssssssssssesssssstesssssssesssssssssssssssssssssssanssssssannssssss 45
(0] o =Tt V7T PSPPSR RSNt 45
BT T el o 1Y o] e T o 1=l o F T TP ST TP OO P T UPPRRUPRPPPRRTP 45
T Yo [N T { AV €AV D VZ=T 1Y, oo =Y SRS 47
Opportunities for Plan QUAlTLY IMPIOVEMENT .....o..eiiiiiieet ettt ettt e st e e sttt esht e e s bt e e sabeeabeeesateeaseeesaee e bt e e sabe e bt e e sabeesbteesabeennbeesabeesnneesnneennns 48
Health Plan Quality IMprovement RESOUICES fOr KEY DIIVEIS .....ccccuiieieiiee e ictieeeesiteeeeitteeesitteeeestteeeseateeesaaaeaeasstaeesasaaeesssseesassssessassasesssesesassssseaasseeesnssenanns 49
APPENAIX .cceeeiiieieeiiieeieetieneeertenneerteasseereensseeseenssessesnssessesnsssssesnsssssesnsssssesnsssssesnsssssssnsssssesnsssssennsssssennsseseennsssessennssessennsseseennssessennssessennssessennnens |
Calculation Guidelines for Rating and CompPoSite GloDal PrOPOIrtiONS......c.uiii it e ettt e et e e ettt e e e et b e e e ette e e eeabeeeesabaeeeeasaeeeeasasaessbeseensseesennsenas Il
L€ Lo XY= 1Yo N =T o 13RS v
YUY A [ 1 (V10 0 1T o | T T T TP Vil

PacificSource - Columbia Gorge
2022 CAHPS Survey Results - CONFIDENTIAL 3



INTRODUCTION

The Oregon Health Authority (OHA) contracts with managed care organizations, also known as Coordinated Care Organizations (CCOs), to provide health care
services. Understanding the experience of people who are Oregon Health Plan (OHP) members is important to clinicians, policy makers, patients and
consumers, quality monitors and regulators, provider organizations, health plans, community collaboratives, and those who are responsible for monitoring and
evaluating the quality of and access to health care services.

Introduced by the Agency for Healthcare Research and Quality (AHRQ) in the mid-1990s, the Consumer Assessment of Healthcare Providers and Systems
(CAHPS) program encompasses the full range of standardized surveys that ask consumers and patients to report on and evaluate their experiences with health
care. These surveys cover topics that are important to consumers, such as accessibility of services and communication skills of providers.

OHA conducts annual CAHPS surveys asking members to report on and evaluate their experiences with health care. These surveys cover topics that are
important to consumers and focus on aspects of quality that consumers are best qualified to assess, such as the communication skills of providers and ease of
access to health care services. The survey results help inform decisions for those involved with providing care to OHP members and to improve the quality of
health care services.

The survey measures member satisfaction with the experience of care and gives a general indication of how well the health plan meets members’
expectations. Surveyed members are asked to rate various aspects of the health plan based on their experience with the plan during the previous 6 months. In
addition, the survey collects data on Effectiveness of Care measures, including influenza vaccinations and smoking cessation measures.

PacificSource - Columbia Gorge
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WHAT’S NEW IN 2022

2022 SURVEY FIELDING UPDATES

SAMPLING METHODOLOGY

OHA included Native Hawaiian/Pacific Islander as an additional race/ethnicity oversample segment this year.

SURVEY INSTRUMENTS

NCQA did not make any substantive changes to the HEDIS/CAHPS survey instruments or survey administration protocols this year and therefore, no changes
were made to the core HEDIS/CAHPS survey question items.

OHA revised survey items only for the Adult Medicaid version of the survey instrument to further understand the care experience with delayed dental care and
the impact of the COVID-19 pandemic. Updates to the Race, Ethnicity, Language, and Disability (REALD) question sets were made for both survey instruments
as well as the addition of questions related to access to interpreter services.

UPDATES TO THE 2022 OHA CAHPS SURVEY RESULTS REPORT

CSS has made several updates to the 2022 CAHPS Results Reports:

e At least 30 valid responses must be collected for a measure result to be reportable by OHA. If the number of valid responses is less than 30, "NR" (i.e., not
reportable) is displayed throughout the report, indicating that the results are not reportable by OHA.

e The Member Profile and Analysis of Plan Ratings by Member Segment section has been updated for revised primary race survey item.
e The CSS Key Driver Model has been updated using CSS’s Book-of-Business data collected over the past two years.

e An updated Health Plan Quality Improvement Resource Guide is included.

PacificSource - Columbia Gorge
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EXECUTIVE SUMMARY

CSS administered the Adult Medicaid version of the 2022 CAHPS Health Plan Survey for the Oregon Health Authority on behalf of PacificSource - Columbia
Gorge between January 25 and May 2, 2022.

The final survey sample for PacificSource - Columbia Gorge included 1,100 members. During the survey fielding period, 207 sample members completed the
survey. After final survey eligibility criteria were applied, the resulting NCQA response rate was 19.15 percent.

This Executive Summary focuses on key CAHPS performance metrics, including year-over-year changes in results and comparisons to relevant state Oregon
Health Plan benchmarks. Also identified are top organizational priorities for quality improvement based on CSS’s Key Driver Analysis.

RESULTS ON KEY SURVEY MEASURES

STATISTICALLY SIGNIFICANT IMPROVEMENTS OR DECLINES COMPARED TO 2021

Reportable Rate IMPROVED Reportable Rate DECLINED

No statistically significant improvements No statistically significant declines

STATISTICALLY SIGNIFICANT DIFFERENCES FROM STATE OREGON HEALTH PLAN

Reportable Rate ABOVE Benchmark | Reportable Rate BELOW Benchmark
2022 State OHP

Rating of Personal Doctor (by 6.4 points) |None

TOP PRIORITIES FOR QUALITY IMPROVEMENT

CSS’s Key Driver Analysis identifies the areas of health plan performance and aspects of member experience that shape members’ overall assessment of their
health plan. To the extent that these specific areas or experiences can be improved, the overall rating of the plan should reflect these gains. Up to five quality
improvement opportunities with the highest return on investment for PacificSource - Columbia Gorge are identified below. Effective interventions in these
areas have the greatest potential impact on the Rating of Health Plan score.

PacificSource - Columbia Gorge
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Top Priorities for Quality Improvement

. Improving health plan provider network (highly-rated personal doctors)

. Improving health plan provider network (highly-rated specialists)

. Improving member access to care (ease of getting needed care, tests, or treatment)

. Improving the ability of the health plan customer service to provide necessary information or help

bl wW|IN|F

. Improving member access to care (getting an appointment for urgent care as soon as needed)

All results reported in this section are based on the rates of members answering 8, 9 or 10 for the overall rating questions and Usually or Always for all other

CAHPS measures.

The remainder of this report examines these and other findings in greater detail.

PacificSource - Columbia Gorge
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SURVEY RESULTS AT A GLANCE

An overview of summary measures is presented in Exhibit 1. This includes CAHPS ratings and composites and comparisons to the state Oregon Health Plan
results, and prior year data (where available).

EXHIBIT 1. 2022 PACIFICSOURCE - COLUMBIA GORGE ADULT MEDICAID OHA CAHPS SURVEY: RESULTS AT A GLANCE

Global Proportions and Question Summary Rates Valid Responses

2022 State OHP
CAHPS 5.0H Survey Measures

Point Diff.

Q8. Rating of All Health Care 78.92% [-2.73] 74.84% [+1.35] 69.18% [+7.01]

Overall Ratings Q18. Rating of Personal Doctor 85.52% [+0.28] 81.50% [+4.30] 85.80% 221 200 162 79.40% [+6.40]

(%38, 9, or 10) Q22. Rating of Specialist Seen Most Often 79.05% [-3.05] 77.01% [-1.01] 76.00% 105 87 75 78.44% [-2.44]

Q28. Rating of Health Plan 74.18% [+0.28] 75.83% [-1.37] 74.46% 244 211 184 72.21% [+2.25]

. Getting Needed Care Composite 82.66% [-3.99] 82.16% [-3.49] 78.67% 147 127 104 78.47% [+0.20]
Getting Needed Care

(% Always or Usually) Q9. Easy to get neede(fl cf_:lre 85.33% [-1.73] 82.61% [+0.99] 83.59% 184 161 128 82.18% [+1.41]

Q20. Easy to see specialists 80.00% [-6.25] 81.72% [-7.97] 73.75% 110 93 80 74.76% [-1.01]

. . Getting Care Quickly Composite 85.53% [-3.97] 84.04% [-2.48] 81.56% 136 118 92 79.09% [+2.46]
Getting Care Quickly

(oA ays orlusually) Q4. Got urgerlt care as soon as needed 85.26% [-1.66] 88.46% [-4.85] 83.61% 95 78 61 80.25% [+3.36]

Q6. Got routine care as soon as needed 85.80% [-6.29] 79.62% [-0.11] 79.51% 176 157 122 77.94% [+1.57]

How Well Doctors Communicate Composite 93.79% [+1.57] 90.70% [+4.66] 95.36% 173 156 108 91.55% [+3.81]

How Well Doctors Q12. Doctor explained things 93.06% [+4.16] 92.36% [+4.87] 97.22% 173 157 108 92.06% [+5.16]

Communicate* Q13. Doctor listened carefully 94.80% [-2.21] 91.61% [+0.98] 92.59% 173 155 108 91.22% [+1.37]

(% Always or Usually) |Q14. Doctor showed respect 95.95% [+0.34] 92.31% [+3.99] 96.30% 173 156 108 93.04% [+3.26]

Q15. Doctor spent enough time 91.33% [+4.00] 86.54% [+8.79] 95.33% 173 156 107 89.86% [+5.47]

O EE D eI Customer Service Composite 87.36% [+4.11] 92.06% [-0.59] 91.48% 91 63 65 89.07% [+2.41]

(% Always or Usually) Q24. Provided needed information/help 83.52% [+3.98] 85.71% [+1.79] 87.50% 91 63 64 83.67% [+3.83]

Q25. Treated with courtesy/respect 91.21% [+4.25] 98.41% [-2.96] 95.45% 91 63 66 94.47% [+0.98]

Q17. Coordination of Care (% Always or Usually) 87.16% [+0.54] 78.72% [+8.97] 87.69% 109 94 65 82.28% [+5.41]

Flu Vaccinations for Adults 46.98% [-6.04] 38.24% [+2.70] 40.94% 215 204 149 36.00% [+4.94]

Effectiveness of Care  |Advising Smokers and Tobacco Users to Quit 72.06% [-7.06] 73.17% [-8.17] 65.00% 68 41 40 63.65% [+1.35]

Measures Discussing Cessation Medications 57.35% [-13.45] 51.22% [-7.32] 43.90% 68 41 41 46.94% [-3.04]

Discussing Cessation Strategies 49.28% [+0.72] 53.85% [-3.85] 50.00% 69 39 40 40.56% [+9.44]

Calculation and Reporting of Results

All rates were calculated by CSS following NCQA specifications.

The number of valid responses (n) collected for the past three consecutive years are reported. At least 30 valid responses must be collected for a measure result to be reportable by OHA. Ifnis less than 30, "NR"and "[...]" are displayed in a lighter color, indicating that the rate and point
change results are not reportable by OHA.

Rate C i and isti igni Testing

Comparisons to prior-year and benchmark rates were calculated prior to rounding and rounded for display. Differences in rates were tested for statistical significance using a t-test for proportions at the 95% confidence level. Statistically significant differences between the current-year rate
and the comparison rate are marked witha + symbol.
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ABOUT THIS REPORT

The key features of this 2022 CAHPS report, prepared by CSS for PacificSource - Columbia Gorge, are highlighted below.

e  Survey results presented in this report were calculated following the NCQA guidelines published in HEDIS 2022, Volume 3: Specifications for Survey
Measures unless otherwise noted. At least 30 valid responses must be collected for a measure result to be reportable by OHA. If the number of valid
responses is less than 30, "NR" (i.e., not reportable) is displayed throughout the report, indicating that the results are not reportable by OHA.

e Throughout the report, the 2022 PacificSource - Columbia Gorge survey results are compared to the 2022 State OHP. The 2022 State OHP is calculated by
pooling Adult Medicaid survey responses across CCOs surveyed by the Oregon Health Authority.

e  Executive Summary provides a high-level overview of survey findings. This section highlights the areas where PacificSource - Columbia Gorge performs
significantly above or below the state Oregon Health Plan benchmarks. If prior-year survey results are available, any statistically significant improvements
or declines on key survey measures are also noted. Top organizational priorities for quality improvement based on CSS’s Key Driver Analysis are identified.

e Summary of Survey Results presents the 2022 PacificSource - Columbia Gorge survey scores on key measures, including question summary rates, global
proportions, and changes in rates and global proportion scores from the previous year (if applicable); and comparisons to relevant state Oregon Health
Plan benchmarks. Statistically significant differences in scores are noted.

e Detailed Performance Charts are provided for the rating questions, composite measures, and individual survey items representing the various CAHPS
domains of care. The 2022 PacificSource - Columbia Gorge QSRs and global proportions are compared to the 2022 State OHP on all measures. Where
available, a three-year trend in scores is also shown.

e A one-page summary of the Effectiveness of Care measures includes comparisons to prior-year results (if available) as well as to the 2022 State OHP rates.
All rates are calculated according to the NCQA guidelines, but are presented regardless of their eligibility for NCQA reporting.

e Member Profile and Analysis of Ratings by Member Segment compares the 2022 PacificSource - Columbia Gorge respondent profile to the relevant state
Oregon Health Plan distribution(s) of demographic characteristics and utilization variables. Variation in Rating of Health Plan measure by member segment
is examined.

PacificSource - Columbia Gorge
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e Key Driver Analysis identifies key member experience touch points that appear to drive the overall Rating of Health Plan. The CSS Key Driver Model
quantifies the contribution of each key driver to the overall member assessment of the plan. The 2022 PacificSource - Columbia Gorge results on each key
driver are compared to the highest score among all the Adult CCOs contributing to the 2022 State OHP, yielding a measure of available room for
improvement in each area. The result is then weighted by the key driver’s contribution to the overall Rating of Health Plan score. Opportunities for
improvement are prioritized based on the expected improvement in the PacificSource - Columbia Gorge Rating of Health Plan score due to improved
performance on the key driver measure. A separate section of the report provides some helpful resources for health plan quality improvement.

e The Appendix includes:

Score calculation guidelines and methodology

A glossary of terms

A copy of the survey instrument

Detailed cross-tabulations of survey responses for every survey question, with additional tables summarizing performance on key survey measures

PacificSource - Columbia Gorge
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SURVEY METHODOLOGY

SURVEY PROTOCOL AND TIMELINE

CSS administered the Adult Medicaid version of the 2022 CAHPS Health Plan Survey for the Oregon Health Authority on behalf of PacificSource - Columbia
Gorge using a mixed methodology of internet, mail, and telephone. The Oregon Health Authority’s mixed methodology consisted of the following milestones:

e A prenotification letter with an invitation to complete the survey online, which was mailed on January 25;
e Aninitial questionnaire with cover letter, which was mailed on February 1;
e Areplacement questionnaire with cover letter, which was mailed on March 2;

o Atelephone follow-up phase targeting non-respondents, with up to four telephone follow-up attempts spaced at different times of the day and on
different days of the week, which started on March 22; and

e Close of data collection on May 2, 2022.

SURVEY MATERIALS

The survey instruments (both English and Spanish) used for PacificSource - Columbia Gorge are provided in the Appendix. CSS designed the survey following
instructions from OHA and the NCQA specifications detailed in HEDIS 2022, Volume 3: Specifications for Survey Measures and Quality Assurance Plan for HEDIS
2022 Survey Measures. The materials referred to Oregon Health Plan and included the Oregon Health Authority logo on all the mailing materials.

Each survey package included a postage-paid business reply envelope. Besides the core CAHPS questions, the survey included 41 additional questions added by
OHA. These included questions on mobility impairment, cultural competency, access to dental care, telemedicine, COVID-19, access to interpreter services, and
REALD demographics. All mailings included a duplex English and Spanish cover letter. Members received either an English or Spanish survey based on language
information provided by Oregon Health Authority. Members had the option to request the survey in the other language using a telephone request line.

The website URL and a personal web ID was listed in the prenotification letter and second survey package cover letter to complete the survey online.

PacificSource - Columbia Gorge
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SAMPLE SELECTION

CSS followed Oregon Health Authority’s instructions to generate the survey sample for PacificSource - Columbia Gorge. For the Adult Medicaid survey, sample-
eligible members were defined as plan members who were 18 years old or older as of November 30, 2021; were currently enrolled; had been continuously
enrolled for six months (with no more than one enroliment break of 45 days or less); and whose primary coverage was through Medicaid.

Prior to sampling, CSS carefully inspected the member file(s) and noted any errors or irregularities found (such as incomplete contact information or subscriber
numbers). Once the quality assurance process had been completed, CSS processed member addresses through the USPS National Change of Address (NCOA)
service to ensure that the mailing addresses were up to date. The final sample was generated following the NCQA systematic sampling methodology, with no
more than one member per household selected to receive the survey. The exception to this rule was any CCO that failed to meet the desired sample size in
which case more than one member per household could be selected. CSS assigned each sampled member a unique identification number, which was used to
track their progress throughout the data collection process.

The Oregon Health Authority chose to oversample for targeted race and ethnicity groups to ensure these groups were appropriately represented in the state
sample. Data for those sample members only appear in the State OHP results and not the individual CCO results. Therefore, the final combined survey sample
for PacificSource - Columbia Gorge included 1,100 members.

DATA CAPTURE

Returned mail questionnaires were recorded using either manual data entry or optical scanning. Responses recorded via manual data entry were keyed by two
independent data entry operators, and any discrepancies between the two response records were flagged and reconciled by a supervisor. Individual responses
on surveys recorded via optical scanning were sent to data entry operators if the scanning technology was unable to identify the specific response option
selected with a predefined degree of certainty. Responses from online questionnaires were stored on CSS internal servers.

Computer Assisted Telephone Interviewing (CATI) technology was used to electronically capture survey responses obtained during telephone interviews.
Members were able to complete the survey in either English or Spanish. CATI supervisors maintained quality control by monitoring the telephone interviews
and response capture by interviewers in real time and auditing recorded interviews. At least 10 percent of the interviews were monitored by supervisors.

Due to the multiple outreach attempts, multiple survey responses could be received from the same sample member. In those cases, only one survey response
(the most complete survey) was included in the final analysis dataset.

PacificSource - Columbia Gorge
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MEMBER DISPOSITIONS AND RESPONSE RATE

During the survey fielding period, 207 sample members completed the survey. After final survey eligibility criteria were applied, the resulting response rate was
19.15 percent. Additional detail on sample member status at the end of data collection (dispositions) is provided in Exhibit 2.

EXHIBIT 2. 2022 PACIFICSOURCE - COLUMBIA GORGE ADULT MEDICAID OHA CAHPS SURVEY: SAMPLE MEMBER DISPOSITIONS AND
RESPONSE RATE

Disposition Number % Initial Sample [ 2022 State OHP
Initial Sample 1,100 100.00% -
Disposition
Complete and Eligible - Mail 136 12.36% 10.68%
Complete and Eligible - Phone 44 4.00% 5.33%
Complete and Eligible - Internet 27 2.45% 2.59%
Complete and Eligible - Total 207 18.82% 18.59%
Does not meet Eligible Population criteria 9 0.82% 1.54%
Incomplete (but Eligible) 18 1.64% 2.22%
Ineligible 10 0.91% 0.69%
- Language barrier 0 0.00% 0.23%
- Mentally or physically incapacitated 8 0.73% 0.63%
- Deceased 2 0.18% 0.17%
Refusal 38 3.45% 4.21%
Nonresponse after maximum attempts 813 73.91% 71.85%
Added to Do Not Call (DNC) list 5 0.45% 0.56%
Response Rate* 19.15% 19.08%

*Response rate =Complete and Eligible Surveys/[Complete and Eligible + Incomplete (but Eligible) + Refusal +
Nonresponse after maximum attempts + Added to Do Not Call (DNC) List]

PacificSource - Columbia Gorge
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SATISFACTION WITH THE EXPERIENCE OF CARE

PATIENT EXPERIENCE OF CARE MEASURES

GLOBAL RATINGS

CAHPS Health Plan Survey (version 5.1H) includes four global rating questions that utilize the scale of 0 to 10, representing the lowest and highest possible
rating. Results are reported as the proportion of members selecting one of the top three ratings (8, 9, or 10).

e  Rating of Personal Doctor (0 = worst personal doctor possible; 10 = best personal doctor possible)
e  Rating of Specialist Seen Most Often (0 = worst specialist possible; 10 = best specialist possible)
e  Rating of All Health Care (0 = worst health care possible; 10 = best health care possible)

e Rating of Health Plan (0 = worst health plan possible; 10 = best health plan possible)

CAHPS COMPOSITES

NCQA calculates results for several CAHPS composite measures. CAHPS composites combine results from related survey questions into a single measure to
summarize health plan performance in the areas listed below.

e Getting Needed Care combines two survey questions that address member access to care. Both questions use a Never, Sometimes, Usually, or Always
response scale, with Always being the most favorable response. Results are based on the proportion of members answering the following questions as
Usually or Always.

— In the last 6 months, how often was it easy to get the care, tests, or treatment you needed?

— Inthe last 6 months, how often did you get an appointment to see a specialist as soon as you needed?

PacificSource - Columbia Gorge
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Getting Care Quickly combines responses to two survey questions that address timely availability of both urgent and check-up/routine care. The questions
use a Never, Sometimes, Usually, or Always scale, with Always being the most favorable response. Results are based on the proportion of members
selecting Usually or Always in response to the following questions:

— In the last 6 months, when you needed care right away, how often did you get care as soon as you needed?
— Inthe last 6 months, how often did you get an appointment for a check-up or routine care as soon as you needed?

How Well Doctors Communicate combines responses to four survey questions that address physician communication. The questions use a Never,
Sometimes, Usually, or Always scale, with Always being the most favorable response. Results are reported as the proportion of members answering the
following questions as Usually or Always:

In the last 6 months, how often did your personal doctor explain things in a way that was easy to understand?

In the last 6 months, how often did your personal doctor listen carefully to you?

In the last 6 months, how often did your personal doctor show respect for what you had to say?

In the last 6 months, how often did your personal doctor spend enough time with you?

Customer Service combines responses to two survey questions that ask about member experience with the health plan’s customer service. The questions
use a Never, Sometimes, Usually, or Always scale, with Always being the most favorable response. Results are reported as the proportion of members
selecting Usually or Always in response to the following questions:

— Inthe last 6 months, how often did your health plan’s customer service staff give you the information or help you needed?
— Inthe last 6 months, how often did your health plan’s customer service staff treat you with courtesy and respect?

Coordination of Care is based on a single survey question, which uses a Never, Sometimes, Usually, or Always scale (with Always being the most favorable
response). Results are based on the proportion of members selecting Usually or Always in response to the question below:

— In the last 6 months, how often did your personal doctor seem informed and up-to-date about the care you got from these doctors or other health
providers?

PacificSource - Columbia Gorge
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CALCULATION AND REPORTING OF RESULTS

QUESTION SUMMARY RATES AND COMPOSITE GLOBAL PROPORTIONS

Question Summary Rates express the proportion of respondents selecting the desired response option(s) on a survey question. Examples include percent
selecting Usually or Always or percent rating 9 or 10.

Composite Global Proportions express the proportion of respondents selecting the desired response option(s) from a predefined set of two or more related
questions on the survey. The proportions are calculated by first determining the relevant proportion on each survey question contributing to the composite
and then averaging these proportions across all questions in the composite.

Throughout the report, all question summary rates and composite global proportions are rounded to two decimal places for display purposes (e.g., 0.23456 is
displayed as 23.46%). However, all calculations involving rates and proportions, including statistical significance testing, are carried out prior to rounding. For
more details on the calculations please refer to HEDIS 2022, Volume 3: Specifications for Survey Measures or consult Appendix A.

DENOMINATOR THRESHOLD

The denominator for an individual question is the total number of valid responses to that question. The denominator for a composite is the average number of
responses across all questions in the composite (note: composite denominators are rounded for display purposes). At least 30 valid responses must be
collected for a measure result to be reportable by OHA. If the rate denominator is less than 30, a measure result of “NR” (i.e., not reportable) is displayed
throughout the report, indicating that the results are not reportable by OHA.

COMPARISONS TO BENCHMARKS AND PRIOR-YEAR RESULTS

Throughout the report, the 2022 PacificSource - Columbia Gorge results are compared to the 2022 State OHP as well as to the highest and lowest performing
CCO. The 2022 State OHP is calculated by pooling Adult Medicaid survey responses across CCOs surveyed by the Oregon Health Authority.

If available, prior-year survey results are provided for comparison and year-to-year changes in results are tested for statistical significance. All the statistical
tests are carried out at the 95% confidence level (i.e., there is a 95% probability that the observed difference is not due to chance).

PacificSource - Columbia Gorge
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SUMMARY OF SURVEY RESULTS

Exhibit 3 provides a high-level PacificSource - Columbia Gorge performance overview on key survey measures. These include overall ratings, composite global
proportions, and summary rates for additional measures. Where applicable, changes in scores over time and comparisons to benchmarks are reported and
tested for statistical significance.

EXHIBIT 3. 2022 PACIFICSOURCE - COLUMBIA GORGE ADULT MEDICAID OHA CAHPS SURVEY: PATIENT EXPERIENCE MEASURES

Your Organization

2022 State OHP

Survey Measures

Rate Point Change | Rate  Point Change Point Diff.

Ratings

Rating of Personal Doctor 85.80% (162) | 81.50% [+4.30] 85.52% [+0.28] 79.40% [+6.40]

Rating of Specialist Seen Most Often 76.00% (75) 77.01% [-1.01] 79.05% [-3.05] 78.44% [-2.44]

Rating of All Health Care 76.19% (126) | 74.84% [+1.35] 78.92% [-2.73] 69.18% [+7.01]

Rating of Health Plan 74.46% (184) | 75.83% [-1.37] 74.18% [+0.28] 72.21% [+2.25]
Composite Measures

Getting Needed Care 78.67% (104) | 82.16% [-3.49] 82.66% [-3.99] 78.47% [+0.20]

Getting Care Quickly 81.56% (92) 84.04% [-2.48] 85.53% [-3.97] 79.09% [+2.46]

How Well Doctors Communicate 95.36% (108) | 90.70% [+4.66] 93.79% [+1.57] 91.55% [+3.81]

Customer Service 91.48%  (65) 92.06% [-0.59] 87.36% [+4.11] 89.07% [+2.41]
Additional Content Areas

Coordination of Care 87.69% (65) | 78.72% [+8.97] 87.16% [+0.54] 82.28% [+5.41]

Calculation and Reporting of Results
All rates were calculated by CSS following NCQA specifications. The number of valid responses collected this year for each measure (n, or measure denominator)is reported in parentheses.

At least 30 valid responses must be collected for a measure result to be reportable by OHA. If nis less than 30, "NR"and "[...]" are displayed in a lighter color, indicating that the rate and point
change results are not reportable by OHA.

Rate Comparisons and Statistical Significance Testing
Comparisons to prior-year and benchmark rates were calculated prior to rounding and rounded for display. Differences in rates were tested for statistical significance using a t-test for proportions
atthe 95% confidence level. Statistically significant differences between the current-year rate and the comparison rate are marked witha +* symbol.
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DETAILED PERFORMANCE CHARTS

Detailed charts are provided for CAHPS composite global proportions and question summary rates. The charts have the following features:

TREND IN RESULTS

e Survey scores are trended over three consecutive years of data collection, if available. A result may not be available if the survey was not administered in a
given year, if the measure is new, or if the measure is not deemed appropriate for trending. In such cases, “no data” appears in place of the score.

e  Where appropriate, changes in the distribution of favorable ratings over time are shown in the Top Rating Distribution panel of the chart (i.e., percent
responding 8 vs. percent responding 9 or 10, or percent responding Usually vs. percent responding Always).

e The number of valid responses (n) appears above each bar. At least 30 valid responses must be collected for a measure result to be reportable by OHA. If n
is less than 30, "NR" appears in place of n, indicating that the results are not reportable by OHA.

e  Statistical comparisons are conducted between the current-year and each of the prior-year rates, if available. Differences in rates are tested for statistical
significance at the 95% confidence level. Statistically significant differences are indicated with a % symbol next to the comparison score. For example,
% appearing next to the 2021 rate denotes a statistically significant difference between the 2022 and 2021 rates.

COMPARISONS TO BENCHMARKS

e The horizontal lines displayed on the charts correspond to the 2022 State OHP as well as to the highest and lowest performing CCO. If the 2022 score is
significantly different from any of these benchmark scores at the 95% confidence level, x appears next to the relevant score.

PacificSource - Columbia Gorge
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Rating of Personal Doctor

Percent Responding 8, 9, or 10

2020 2021 2022

n=221 n=200 n=162

85.52%

8, 9 0ri10

Top Rating Distribution

9o0r10 66.00%
8

Low Performing CCO (67.39%)
m—) (022 State OHP (79.40%)
= High Performing CCO (88.37%)

79.40%

67.39% *

32230

All rates were calculated by CSS following NCQA specifications. The denominator (n) represents the number of valid responses collected for the measure. At least 30 valid responses must be collected for a

measure result to be reportable by OHA. Ifnis less than 30, "NR" appears in place of n, indicating that the results are not reportable by OHA. If survey data are not available or the measure is not trendable, "No

data"appearsinplace ofn.

Tests of statistical significance were conducted for the following reportable rates: (8 +9+10) and (9 +10). Statistically significant differences, tested at the 95% confidence level, between your organization's
current-year rate and a comparison rate (prior-year, or national rate) are marked with a % symbol next to the comparison rate.
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Rating of Specialist Seen Most Often

Percent Responding 8, 9, or 10

2020 2021 2022

n=105 n=387 n=75

85.06%
8 9,0r10 78.44%
oo

77.01% 70.73%

Top Rating Distribution

90r10 57.47%

Low Performing CCO (70.73%)
(022 State OHP (78.44%)
=== High Performing CCO (85.06%)

32230

All rates were calculated by CSS following NCQA specifications. The denominator (n) represents the number of valid responses collected for the measure. At least 30 valid responses must be collected for a

measure result to be reportable by OHA. If nis less than 30, "NR" appears in place of n, indicating that the results are not reportable by OHA. If survey data are not available or the measure is not trendable, "No

data"appearsinplace ofn.

Tests of statistical significance were conducted for the following reportable rates: (8 +9 +10) and (9 +10). Statistically significant differences, tested at the 95% confidence level, between your organization's

current-year rate and a comparison rate (prior-year, or national rate) are marked with a % symbol next to the comparison rate.
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Rating of All Health Care

Percent Responding 8, 9, or 10

8, 9 0r10

9o0r10

2020 2021 2022
n=185 n=159 n=126
78.92%

Top Rating Distribution

Low Performing CCO (60.38%)
(022 State OHP (69.18%)
=== High Performing CCO (76.67%)

74.84% i

60.38% *

32230

All rates were calculated by CSS following NCQA specifications. The denominator (n) represents the number of valid responses collected for the measure. At least 30 valid responses must be collected for a

measure result to be reportable by OHA. If nis less than 30, "NR" appears in place of n, indicating that the results are not reportable by OHA. If survey data are not available or the measure is not trendable, "No

data"appearsinplace ofn.

Tests of statistical significance were conducted for the following reportable rates: (8 +9 +10) and (9 +10). Statistically significant differences, tested at the 95% confidence level, between your organization's
current-year rate and a comparison rate (prior-year, or national rate) are marked with a % symbol next to the comparison rate.
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Rating of Health Plan

Percent Responding 8, 9, or 10

2020 2021 2022

n =244 n=211 n=184

56.30% *

74.18%
8, 9,0r10

Top Rating Distribution

Low Performing CCO (56.30%)
m— ) (022 State OHP (72.21%)
s High Performing CCO (82.29%)

32230

All rates were calculated by CSS following NCQA specifications. The denominator (n) represents the number of valid responses collected for the measure. At least 30 valid responses must be collected for a

measure result to be reportable by OHA. If nis less than 30, "NR" appears in place of n, indicating that the results are not reportable by OHA. If survey data are not available or the measure is not trendable, "No

data"appearsinplace ofn.

Tests of statistical significance were conducted for the following reportable rates: (8 +9 +10) and (9 +10). Statistically significant differences, tested at the 95% confidence level, between your organization's

current-year rate and a comparison rate (prior-year, or national rate) are marked with a % symbol next to the comparison rate.
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Getting Needed Care (Composite)

Percent Responding Always or Usually

2020 2021 2022

n=147 n=127 n=104

84.89%

H 68.45%

82.16%

8489

Always or Usually

Top Rating Distribution

Always 47.74%

Usually

Low Performing CCO (68.45%)
(022 State OHP (78.47%)
=== High Performing CCO (84.89%)

32230

All rates were calculated by CSS following NCQA specifications. The denominator (n) represents the number of valid responses collected for the measure. At least 30 valid responses must be collected for a

measure result to be reportable by OHA. If nis less than 30, "NR" appears in place of n, indicating that the results are not reportable by OHA. If survey data are not available or the measure is not trendable, "No
data"appearsinplace ofn.

Tests of statistical significance were conducted for the following reportable rates: (8 +9 +10) and (9 +10). Statistically significant differences, tested at the 95% confidence level, between your organization's
current-year rate and a comparison rate (prior-year, or national rate) are marked with a % symbol next to the comparison rate.
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Getting Needed Care (Contributing Items)

Percent Responding Always or Usually

Q9. In the last 6 months, how often was it easy to get the care, tests, or
treatment you needed?

2020 2021 2022
n=184 n=161 n=128
85.33%

rrrrrrr

75.00% *
—— 74.76%
Always or Usually Always or Usually -
59.42%
Top Rating Top Rating
Distribution Distribution
Always 50.31% Always PEXERZ 45.16%
Usually Usually
Low Performing CCO (75.00%) Low Performing CCO (59.42%)
m— (022 State OHP (82.18%) ) (022 State OHP (74.76%)
=== High Performing CCO (87.06%) === High Performing CCO (84.27%) 32230

Q20. In the last 6 months, how often did you get an appointment with a
specialist as soon as you needed?

2020 2021 2022

n=110 n=93

n =280

5.7 18

All rates were calculated by CSS following NCQA specifications. The denominator (n) represents the number of valid responses collected for the measure. At least 30 valid responses must be collected for a

measure result to be reportable by OHA. If nis less than 30, "NR" appears in place of n, indicating that the results are not reportable by OHA. If survey data are not available or the measure is not trendable, "No
data"appearsinplace ofn.

Tests of statistical significance were conducted for the following reportable rates: (8 +9 +10) and (9 +10). Statistically significant differences, tested at the 95% confidence level, between your organization's
current-year rate and a comparison rate (prior-year, or national rate) are marked with a % symbol next to the comparison rate.
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Getting Care Quickly (Composite)

Percent Responding Always or Usually

2020 2021 2022

n=136 n=118 n=92

85.53%

Always or Usually

Top Rating Distribution

Always EE¥ATA 58.48%

Usually

Low Performing CCO (69.74%)
(022 State OHP (79.09%)
=== High Performing CCO (85.86%)

I

32230

All rates were calculated by CSS following NCQA specifications. The denominator (n) represents the number of valid responses collected for the measure. At least 30 valid responses must be collected for a

measure result to be reportable by OHA. If nis less than 30, "NR" appears in place of n, indicating that the results are not reportable by OHA. If survey data are not available or the measure is not trendable, "No

data"appearsinplace ofn.

Tests of statistical significance were conducted for the following reportable rates: (8 +9 +10) and (9 +10). Statistically significant differences, tested at the 95% confidence level, between your organization's

current-year rate and a comparison rate (prior-year, or national rate) are marked with a % symbol next to the comparison rate.
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Getting Care Quickly (Contributing Items)

Percent Responding Always or Usually

Q4. In the last 6 months, when you needed care right away, how often
did you get care as soon as you needed?

2020 2021 2022
n=295 n=78 n=61
88.46%
85.26% *
fffffff
Always or Usually
70.00%
Top Rating
Distribution
Always 64.10%

Usually

Low Performing CCO (70.00%)
(022 State OHP (80.25%)
=== High Performing CCO (88.04%)

Q6. In the last 6 months, how often did you get an appointment for a
check-up or routine care as soon as you needed?

2020 2021 2022

n=176 n=157 n=122

Always or Usually

Top Rating
Distribution
Always 52.87%

Usually

Low Performing CCO (68.35%)
022 State OHP (77.94%)
e High Performing CCO (83.67%)

32230

All rates were calculated by CSS following NCQA specifications. The denominator (n) represents the number of valid responses collected for the measure. At least 30 valid responses must be collected for a
measure result to be reportable by OHA. If nis less than 30, "NR" appears in place of n, indicating that the results are not reportable by OHA. If survey data are not available or the measure is not trendable, "No

data"appearsinplace ofn.

Tests of statistical significance were conducted for the following reportable rates: (8 +9 +10) and (9 +10). Statistically significant differences, tested at the 95% confidence level, between your organization's
current-year rate and a comparison rate (prior-year, or national rate) are marked with a % symbol next to the comparison rate.
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How Well Doctors Communicate (Composite)

Percent Responding Always or Usually

2020 2021 2022

n=173 n=156 n=108

Always or Usually P—x
Top Rating Distribution
Always 75.00%
Usually

Low Performing CCO (85.36%)
(022 State OHP (91.55%)
=== High Performing CCO (95.63%)

32230

All rates were calculated by CSS following NCQA specifications. The denominator (n) represents the number of valid responses collected for the measure. At least 30 valid responses must be collected for a

measure result to be reportable by OHA. If nis less than 30, "NR" appears in place of n, indicating that the results are not reportable by OHA. If survey data are not available or the measure is not trendable, "No
data"appearsinplace ofn.

Tests of statistical significance were conducted for the following reportable rates: (8 +9 +10) and (9 +10). Statistically significant differences, tested at the 95% confidence level, between your organization's
current-year rate and a comparison rate (prior-year, or national rate) are marked with a % symbol next to the comparison rate.
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How Well Doctors Communicate (Contributing Items)

Percent Responding Always or Usually

Q12. In the last 6 months, how often did your personal doctor explain Q13. In the last 6 months, how often did your personal doctor listen
things in a way that was easy to understand? carefully to you?
2020 2021 2022 2020 2021 2022
n=173 n=157 n=108 n=173 n=155 n=108
7.229
96.91% Rt
,,,,,,, 2' 0, *
— 92.36% el B B
Always or Usually 85.61% * Always or Usually
85.00% *
Top Rating Top Rating
Distribution Distribution
Always pGERERY Always [lRPE
Usually Usually
Low Performing CCO (85.61%) Low Performing CCO (85.00%)
) (22 State OHP (92.06%) 2022 State OHP (91.22%)
=== High Performing CCO (97.22%) === High Performing CCO (96.91%) 32230

All rates were calculated by CSS following NCQA specifications. The denominator (n) represents the number of valid responses collected for the measure. At least 30 valid responses must be collected for a

measure result to be reportable by OHA. If nis less than 30, "NR" appears in place of n, indicating that the results are not reportable by OHA. If survey data are not available or the measure is not trendable, "No
data"appearsinplace ofn.

Tests of statistical significance were conducted for the following reportable rates: (8 +9 +10) and (9 +10). Statistically significant differences, tested at the 95% confidence level, between your organization's
current-year rate and a comparison rate (prior-year, or national rate) are marked with a % symbol next to the comparison rat