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Preface 

¢Ŝƴƴ/ŀǊŜ ƛǎ ¢ŜƴƴŜǎǎŜŜΩǎ aŜŘƛŎŀƛŘ ǇǊƻƎǊŀƳ ǘƘŀǘ ǇǊƻǾƛŘŜǎ ǇƘȅǎƛŎŀƭ ŀƴŘ ōŜƘŀǾƛƻǊŀƭ ƘŜŀƭǘƘ ŀƴŘ ƭƻƴƎ-term services and supports (LTSS) 

for 1.4 Ƴƛƭƭƛƻƴ ¢ŜƴƴŜǎǎŜŀƴǎΣ ǊƻǳƎƘƭȅ нл ǇŜǊŎŜƴǘ ƻŦ ǘƘŜ ǎǘŀǘŜΩǎ ǇƻǇǳƭŀǘƛƻƴΦ TennCare is one of the oldest Medicaid managed care 

ǇǊƻƎǊŀƳǎ ƛƴ ǘƘŜ ŎƻǳƴǘǊȅΣ ŀƴŘ ǘƘŜ ƻƴƭȅ ǇǊƻƎǊŀƳ ƛƴ ǘƘŜ ƴŀǘƛƻƴ ǘƻ ŜƴǊƻƭƭ ǘƘŜ ŜƴǘƛǊŜ ǎǘŀǘŜΩǎ aŜŘƛŎŀƛŘ ǇƻǇǳƭŀǘƛƻƴΣ ƛƴŎƭǳŘƛƴƎ ƻƭŘŜǊ adults 

and people with disabilities, into managed care. The TennCare program operates under a Section 1115 waiver from the Centers for 

Medicare and Medicaid Services (CMS). TennCare is an integrated, full-risk, managed care program.  Physical and behavioral health 

and LTSS are covered by three statewide Managed Care Organizations όa/hǎύΦ !ƭƭ ¢Ŝƴƴ/ŀǊŜΩǎ a/hǎ ŀǊŜ ŀŎŎǊŜŘƛǘŜŘ ōȅ ǘƘŜ bŀǘƛƻƴŀƭ 

Committee on Quality Assurance and ranked among the top 100 Medicaid health plans in the country. 

¢Ŝƴƴ/ŀǊŜ /IhL/9{ ƛƴ [ƻƴƎ ¢ŜǊƳ {ŜǊǾƛŎŜǎ ŀƴŘ {ǳǇǇƻǊǘǎ όά/IhL/9{έύ ǇǊƻǾƛŘŜǎ [¢{{Σ ƛƴŎƭǳŘƛƴƎ bǳǊǎƛƴƎ CŀŎƛƭƛǘȅ ǎŜǊǾƛŎŜǎ ŀƴŘ ƘƻƳŜ ŀnd 

community based services (HCBS), to older adults and adults with physical disabilities in Tennessee.  Implemented in 2010, the 

program is the result of sweeping reform legislation: The Long-Term Care Community Choices Act of 2008, passed unanimously by 

the Tennessee 105th General Assembly.   In addition to expanding access to HCBS and achieving a more equitable balance of 

institutional versus HCBS expenditures, the Act ǎŜǘ ŦƻǊǘƘ ŎƭŜŀǊ ŜȄǇŜŎǘŀǘƛƻƴǎ ǊŜƎŀǊŘƛƴƎ ǉǳŀƭƛǘȅΣ ǊŜǉǳƛǊƛƴƎ ǘƘŀǘ ǘƘŜ ǎǘŀǘŜΩǎ [¢{{ ǎȅǎǘŜƳ 

άƛƴŎƭǳŘŜ ŀ ŎƻƳǇǊŜƘŜƴǎƛǾŜ ǉǳŀƭƛǘȅ ŀǇǇǊƻŀŎƘ ŀŎǊƻǎǎ ǘƘŜ ŜƴǘƛǊŜ ŎƻƴǘƛƴǳǳƳ ƻŦ ƭƻƴƎ-term care services and settings that promotes 

continuous quality improvement and that focuses on customer perceptions of quality, with mechanisms to ensure ongoing feedback 

from persons receiving care and their families in order to immediately identify and resolve issues, and to improve the overall quality 

ƻŦ ǎŜǊǾƛŎŜǎ ŀƴŘ ǘƘŜ ǎȅǎǘŜƳΦέ 

aŜŀǎǳǊƛƴƎ ǉǳŀƭƛǘȅ ŦǊƻƳ ǘƘŜ ǇŜǊǎǇŜŎǘƛǾŜ ƻŦ ǘƘƻǎŜ ǿƘƻ ǊŜŎŜƛǾŜ ǎŜǊǾƛŎŜǎ ƛǎ ǿƘŀǘ ¢ŜƴƴŜǎǎŜŜΩǎ ǇŀǊǘƛŎƛǇŀǘƛƻƴ ƛƴ ǘƘŜ b/L-AD is all about.  

While the state has conducted an annual satisfaction and quality of life survey for several years, transition to the NCI-AD has allowed 

ŦƻǊ ŎƻƳǇŀǊƛǎƻƴ ƻŦ ǇŜǊŦƻǊƳŀƴŎŜ ƴƻǘ Ƨǳǎǘ ŀƳƻƴƎ a/hǎΣ ōǳǘ ŀƭǎƻ ǿƛǘƘ ƻǘƘŜǊ ǎǘŀǘŜǎΩ [¢{{ ǇǊƻƎǊŀƳǎΣ ŀƴŘΣ ƛƴ ǇŀǊǘƛŎǳƭŀǊΣ ƻǘƘŜǊ ǎǘŀǘŜǎΩ 

MLTSS programs. NCI-!5Ωǎ ƛƴŘƛŎŀǘƻǊǎ ŀƴŘ ƻǳǘŎƻƳŜǎ ǘƘŀǘ ŀǎǎŜǎǎ ǉǳŀƭƛǘȅ ƻŦ ƭƛŦŜΣ ŎƻƳƳǳƴƛǘȅ integration, and person-centered services 

will help TennCare, in partnership with our stakeholders, to monitor compliance with the HCBS settings rule, and identify potential 

gaps in services or in social supports that are key to helping people achieve their person-centered goals and live meaningful lives in 

their homes and communities. We are committed to measuring the things that matter, that have the greatest potential to make a 

difference in the lives of those we serve and their families, and to using that information to make the CHOICES program better. 

Patti Killingsworth        John G. (Gabe) Roberts. 

Assistant Commissioner/Chief of Long-Term Services & Supports   Director/Deputy Commissioner 

Division of TennCare        Division of TennCare 

https://www.cms.gov/
https://www.cms.gov/
http://tn.gov/tenncare/topic/managed-care-organizations
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List of Abbreviations Used in This Report 

AAAD ς Area Agencies on Aging and Disability  

ADL ς Activities of Daily Living 

BI Section ς Background Information Section of NCI-AD Adult Consumer Survey 

CHOICES ς TennCare CHOICES in Long Term Services and Supports  

CM ς case manager 

CMS ς Centers for Medicare & Medicaid Services 

ER ς emergency room 

HCBS ς Home and Community-Based Services 

HSRI ς Human Services Research Institute 

IADL ς Instrumental Activities of Daily Living 

LTC ς Long Term Care 

LTSS ς Long-Term Services and Supports  

MCO ς Managed Care Organization 

MLTSS ς Managed Long-Term Services and Supports  

N ς Number of respondents 

NASUAD ς National Association of States United for Aging and Disabilities 

NCI-AD ς National Core Indicators for Aging and Disabilities  

PCP ς Person-Centered Planning 

TBI/ABI ς Traumatic/Acquired Brain Injury  

TennCare ς ¢ŜƴƴŜǎǎŜŜΩǎ /IhL/9{ ƛƴ [ƻƴƎ ¢ŜǊƳ {ŜǊǾƛŎŜǎ ŀƴŘ {ǳǇǇƻǊǘǎ 

UHC ς United HealthCare 
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What is NCI-AD? 

The National Core Indicators for Aging and Disabilities© (NCI-AD) are standard measures used across participating states to assess 

the quality of life and outcomes of seniors and adults with physical disabilitiesτincluding traumatic or acquired brain injuryτwho 

are accessing publicly-funded services through the Older Americans Act (OAA), Program of All-Inclusive Care for the Elderly (PACE), 

Medicaid, and/or state-funded programs.  The project is coordinated by the National Association of States United for Aging and 

Disabilities1 (NASUAD) and Human Services Research Institute (HSRI). NCI-AD data are gathered through yearly in-person Adult 

Consumer Surveys administered by state Aging, Disability, and Medicaid Agencies (or an Agency-contracted vendor) to a sample of 

at least 400 individuals in each participating state.   NCI-AD data measure the performance of stateǎΩ long-term services and 

supports (LTSS) systems and service recipient outcomes, helping states prioritize quality improvement initiatives, engage in 

thoughtful decision making, and conduct futures planning with valid and reliable LTSS data. The project officially launched in the 

summer of 2015 with 13 participating states2.  The current 2018-2019 project cycle marks its fourth year of implementation, with 

more than twenty states expected to participate.  For more on the development and history of NCI-AD, refer to the National Core 

Indicators Aging and Disability Adult Consumer Survey: 2015-2016 National Results report, available on the NCI-AD website 

(www.NCI-AD.org). 

NCI-AD Adult Consumer Survey 

Survey Overview  

The NCI-AD Adult Consumer Survey is designed to measure outcomes across eighteen broad domains and key areas of concern. 

These eighteen domains are comprised of approximately 50 core indicators. Indicators are the standard measures used across states 

to assess the outcomes of services provided to individuals, including respect and rights, service coordination, care coordination, 

                                                      
1 NASUAD is the membership organization for state Aging, Disability, and Medicaid directors. www.nasuad.org 

2 Colorado, Delaware, Georgia, Indiana, Kansas, Maine, Minnesota, Mississippi, New Jersey, North Carolina, Ohio, Tennessee, and Texas. 

https://nci-ad.org/upload/reports/NCI-AD_2015-2016_National_Report_FINAL.pdf
https://nci-ad.org/upload/reports/NCI-AD_2015-2016_National_Report_FINAL.pdf
https://nci-ad.org/
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employment, health, safety, etc.  An example of an indicator in the Service Coordination domain ƛǎΥ άtǊƻǇƻǊǘƛƻƴ ƻŦ ǇŜƻǇƭŜ ǿƘƻ 

ǊŜŎŜƛǾŜ ǘƘŜ ǎŜǊǾƛŎŜǎ ǘƘŀǘ ǘƘŜȅ ƴŜŜŘΦέ 

While most indicators correspond to a single survey question, a few refer to clusters of related questions.  For example, the indicator 

άtǊƻǇƻǊǘƛƻƴ ƻŦ ǇŜƻǇƭŜ ǿƘƻ ƎŜǘ ƴŜŜŘŜŘ ŜǉǳƛǇƳŜƴǘΣ ŀǎǎƛǎǘƛǾŜ ŘŜǾƛŎŜǎέ in the Access domain is addressed by several survey questions 

ǘƘŀǘ ŀǎƪ ŀōƻǳǘ ǘƘŜ ǇŜǊǎƻƴΩǎ ƴŜŜŘ ŦƻǊ ǾŀǊƛƻǳǎ types of home modifications and assistive devices. Figure 1 below details NCI-AD 

domains and corresponding indicators. 

Figure 1. 2017-2018 NCI-AD Domains and indicators 

Domain  NCI-AD Indicator  

Community 
Participation  

Proportion of people who are able to participate in preferred activities outside of home when and 
with whom they want 

Choice and Decision 
Making  

Proportion of people who are involved in making decisions about their everyday lives including 
where they live, what they do during the day, the staff that support them and with whom they 
spend time 

Relationships  Proportion of people who are able to see or talk to their friends and families when they want to 

Satisfaction  Proportion of people who are satisfied with where they live 

Proportion of people who are satisfied with what they do during the day 

Proportion of people who are satisfied with staff who work with them  

Service 
Coordination  

 

 

 

 

Proportion of people who know whom to call with a complaint, concern, or question about their 
services 

Proportion of people whose case manager talks to them about any needs that are not being met 

Proportion of people who can get in contact with their case manager when they need to 

Proportion of people who receive the services that they need 

Proportion of people who find out about services from service agencies 

Proportion of people who want help planning for future need for services 

Proportion of people who have an emergency plan in place 
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Domain  NCI-AD Indicator  

Proportion of people whose support workers come when they are supposed to 

Proportion of people who use a relative as their support person 

Proportion ÏÆ ÐÅÏÐÌÅ ×ÈÏ ÈÁÖÅ Á ÂÁÃËÕÐ ÐÌÁÎ ÉÆ ÔÈÅÉÒ ÓÕÐÐÏÒÔ ÐÅÒÓÏÎ ÄÏÅÓÎȭÔ ÓÈÏ× ÕÐ 

Care Coordination  Proportion of people discharged from the hospital or long-term care facility who feel comfortable 
going home 

Proportion of people making a transition from hospital or long-term care facility who have 
adequate follow-up 

Proportion of people who know how to manage their chronic conditions 

Access Proportion of people who have adequate transportation 

Proportion of people who get needed equipment, assistive devices (wheelchairs, grab bars, home 
modifications, etc.) 

Proportion of people who have access to information about services in their preferred language (for 
non-English speakers) 

Safety Proportion of people who feel safe at home 

Proportion of people who feel safe around their staff 

Proportion of people who feel that their belongings are safe 

Proportion of people whose fear of falling is managed 

Proportion of people who are able to get to safety quickly in case of an emergency 

Health Care Proportion of people who have been to the emergency room in the past 12 months 

Proportion of people who have needed health screenings and vaccinations in a timely manner (e.g., 
vision, hearing, dental, etc.) 

Proportion of people who can get an appointment to see their doctor when they need to 

Proportion of people who have access to mental health services when they need them 

Wellness Proportion of people who are living with a physical disability 

Proportion of people who are in poor health 

Proportion of people who have unaddressed memory concerns 
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Domain  NCI-AD Indicator  

Proportion of people who have a chronic psychiatric or mental health diagnosis 

Proportion of people who often feel sad or depressed 

Proportion of people who have a chronic condition(s) 

Proportion of people who have poor hearing 

Proportion of people who have poor vision 

Medications  Proportion of people who take medications that help them feel less sad or depressed 

Proportion of people who know what their medications are for 

Rights and Respect Proportion of people whose basic rights are respected by others 

Proportion of people whose staff treat them with respect 

Self-Direction of 
Care 

Proportion of people who are self-directing 

Proportion of people who can choose or change the kind of services they receive and who provides 
them 

Work  Proportion of people who have a paid job 

Proportion of people who would like a job 

Proportion of people wanting a job who have job search assistance 

Proportion of people who volunteer 

Proportion of people who would like to volunteer 

Everyday Living  Proportion of people who have adequate support to perform activities of daily living (e.g. bathing, 
toileting, eating, etc.) and instrumental activities of daily living (e.g. preparing meals, housework, 
taking medications, etc.) 

Proportion of people who have access to healthy foods 

Affordability  Proportion of people who ever have to cut back on food because of money 

Planning for  future  Proportion of people who want help planning for future need for services 

Control  Proportion of people who feel in control of their lives 
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Survey Organization  

The NCI-AD Adult Consumer Survey tool consists of the Pre-Survey form, the Background Information section, the Full In-Person 

Section, and the Interviewer Feedback form. An alternative Proxy Version of the In-Person Section is available for those interviews 

that need to be conducted with the proxy of the service recipient instead of him/herself. Each section of the tool is described below. 

Pre-Survey form: The Pre-Survey section is an optional form intended to provide surveyors with information that may be helpful to 

prepare for and schedule the meeting. The Pre-Survey form is for interviewer use only; Pre-Survey data are not submitted to the 

NCI-AD project team and therefore are not analyzed or included in any reports.  

Background Information (BI) section: This section collects demographic and service-related information about the consumer.  To 

ǘƘŜ ŜȄǘŜƴǘ ǇƻǎǎƛōƭŜΣ Řŀǘŀ ŦƻǊ ǘƘŜ .L ǎŜŎǘƛƻƴ ŀǊŜ ŎƻƭƭŜŎǘŜŘ ŦǊƻƳ ǘƘŜ ǎǘŀǘŜΩǎ ŜȄƛǎǘƛƴƎ ŀŘƳƛƴƛǎǘǊŀǘƛǾŜ ǊŜŎƻǊŘǎΦ BI items that are not 

available from administrative data sources are collected by the surveyor at the end of the interview.  Surveyors may collect any 

missing BI information except for five BI items that must be completed using administrative data sources or agency records only 

όŎƻƴǎǳƳŜǊΩǎ LTSS program/primary source of funding, types of services being received through that program, length of receiving 

services through the program, participation in a self-directed supports option, and legal guardianship status).  Each BI item tracks 

whether information came from existing administrative records or was collected during the survey meeting.   

In-Person Section: The Full In-Person Section consists of a total of approximately 90 questions, organized into thematic sub-sections 

with related questions grouped together (e.g., questions about employment are in the same section; questions about the home are 

in a separate section, etc.). The Full In-Person Section is completed face-to-face with the person receiving services.  The respondent 

may ask a proxy respondent (e.g. family member or close friend) for assistance with answering some of the questions, if needed.  

The full In-Person Section includes both subjective and objective questions; proxy assistance is only allowed for a subset of more 

objective items.    

Proxy Version: The Proxy Version is an alternative version of the In-Person Section.  It is used in place of the Full In-Person 

Section when the person receiving services is unable to provide meaningful responses or has asked a proxy respondent to 
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complete the survey on his/her behalf. The Proxy Version includes only the subset of more objective questions that allow for 

proxy assistance. Questions are rephrased in third person to reflect they are about the individual receiving services and not 

about the proxy respondent. The surveyor must meet and attempt to interview the service recipient face to face; only then can 

the proxy determination be made.  

Interviewer Feedback form: The Interviewer Feedback form is completed by the surveyor after the interview is finished and records 

information about the meeting itself, such as ǊŜǎǇƻƴŘŜƴǘΩǎ ŎƻƳǇǊŜƘŜƴǎƛƻƴΣ length and place of the meeting, who was present, 

difficulty of accessing the service recipient, etc.  Surveyors are also asked to identify any problematic questions encountered and to 

provide any input and general feedback they may have for the NCI-AD project team.  

NCI-AD in Tennessee 

!ǎ ǇŀǊǘ ƻŦ ǘƘŜ ǎǘŀǘŜΩǎ ƭƻƴƎǎǘŀƴŘƛƴƎ ǎǘŀǘǳǘƻǊȅ ŀƴŘ ǇǊƻƎǊŀƳƳŀǘƛŎ ŎƻƳƳƛǘƳŜƴǘ ǘƻ ǉǳŀƭƛǘȅτin particular, customer perceptions of 

quality, the state of Tennessee implemented NCI-AD to establish a baseline and ongoing survey results that could be used to 

evaluate customer satisfaction and program improvement in a standardized manner across health plans and service settings.  In 

addition, the state wanted to be able to measure program performance in comparison to other states operating similar programs.    

TennCare plans to use these data to aid in understanding the quality of long-term services and supports (LTSS) provided in 

Tennessee based on the membŜǊΩǎ ŜȄǇŜǊƛŜƴŎŜΣ ƛƴŎƭǳŘƛƴƎ Ƙƻǿ ǿŜƭƭ ƻǳǘŎƻƳŜǎ ŀǊŜ ōŜƛƴƎ ŀŎƘƛŜǾŜŘ ōȅ ǘƘŜ ƳŜƳōŜǊǎ ǿƘƻ ŀǊŜ ǎŜǊǾŜŘ ōȅ 

the state-contracted Managed Care Organizations (MCOs). TennCare will also use the data to determine corrective action that may 

be needed to address MCO performance and to help identify areas the state may need to focus on for program improvements.  

Finally, TennCare will use the data to compare program performance on a national level in an effort to set benchmarks for service 

initiatives, continually improving the quality of services provided to Tennessee residents receiving LTSS through TennCare.  

In addition to quality measurement, the NCI-!5 ǎŜǊǾŜǎ ŀǎ ŀƴ ŜȄǘŜǊƴŀƭ ǾŀƭƛŘŀǘƛƻƴ Ǉƻƛƴǘ ǊŜƎŀǊŘƛƴƎ ǘƘŜ ǎǘŀǘŜΩǎ ƻƴƎƻƛƴƎ ŜŦŦƻǊǘǎ ǘƻ ŜƴǎǳǊŜ 

compliance with the federal HCBS settings rule, providing important perspective regarding the consumer experience, including work, 

community participation, relationships, choice and decision making, rights and respect, and self-direction of care.  This data, 
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combined with Individual Experience Assessments conducted for each person receiving HCBS will be used to identify and address 

potential concerns at the individual, provider, health plan, and system levels.  ¢ŜƴƴŜǎǎŜŜΩǎ ǇŀǊǘƛŎƛǇŀǘƛƻƴ ƛƴ b/L-AD was funded 

through Medicaid administrative funds.  The Bureau of TennCare (part of the Division of Health Care Finance and Administration, 

¢ŜƴƴŜǎǎŜŜΩǎ ǎǘŀǘŜ aŜŘƛŎŀƛŘ ŀƎŜƴŎȅύ ǎŜǊǾŜŘ ŀǎ ǘƘŜ ǇǊƻƧŜŎǘ ƭŜŀŘΦ  ¢ƘŜ ǎǘŀǘŜ Ǉƭŀƴǎ ǘƻ ǇŀǊǘƛŎƛǇŀǘŜ ƛƴ ŦǳǘǳǊŜ ŎȅŎƭŜǎ ƻŦ Řŀǘŀ ŎƻƭƭŜction. 

Sample  

The total number of NCI-AD Adult Consumer Surveys conducted in Tennessee and included for analysis in 2017-2018 was eight 

hundred and fifty-eight (Total N=858).  One program was included in the survey sample (TennCare CHOICES), with three 

participating MCOs represented (United HealthCare Community Plan, BlueCare and Amerigroup). 

TennCare Choices ƛƴ [¢{{ όά/IhL/9{έύ ƛǎ ŀ ƳŀƴŀƎŜŘ ƭƻƴƎ-term services and supports (MLTSS) program, funded through a Medicaid 

1115 Demonstration Project.   The program includes nursing facility (NF) services for residents of all ages and home and community-

based services (HCBS) for adults 21 years of age and older with a physical disability and older adults (age 65 and older). HCBS can be 

provided in the home, on the job, or in the community to assist with daily living activities and allow people to work and be actively 

involved in their local community.  HCBS available in the CHOICES program include an array of options that offer hands-on assistance 

with activities of daily living or instrumental activities of daily living, including personal care visits, attendant care, adult day care and 

home-delivered meals; the use of technology to help ensure safety and increase independence, such as personal emergency 

response systems, assistive technology, and minor home modifications; caregiver supports such as respite; pest control; and a 

variety of community-based residential alternatives for people who are no longer able to live alone and need more intensive support 

to continue living in the community. Consumer direction, using an employer authority model, is available for certain services, 

allowing members who elect this option more choice and control over the workers that provide their support.  

Tennessee requested ǘƘŀǘ ǘƘŜƛǊ Řŀǘŀ ōŜ ǊŜǇƻǊǘŜŘ ƛƴ ǘƘƛǎ ǊŜǇƻǊǘ ōȅ a/h ŀƴŘ ōȅ /IhL/9{ άDǊƻǳǇέΦ  ¢ƘǊŜŜ a/hǎ ŀǊŜ ƛƴŎƭǳŘŜŘ ƛƴ ǘƘŜ 

data: United HealthCare Community Plan, BlueCare and Amerigroup.  Each MCO served participants in all three CHOICES Groups:  

Á Group 1 ς Members of any age who meet the NF level of care and choose to receive services in a NF.  
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Á Group 2 ς Members who meet the level of care criteria to qualify for NF admission, but choose to receive 

HCBS in community settings, such as their own homes.  

Á Group 3 ς Members who do not meet the level of care criteria for NF admission, but are at risk of NF 

placement if needed HCBS are not in place, and who qualify for a smaller package of HCBS. 

Figure 2 below summarizes the MCOs and Groups included in ¢ŜƴƴŜǎǎŜŜΩǎ NCI-AD survey sample, the number of survey-eligible 

service recipients in each and the corresponding number of conducted surveys included for analysis.  Also included are calculations 

of margin of error for each MCO and Group under two scenarios: assuming a very conservative 0.5 distribution of responses and 

assuming a somewhat less conservative 0.7 distribution of responses. Using the 0.5 distribution of responses is the most 

conservative distribution assumption for calculating margins of error that can be made and is usually used when no prior 

information is available about true population response distributions.  When some prior information about distributions of 

responses in the population is available, it can be used for calculating less conservative margins of error.  Based on distributions 

observed in previously collected NCI-AD data, it is reasonable to assume a somewhat less conservative population response 

distribution of 0.7 for calculating margins of error.  Calculations in both scenarios use the a/hκDǊƻǳǇΩǎ total number of analyzed 

surveys.  It is important to note that the actual number of valid responses to an individual survey item may be smaller than the total 

number of analyzed surveys. This is explained in more detail in the άhǊƎŀƴƛȊŀǘƛƻƴ ƻŦ wŜǎǳƭǘǎέ ǎŜŎǘƛƻƴ ōŜƭƻǿΦ 

Figure 2. Number of survey-eligible service recipients, number of analyzed surveys, and calculations of margins of error by MCO and Group. 

Program  
Number of 

analyzed surveys  
Number of eligible 

participants  
Margin of error (MoE) and confidence 
level (CL), assuming 0.7 distribution  

Margin of error (MoE) and confidence 
level (CL), assuming 0.5 distribution  

UHC Group 1 99 3,349 8.9% MoE, 95% CL 9.7% MoE, 95% CL 

UHC Group 2 67 2,573 10.8% MoE, 95% CL 11.8% MoE, 95% CL 

UHC Group 3 59 820 11.3% MoE, 95% CL 12.3% MoE, 95% CL 

BlueCare Group 1 79 3,265 10.0% MoE, 95% CL 10.9% MoE, 95% CL 

BlueCare Group 2 85 2,408 9.6% MoE, 95% CL 10.4% MoE, 95% CL 
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Program  
Number of 

analyzed surveys  
Number of eligible 

participants  
Margin of error (MoE) and confidence 
level (CL), assuming 0.7 distribution  

Margin of error (MoE) and confidence 
level (CL), assuming 0.5 distribution  

BlueCare Group 3 51 996 12.3% MoE, 95% CL 13.4% MoE, 95% CL 

Amerigroup Group 1  137 3,215 7.5% MoE, 95% CL 8.2% MoE, 95% CL 

Amerigroup Group 2  125 1,585 7.7% MoE, 95% CL 8.4% MoE, 95% CL 

Amerigroup Group 3 124 505 7.0% MoE, 95% CL 7.7% MoE, 95% CL 

Total  858 3 18,716  3.0% MoE, 95% CL 3.3% MoE, 95% CL 

Survey Process in Tennessee 

NCI-!5 LƴǘŜǊǾƛŜǿǎ ƛƴ ¢ŜƴƴŜǎǎŜŜ ǿŜǊŜ ŎƻƴŘǳŎǘŜŘ ōȅ ¢ŜƴƴŜǎǎŜŜΩǎ ƴƛƴŜ !ǊŜŀ !ƎŜƴŎƛŜǎ ƻƴ !ƎƛƴƎ ŀƴŘ 5ƛǎŀōƛƭƛǘȅ ό!!!5ύ ǘƘǊƻǳƎƘ ŀƴ 

existing contract which encompasses a number of single point of entry and quality-related functions for the CHOICES program. 

Approximately 63 interviewers were utilized to conduct the survey.  The interviewers participated in two (2) interviewer trainings, 

held on February 8, 2018 and February 16, 2018.  The training consisted of a detailed review of the NCI-AD survey tool, general and 

population-specific surveying techniques, procedures for scheduling interviews and obtaining written consent, overview of the NCI-

AD project, guidance for follow-up in the case of unmet needs and/or abuse, neglect or exploitation, and data entry procedures.  

Interviews started on February 28, 2018 and ended April 30, 2018.  

Individuals were initially contacted by the interviewer via telephone. During the initial contact, the interviewer obtained verbal 

consent. During the survey, the interviewer obtained written consent from the interviewee. Tennessee does not require a formal IRB 

review to participate in a survey of this nature. 

                                                      
3 MCO/Group was missing for 32 cases submitted for analysis  
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Tennessee chose to add 6 state-specific questions to the standard NCI-AD Survey.  In addition, Tennessee was one of seven states 

that elected to pilot NCI-!5Ωǎ ƴŜǿ ƻǇǘƛƻƴŀƭ ƳƻŘǳƭŜ ƻƴ ǇŜǊǎƻƴ-centered planning (PCP). 

Stakeholders 

Extensive participant education processes were not necessary in Tennessee, as the survey procedures were not new to CHOICES 

members.  Prior to NCI-AD, TennCare conducted annual CHOICES consumer satisfaction surveys based largely on the Participant 

Experience Survey.  The AAADs conducted the surveys previously described, have been conducting the NCI-AD surveys in Tennessee 

since 2015, and are well versed in communicating with the population and building trust.  

The state opted not to share the sample list with MCO staff who conduct CHOICES care coordination (i.e., case management) 

functions in order to protect the integrity of the process and ensure members were not coached on how to respond.   

Prior to initiating the NCI-AD, TennCare engaged stakeholder groups including the MCOs, AAADs, Tennessee advocacy organizations, 

nursing facilities, and community-based residential providers.  Information was provided to stakeholders through the CHOICES 

Advisory Committee meetings conducted by each MCO and the AAAD quarterly meetings. Advocacy organizations and provider 

associations, including nursing facility and HCBS, were informed via written communication that was distributed through established 

email groups. Each year, Stakeholder Letters are sent to CHOICES nursing facilities and community-based residential providers 

regarding the possibility that a member supported by their agency may be contacted for an interview.  

TennCare will share this report with stakeholder groups, convene discussions regarding the results, and use these data to help 

identify and implement program and performance improvements that will positively impact the quality of services provided to 

Tennessee residents receiving LTSS through TennCare and their quality of life in the community.  



31 
 

Organization of Results 

The following pages of the report presents findings from ¢ŜƴƴŜǎǎŜŜΩǎ 2017-2018 NCI-AD Adult Consumer Survey data collection 

cycle.  Results are grouped by domain and are presented in chart format. Charts show results for individual survey items broken out 

by each MCO and Group. The number of people (N) in each MCO/Group that gave valid responses to that survey item are also 

shown. The number of valid responses to an item may be smaller than the total number of analyzed surveys, for the following 

reasons: 

- Certain questions in the survey can only be asked of the service recipient ς i.e. proxy respondents for these questions are not 

allowed.  These questions have a smaller number of responses because they are contained only in the full In-Person Survey, 

whereas the total number of analyzed surveys also includes cases when the Proxy Version was used. 

- Only valid responses are included in both the denominator and the numerator when calculating proportions.  Unclear, 

ǊŜŦǳǎŜŘ ŀƴŘΣ ǳƴƭŜǎǎ ƻǘƘŜǊǿƛǎŜ ǎǘŀǘŜŘΣ άŘƻƴΩǘ ƪƴƻǿέ ǊŜǎǇƻƴǎŜǎ are excluded.  

- The survey contains several skip logic patterns.  This means that depending on the response to a previous survey item, a 

question may or may not be asked, as appropriate.   When an item is skipped due to skip logic, the survey case does not 

contribute to the calculations for the item.  

Please note: Extreme caution should be used when interpreting results where the number of valid responses is small.  Each 

a/hκDǊƻǳǇΩǎ valid number of responses (valid Ns) is shown in every chart and table in this report. In addition to displaying valid 

number of responses, charts also use an asterisk to indicate Ns smaller than 20.  Responses smaller than 20 should not be used 

as a basis for firm conclusions and should be treated as suggestive and informational only.   

Each chart also contains ¢ŜƴƴŜǎǎŜŜΩǎ weighted state average, as well as the total number of observed valid responses for that survey 

item. A weighted state average takes into account whether the sampling strategy proportionally oversampled one or more of the 

MCOs and GroupsΤ ƛǘǎ ŎŀƭŎǳƭŀǘƛƻƴ ŜŦŦŜŎǘƛǾŜƭȅ άǊŜ-ōŀƭŀƴŎŜǎέ the oversampled MCOs and Groups to produce an average one would 

expect if they were represented proportionally relative to the populations they serve. ¢ŜƴƴŜǎǎŜŜΩǎ sampling design did include 
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oversampling of some of its MCOs and Groups ς i.e. some MCOs and Groups constituted a larger proportion of the survey sample 

than they did as proportion of total population of survey-eligible service recipients. To account for these MCOs and Groups being 

proportionally over-represented in the stateΩǎ survey data, statistical weights were developed and applied to calculate ¢ŜƴƴŜǎǎŜŜΩǎ 

weighted state averages presented in the charts. For exact calculations of weights, please contact the NCI-AD project team.   

Most survey items with three or more possible response options were recoded to form binary variables for the purposes of analysis 

(i.e. responses were collapsed, ŦƻǊ ŜȄŀƳǇƭŜΣ ŀƴ άŀlwaysέ ǊŜǎǇƻƴǎŜ combined ǿƛǘƘ ŀ άƳƻǎǘ ƻŦ ǘƘŜ ǘƛƳŜέ ǊŜǎǇƻƴǎŜ). For details about 

recoded items and the rules on collapsing response options, please refer to Appendix A. 

Un-collapsed and unweighted data showing frequencies of all response options by MCO and Group are shown in tabular format in 

Appendix B.  Tables also contain ¢ŜƴƴŜǎǎŜŜΩǎ unweighted overall sample averages for all response options. Please note that the 

άǎŀƳǇƭŜ ŀǾŜǊŀƎŜsέ ƛƴ ǘŀōƭŜǎ ƛƴ !ǇǇŜƴŘƛȄ . are simple (unweighted) averages ǘƘŀǘ ŘƛŘƴΩǘ ŜƳǇƭƻȅ ǿŜƛƎƘǘǎ ƛƴ ǘƘŜƛǊ ŎŀƭŎǳƭŀǘƛƻƴǎ and 

may therefore be slightly different from the corresponding weighted state averages shown in the charts.   

Data from state-specific questions that Tennessee chose to add to the standard NCI-AD Survey are shown in Appendix C.  Data from 

Tennessee pilot of NCI-!5Ωǎ ƴŜǿ ƻǇǘƛƻƴŀƭ ƳƻŘǳƭŜ ƻƴ ǇŜǊǎƻƴ-centered planning (PCP) are shown in Appendix D. 

Limitations of Report 

This report contains survey results related to the quality and outcomes of LTSS in Tennessee. However, it does not provide 

benchmarks for acceptable or unacceptable levels of performance. Rather, it is up to state staff, leadership, and other stakeholders 

to assess information contained in this report and establish priorities. This report is intended to be one mechanism to assess the 

current state of ¢ŜƴƴŜǎǎŜŜΩǎ LTSS system and identify areas that are working well and could use improvement. The charts in this 

report allow the reader to compare average outcomes between ¢ŜƴƴŜǎǎŜŜΩs MCOs and Groups and the state overall. State leaders, 

public managers, policy-makers and community stakeholders can use this information to decide whether aƴ a/hκDǊƻǳǇΩǎ result 

relative to another MCO/Group or to the state average suggests further investigation or intervention is necessary.  However, 
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discretion should be used when comparing aƴ a/hκDǊƻǳǇΩǎ result relative to another, as it is important to keep in mind the 

potential differences as well as similarities amongst MCO/Group participants as well as the MCOs and Groups themselves.  
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Community Participation 

People are able to participate in preferred activities outside of home when and with whom they want.  

There is one Community Participation indicator measured by the NCI-AD Adult Consumer Survey:  

1. Proportion of people who are able to participate in preferred activities outside of home when and with whom they want. 

There are three4 survey items that correspond to the Community Participation domain.   

Un-collapsed data are shown in Appendix B. 

                                                      
4 Data for one item are presented in Appendix B only. 
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Graph 1.  Proportion of people who are as active in the community as they 
would like to be 

 
 
 
 
 

                                                      
5 New question added in 2017-2018 

Graph 2.  Proportion of people who get to do the things they enjoy outside of 
their home as much as they want to5 
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Choice and Decision Making 

People are involved in making decisions about their everyday lives and with whom they spend their time.  

There is one Choice and Decision-Making indicator measured by the NCI-AD Adult Consumer Survey:  

1. Proportion of people who are involved in making decisions about their everyday lives including where they live, what they do 

during the day, the staff that supports them and with whom they spend time 

There are four survey items that correspond to the Choice and Decision-Making domain.   

Un-collapsed data are shown in Appendix B.  
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Graph 3.  Proportion of people who are able to choose their roommate (if in 
group setting6 and have roommates) 

 
* Very small number of responses   
 
 
 
 
 

                                                      
6 Group/adult family/foster/host home, assisted living/residential care facility, 
nursing facility/nursing home 

Graph 4. Proportion of people who get up and go to bed when they want to 
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Graph 5.  Proportion of people who can eat their meals when they want to 

 
    
 
 
 
 
 

                                                      
7 Group/adult family/foster/host home, assisted living/residential care facility, 
nursing facility/nursing home 

Graph 6. Proportion of people who are able to furnish and decorate their 
room however they want to (if in group setting7)   

 
* Very small number of responses     
 
 
 
 
 



39 
 

Relationships  

People have friends and relationships and do not feel lonely. 

There is one Relationship indicator measured by the NCI-AD Adult Consumer Survey:  

1. Proportion of people who are able to see or talk to their friends and families when they want to. 

There are two8 survey items that correspond to the Relationship domain.   

Un-collapsed data are shown in Appendix B. 
 
 
 
  

                                                      
8 Data for one item are presented in Appendix B only. 
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Graph 7. Proportion of people who are always able to see or talk to friends 
and family when they want to (if there are friends and family who do not live 
with person) 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

    

  



41 
 

Satisfaction 

People are satisfied with their everyday lives ς where they live, who works with them, and what they do during the 

day. 

There are three Satisfaction indicators measured by the NCI-AD Adult Consumer Survey:  

1. Proportion of people who are satisfied with where they live. 

2. Proportion of people who are satisfied with what they do during the day. 

3. Proportion of people who are satisfied with staff who work with them. 

There are seven9 survey items that correspond to the Satisfaction domain.   

Un-collapsed data are shown in Appendix B.  
 
 
  

                                                      
9 Data for two items are presented in Appendix B only. 
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Graph 8. Proportion of people who like where they are living 

 
    
 
 
 
 
 
 
 
 

Graph 9. Proportion of people who would prefer to live somewhere else 
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Graph 10. Proportion of people who always or almost always like how they 
spend their time during the day 

 
    
 
 
 
 
 
 
 

Graph 11. Proportion of people whose paid support staff change too often 
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Graph 12. Proportion of people whose paid support staff do things the way 
they want them done 
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Service Coordination 

Service coordinators are accessible, responsive, and support the person's participation in service planning and the 

person receives needed services. 

There are ten Service Coordination indicators measured by the NCI-AD Adult Consumer Survey:  

1. Proportion of people who know who to call with a complaint, concern, or question about their services 

2. Proportion of people whose case manager talks to them about any needs that are not being met 

3. Proportion of people who can get in contact with their case manager when they need to 

4. Proportion of people who receive the services that they need 

5. Proportion of people finding out about services from service agencies 

6. Proportion of people who want help planning for future need for services 

7. Proportion of people who have an emergency plan in place 

8. Proportion of people whose support workers come when they are supposed to 

9. Proportion of people who use a relative as their support person 

10. tǊƻǇƻǊǘƛƻƴ ƻŦ ǇŜƻǇƭŜ ǿƘƻ ƘŀǾŜ ŀ ōŀŎƪǳǇ Ǉƭŀƴ ƛŦ ǘƘŜƛǊ ǎǳǇǇƻǊǘ ǇŜǊǎƻƴ ŘƻŜǎƴΩǘ show up 

There are twelve10 survey items that correspond to the Service Coordination domain.   

Un-collapsed data are shown in Appendix B.
 
 
 
 

                                                      
10 Data for two items are presented in Appendix B only. 
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Graph 13. Proportion of people who know whom to contact if they want to 
make changes to their services11 

 
     

 

 
 

                                                      
11 Question changed in 2017-2018 ς no longer allows for proxies 

Graph 14. Proportion of people who can reach their case manager/care 
coordinator when they need to (if know they have case manager/care 
coordinator) 
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Graph 15. Proportion of people whose paid support staff show up and leave 
when they are supposed to 

 
     
 
 

Graph 16. Proportion of people who have an emergency plan in place 
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Graph 17. Proportion of people who want help planning for their future 
service needs 

 
     
 
 
 

Graph 18. Proportion of people whose services meet all their needs and goals 
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Graph 19. Proportion of people whose case manager/care coordinator talked 
to them about services that might help with any unmet needs and goals (if 
have unmet needs and goals and know they have case manager/care 
coordinator) 

 
* Very small number of responses      
 
 
 

Graph 20. Proportion of people whose family member (paid or unpaid) is the 
person who helps them most often (if someone provides support on a 
regular basis) 

 
     
 
 
 
 
  
























































































































































































































































































































