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and people with disabilities, into managed care. The TennCare program openaleisaiSection 1115 waiver from tiienters for

Medicare and Medicaid Servic@SMS). TennCare is an integrated-fisk, managed care program. Physical and behavioral health
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Committee on Quality Assurance and ranked among the top 100 Medicaid health plans in the country.
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community based services (HCBS), to older adults and adults with physical disabilities in Tennessee. Implementeden 2010, th
program is the result of sweeping reform legislation: The Ebagn 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
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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 tlo@alitgral
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While the state has conducted an annual satisfaction and quality of life survey for sevesltyaasition to the NGAD has allowed
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will help TennCare, in partnership with our stakeholders, to monitor compliance with the HCBS settings rule, and identifl pot

gaps in services or in social supports that are key to helping people achiévpdlsorcentered 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 ubsigriformation to make the CHOICES program better.
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List of Abbreviationgsed in This Report

AAAD¢ Area Agencies on Aging and Disability
ADLc Activities of Daily Living

Bl Sectiorg Background Information Section of N&ID Adult Consumer Survey

CHOICE&TennCare CHOICES in Long Term Services and Supports
CM¢ case manager

CMS&c Centers for Medicare & Medicaid Services

ER¢ emergency room

HCBS Home and Communitidased Services

HSREt Human Services Research Institute

IADL¢ InstrumentalActivities of Daily Living

LTG; Long Term Care

LTSS LongTerm Services and Supports

MCO¢ Managed Care Organization

MLTSS Managed Longerm Services and Supports

N ¢ Number of respondents

NASUAIL National Association of States United for Aging Bxshbilities
NCHAD¢ National Core Indicators for Aging and Disabilities

PCR; PersonCentered Planning

TBI/ABK Traumatic/Acquired Brain Injury
TennCare ¢ Sy ySaasSsSQa /1 hL/9{ Ay [2y13
UHCc United HealthCare
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What is NGAD?

The National Core Indicators fogiag and Disabilities© (N@ID)are standard measures used across participating states to assess
the quality of life and outcomes of s®rs and adults with physical disabilitteshcluding traumatic or acquired brain injurywho

are accessing publicfyunded services through the Older Americans @AA) Program of Alinclusive Care for the Elderly (PACE),
Medicaid and/or statefunded pograms. Theroject is coordinatedby the National Association of States United for Aging and
Disabilitied (NASUAD) and Human Services Research Institute (NSRAD dcata are gathered through yearly iperson Adult
Consumer Surveyadministered by state Aging, Disability, and Medicaid Agertoren Agencycontracted vendorjo a sample of

at least 400 individual® each participating state NCIAD data measure the performance of stat@ngterm services and
supports(LTSS) syemsand service recipient outcomes, helpisigtes prioritizequality improvement initiativesengage in
thoughtful decision makingandconduct futures planning with valid and reliable LTSS ddta.project officially launched the
summer 0f2015 wit 13 participating states The current 2018019 project cycle marks ifeurth year ofimplementation, with
more than twenty states expected farticipate For more on the development and history of MDD, refer tathe NationalCore
IndicatorsAgingand DisabilityAdult ConsumeBurvey20152016National Resultgeport, available on the N&D website
(www.NCIAD.org.

NCIADAdult Consumesurvey

Survey Overview

The NGAD Adult Consumer Survey is designed to measuteomes across eighteen broad domains and key areas of concern.
These eighteen domains are comprised of approximately 50 core indichtdisators areghe standard measures used across states
to assess the outcomes of services provided to individuattuding respect and rights, service coordination, care coordination,

1NASUAIs the menbership organization for state AgingisBbility, and Medicaidlirectors.www.nasuad.org

2 Colorado, Delaware, Georgia, Indiana, Kansas, Maine, Minnesota, Mississipgiefdey, North Carolina, Ohio, Tennessee, and Texas.
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employment health safety, etc. An example of an indicatan the Service Coordintmn domainA &Y dat N2PLIR2 NI A2y 27
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While most indicators correspond to a single survey question, a few refer to clusters of relatémsies-or example, thedicator

Gt NPLR2NIOAZ2Y 27F LIS 2AL00YSS yaike2 | 3aSain thyliSesERSSI R ARadd@ Sédiy several survey questions

GKFEG a1l o2dzi (KS tyhdS dfEong adificstiGnS ahd assishilievidds Ngur2 daslow details NGAD
domains and corresponding indicators.

Figire 1.2017-2018NCIAD Domains and indicators

Domain NCIAD Indicator

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

Community Proportion of people who are able to participate in preferred activities outside of home when and

Participation with whom they want

Choice and Decision  Proportion of people who are involved in making decisions about their everyday lives including

Making where they live, what they do duringthe day, the staff that supporthem and with whom they
spend time

Relationships Proportion of people who are able to seeraalk to their friends and families when they want to

Satisfaction Proportion of people who are satisfied with where they live

Coordination services

Proportion of people who can get in contact with theicase managewhen they need to
Proportion of people who receive the services that they need

Proportion of peoplewho find out about services from service agencies

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

Proportion of people who have an emergency plan in place

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

Proportion of people whosecase managetalks to them about any needs that are not being met
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Domain NCIAD Indicator

Proportion of people whosesupport workers come when they are supposed to
Proportion of people who use a relative as their support person
ProportionT £ PAT D1 A xET EAOA A AAAEODP bl Al EZ OE.
Care Coordination Proportion of people discharged from the hospital ofong-term care facility who feel comfortable
going home
Proportion of people making a transition from hospital orlong-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 languager
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 safetguickly in case of an emergency
Health Care Proportion of people who have been to themergency roomin the past 12 months

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

Proportion of people who can get an appointmento seetheir doctor when they need to

Proportion of people who have access to mental health services when they need them
Wellness Proportion of peoplewho areliving with a physical disability

Proportion of people who arein poor health

Proportion of peoplewho haveunaddressed memory concerns
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Domain NCIAD 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 conditio(s)
Proportion of peoplewho havepoor hearing
Proportion of peoplewho havepoor vision
Medications Proportion of peoplewho take medications that help them feel less sadr depressed
Proportion of people who knowwhat 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 Proportion of peoplewho are self-directing

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

Work Proportion of people who have a paid job

Proportion of people who would like a job

Proportion of peoplewanting a jobwho 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 livingg.g.bathing,
toileting, eating, etc) andinstrumental 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 hae 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 NGAD AdultConsumer Survey tool consists of threurvey form,the Backgroundnformation section, theull In-Person
Section andthe Interviewer Eedback formAnalternativeProxy Version of thin-PersonSectionis availabldor those interviews
that need to beconducted withthe proxy of the service recipient insteadtom/herself. Eachsection of the tools described below

Pre-Surveyform: The PreSurvey section isnreoptionalform intended to provide surveyors with information that may be helpful to
prepare forandschedule the meetingrhePre-Surveyform is for inerviewer use only; Pr8urvey datare not submitted tothe
NCtADprojectteam and therefore ar@ot analyzedr included in any reports.

Background Information(BI) section This sectiorcollects demographic and servicglated information about the casumer. To

GKS SEGSYy(d LlRraaAroftSs RIGE F2NJ GKS . L &aSOiA 2BfitemNBaarmt £ SOG SR
available fromadministrativedatasources are collected by the surveyor at the end of the interview. Surveyors may collect any
missing Binformation except forfive Blitems that must be completed usy administrative data sources agency records only

6 02 y & dzvsSS pidyamtimarysource offunding types of servicebeingreceivedthrough that programlength of receiving
serviceghroughthe program, @rticipation in a sellirected supportoption, and legal guardianship statugtach Bl item tracks

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

In-PersonSection The Full IFPerson Section consists of a total of approximately@€stions organizednto thematic subsections

with related questions grouped together (e.guestions about employment are in the same section; questions about the home are
in a separate section, etcJhe Full IlPersonSectionis completedaceto-facewith the personreceiving servicesThe respondent

may ask a proxy respondent (e.g. fammember or close friend) for assistance with answering some of the questions, if needed.
The full InPerson Section includes both subjective and objective questions; proxy assistance is only allowed for a subset of more
objective items.

Proxy VersionThe Proxy Version isalternativeversionof the In-Person Section. isusedin place of the Full HPerson
Sectionwhen the person receiving services is unableravide meaningful responses has asked a proxgspondent to

25

'.F



complete the surveymhis/herbehalf.The Proxy ¥rsion includes only theubset of more objective questiotisat allow for
proxy assistanceguestions are rephrased in third person to reflect they are about the individual receiving services and not
about the proxyrespondent The surveyomust meet and attempt to interview the service recipid¢ate to face; oly then can
the proxy determination be made.

Interviewer Feedbackorm: The Interviewer Feedbadkrm is completed by theurveyorafter the interviewis finishedandrecords
information about the meeting itselfsuch alNB & LJ2 Y RSy (i Q& leddhyahd\pladé 6f yha rheRtiidtho waspresent,
difficulty of accessing the service recipient,.egurveyors are also asked to iden#ifyy problematic questions encountsd andto
provide any input angdieneral feedbackhey may have for th&lCtADprojectteam.

NCIAD inTennessee

l'a LING 2F GKS adrasSQa f2y3aidl yRAY 3 1 inparticuta) @uddnerlpgfdeptiaadNdg I NI Y Y I {
guality, the stateof Tennessee implemented NED 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 wardd 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 efdamgservices and supports (LTSS) provided in
Tennessee based onthe meBNI & SELISNASYy OSs AyOft dzZRAy3 K2g ¢Sttt 2dzi02YSa | NX
the statecontracted Managed Care Organizations (MCOs). TennCare will also use the data to determine corrective action that may

be needed to address MCO penfioance 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 benchmanksdor ser
initiatives, continually improvinthe quality of services provided to Tennessee residents receiving LTSS through TennCare.

In addition to quality measurement, the NCI5 & SNBS& & Fy SEGSNYyIt @GFtARFGAZ2Y LRAYI
compliance with the federal HCBS settings rule, providing important perspective regarding the consumer experienaey imohidi
community participation, relationships, choice and decision making, rights and respect, adaeselbn of care. This data,
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combined with Individual Experience Assessments conducted for each person receiving HCBS will be used to idettiysand a
potential concerns at the individual, provider, health plan, and system le¢eB.y Yy S3a4 SSQa LIANIvds @aded- G A2y Ay
through Medicaid administrative funds. The Bureau of TennCare (part of the Division of Health Care Finance andatidministr
¢tSyySaasSsSQa adlidS aSRAOFAR [3SyOey aSNWBSR Fa GKS Létem.2SOG t St

Sample

The total number of NGAD Adult Consumer Surveys conducted@emnesseand included for analysis in 202018 waseight
hundred and fiftyeight (Total N-858). One program was included in the survey samplenfCare CHOICES), with three
participating MCOs represented (United HealthCare Community Plan, BlueCare and Amerigroup)

TennCare Choicesy [ ¢ {A 9 P&V | hd | -teihlsgfices&iml sup@osfsIMLTSS) program, funded through a Medicaid
1115 Demonstration ProjectThe program includes nursing facil{tyF)services for residents of all ages and home and community
based services (HCBS) for as@1 years of age and older with a physical disability and older adults (age 65 and-t@i&$) can be
provided in the home, on the job, or in the community to assist with daily living activities and allow people to workaoivély
involved in theilocal community.HCBS available in the CHOICES program include an array of options that offesrhassistance
with activities of daily living or instrumental activities of daily living, including personal care visits, attendanticétrdag care and
home-delivered neals; 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 communitybasedresidential 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 ett this option more choice and control over the workers that provide their support.

Tennesseerequestadl K & GKSANJ RIFGF 6S NBLR2NISR Ay (GKAA NBLER2NL o6& a/h |
data: United HealthCare Community Plan, Bhage and AmerigroupEach MCO served patrticipants in all three CHOICES Groups:

A Group 1¢ Members of any age who meet the NF level of camd choose to receive services in a NF
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Figure 2 below summarizéise MCOs and Groupscluded in¢ Sy y S &NG&IASsOrdeysample the number of surveseligible

Group 2¢ Members who meet the level of care criteria to qualify for NF edion, but choose to receive

HCBS in community settings, such as their own homes.

Group 3¢ 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 sietleage of HCBS.

service recipients in each anldetcorrespondingiumber ofconductedsurveysncluded for analysisAlso include@re calculations
of margin of error for eacMCO and Groupnder two scenarios: assumigvery conservative.5 distribution of responses and

assuminga somewhat less conservati@er/ distribution of responseslsing 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 soroeipformation about distributions of
responses in the population is available, it can be used for calculating less conservative margins of error. Basduitordistri
observed in previously collected N&D data, it is reasonable to assume a somevidsd conservative population response
distribution of 0.7 for calculating margins of error. Calculations in both scenarios uae/the k D NdtdzhdBer of analyzed
surveys. It is important to notéhat the actual number of valid responsesdaindividualsurveyitem may be smaller than the total

number of analyzed surveyshis is explained in more detailtt,ed h NB | y A |

FdA2y 2F wSadz (a¢é

Figure 2Numberof suney-eligible service recipientsumber ofanalyzed surveyand calculatins ofmargirs of errorbyMCO and Group

UHC Group 1
UHC Group 2
UHC Group 3

BlueCare Group 1

BlueCare Group 2

67
59
79
85

3,349
2,573
820
3,265
2,408

8.9% MoE, 95% CL
10.8% MoE, 95% CL
11.3% MoE, 95% CL
10.0% MoE, 95% CL
9.6% MoE, 95% CL

9.7% MoE, 95% CL
11.8% MoE, 95% CL
12.3% MoE, 95% CL
10.9% MoE, 95% CL
10.4% MoE, 95% CL
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BlueCare Group 3 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 8583 18,716 3.0% MoE, 95% CL 3.3% MoE, 95% CL

Survey Process Tennessee

NCH 5 LYGSNIASsAa Ay ¢SyySaasSS gSNBE O2yRdzOGSR o0& ¢SyySaasSsSQa
existing contract which encompasses a number of single point of entry and guedditgd functions for the CHOICES program.
Approximaely 63 interviewers were utilized to conduct the survey. The interviewers participatédan(2) interviewer training,

held onFebruary 8, 2018 and February 16, 20Te training consisted of a detailed review of the-NDBIsurvey tool, general and
population-specific surveying techniques, procedures for scheduling interviews and obtaining written consent, overview of the NCI
AD project, guidance for followp in the case of unmet needs and/or abuse, neglect or exploitation, and data entry procedures.
Interviews started orFebruary 28, 2018 and ended April 30, 2018

Individuals were initially contacted by the interviewer via telephone. During the initial contact, the interviewer obtaired v
consent. During the survey, the interviewer obtainedtten consent from the interviewee. Tennessee does not require a formal IRB
review to participate in a survey of this nature.

3MCO/Group was missing for 32 cases submitted for analysis
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Tennesseehose to add state-specific questions to the standard N&D Survey. In addition, Tennessee was one of seven states
that elected to pilot NGl 5 Q& Yy Sg 2 LJ0 A 2 Y kcénteré®@pRuoiazindS(PGPY, LIS NE 2 Y

Stakeholders

Extensive participant education processes were regassary in Tennessee, as the survey procedures were not new to CHOICES
members. Prior to N&AD, TennCare conducted annual CHOICES consumer satisfaction surveys based largely on the Participant
Experience Survey. The AAADs conducted the surveys piiguiessribed have been conductinipe NCIAD surveys in Tennessee
since 2015and 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 coordimat@sg¢ 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 NGAD, TennCare engageidlscholder groupsncludingthe MCOs, AAADs, Tennessee advocagnizgtions,
nursing facilities, and communiyased 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 throdighedtab
email groupsEach year, Stakeholder Letters amnt to CHOICES nursing facilities and comminaised residential provider

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 gata to hel
identify and implement pgpgram 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.
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Organization of Results

The followingpagesof the report pesents findings frond Sy y S 2@ 7281@NMCIADAdult Consumer Survadata collection
cycle. Results are grouped by domain and are presented in chart format. Chartsesidtafor individual survey itembroken out
by eachMCO and Grouprhe number opeople(N)in eachMCO/Groupthat gave valid responses to that survey itane also
shown.Thenumberof valid responses to an itemay be smaller than the total number ahalyzedsurveysfor the following
reasons:

- Certain questions in the surveganonly be asked of theervice recipient i.e. proxy respondent$or these questions araot
allowed. These questions have a smaller number of responses because they are contained only in tiefsibinSurvey,
whereasthe total number ofanalyzedsurveysalsoincludescases when the Proxy Version was used

- Only valid responsesreincluded in boththe denominator andhe numeratorwhen calculating proportionsUnclear,
NEFdzaSR | yYRX dzyt Saa 2z K lEmeB§uddsEl 6 SR aR2y Q0 1Y

- The survey contains several skip logic patterns. This means that depending on the response to a previous survey item, a
guestion may or may not be asked, as appropriate. Whmeitean is skipped due takip logic, the survegasedoes not
contribute to the calculations for the item.

Please noteExtreme caution should basedwhen interpreting resultsvhere the number of valid responses is sm&ach

a / h k D N®alzinitonder of responsesgid N3 isshown in every chart and table this report In addition to displaying valid
number of responses, charts algse an asterisk to indicatds smaller than 20.Responses smaller than 20 should not be used
as a basis for firm conclusions and should bated assuggestive and informational only

Each chart also contaitsS y' y' S avéightSdstate 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 styaaegportionally oversampeld one or more of the

MCOs and Grougs A G a OI f Odzt kol X 2 WhoSmESplEMODS dn@ Graupsproduce an average one would
expect if they were representedproportionally relative to the populations they serve.S v y S &amfliSgrasign diohclude
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oversampling of some of itdCOs and Groupsi.e. someMCOs and Groupsonstituted a larger proportion of theurveysample

than they did as proportion dbtal population of surveseligible service recipientsolaccount for thestMCOs and Grougdseing
proportionally ovefrepresented in the stat@ survey datastatistical weights were developed and appliecalculate¢ Sy 'y S&aaSSQa
weightedstate averagepresented in the chartsFor exact calculations of weighpdease contact thé&CtADprojectteam

Most survey itemswith three or morepossibleresponse optionsvere recoded to form binary variables for the purposes of analysis
(i.e. responses wereollapsed¥ 2 NJ S E I YMafsS =NIB acoddbifiedSA G K | aY2ald 2 9. Fardétdils dbauy S¢é¢ NB &
recodeditems and the ruleson collapsingesponseoptions, please refer to Appendix A

Un-collapsedand unweighteddata showindgrequencies ofll response options bMCO and Groupre shown in tabular format in

Appendix B. Tables also cont&irS y' vy S &irwsigh@dioverall sample averages for all response options. Please note that the

GalF YLI St @FNIIHS f S aresimple(Unbdtightg)Rvetagsii K+ § RARYy Qi SYLIX 28 @%AIKGa Ay
may thereforebe slightly different from theorrespondingveighted state averageshown in thecharts.

Data from statespecific questions thalennesseehose to add to thstandardNCIADSurvey are show in Appendix CData from
Tennessee pilot of NCI5 Q& Yy S g 2 LI A 2 Y keénteré®pRutizings(PGPY arelsi®Wdir2Appendix D.

Limitations oReport

This report contains survey results related to the quality anttomesof LTSS iTennesseeHoweverjt does not provide
benchmarks for acceptable or unacceptable levels of performance. Rather, it istgidstaff, leadership, and other stakeholders
to assess information contained in this report ag&tablish prioritiesThis report is itended to be one mechanisto assess the
current state oft Sy y S A ESS §/§1em and idégtareas that are working wedind could use improvementhechartsin this

report allow the reader to compare average outcomes betwée8 y Y SsaVBCSsSatd Groupmdthe state overallSate leaders
public managers, poliesnakersand community stakeholdersan use this informatioto decide whethergd a / h k DrégRItdzLJQ a
relativeto anotherMCO/Groupor to the state average suggests further invgstionor intervention isnecessary.However,
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discretion should be used when comparing a a / h k DrégRItdaldfva to anotheras it is importanto keep in mind the
potential differencesas well as similaritieamongstMCO/Groupparticipantsas wellasthe MCOs and Groughemselves
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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 theARCAdult Consumer Survey:

1. Proportion of people who are able to participate in preferred activities outside of home when and with whom they want
There arehree® survey items that correspml to the Community Participation domain.

Un-collapsed data are shown in Appenéix

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

Graph 2. Proportion of people whet to do the things they enjoy outside of
their home as much as they want to

100%

80%

60%

40%

20%

0%

Proportion of people who are as active in their community as they

would like to be

56% 54%
52%
46%
43%
40%
37% 38% 37%
UHC UHC UHC BlueCare BlueCare BlueCare Amerigroup Amerigroup Amerigroup
Gp1l Gp2 Gp 3 Gp1l Gp2 Gp 3 Gp1l Gp 2 Gp3
N=54 N=44 N=55 N=45 N=59 N=40 N=65 N=76 N=107

e—State Average (47%) N= 560

5New question added in 2017018

100%

80%

60%

40%

20%

0%

Proportion of people who get to do things they enjoy outside of
home as much as they want to

70%
68%
62% 62%
. 57% 58%
55%

49%

| 45%
UHC UHC UHC BlueCare BlueCare BlueCare  Amerigroup Amerigroup Amerigroup
Gp1l Gp2 Gp3 Gp1l Gp 2 Gp3 Gp1l Gp 2 Gp3
N=55 N=44 N=54 N=43 N=57 N=40 N=64 N=78 N=102

—— State Average (59%) N= 551
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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 Decisiblaking indicator measured by the N&D Adult Consumer Survey:

1. Proportion of people who are involved in making demisi 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 corpesnd to the Choice and Decisidaking domain.

Un-collapsed data arshown in AppendiB.
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Graph3. Proportion of people who aeble to choos¢heir roommate(if in
group settin§ and have roommatés

Graph4. Proportion of people whget up and go to bed wheheywantto

100%

80%

60%

40%

20%

0%

Proportion of people who are able to choose their roommate
(if in group setting and have roommates)

100%

50% 50%

31%
21% 20%
17%
0% N/A

UHC UHC UHC BluaCare BlueCare  BlueCare Amerigroup Amerigroup Amerigroup
Gpl Gp2 Gp3 Gpl Gp2 Gp3 Gpl Gp2 Gp3
N=38 N=1% N=1* N=31 N=6* N=0 N=53 N=6* N=4*

e State Average (26%) N=149

100%

80%

60%

40%

20%

0%

Proportion of people who get up and go to bed when they

want to
100%
96%
91% 91% 92%
88%
84%
> 81%
‘ 68%
UHC UHC UHC BlueCare  BlueCare  BlueCare Amerigroup Amerigroup Amerigroup
Gp1l Gp 2 Gp 3 Gp1l Gp2 Gp 3 Gp1l Gp2 Gp 3
N=60 N=46 N=55 N=46 N=59 N=40 N=70 N=80 N=106

= State Average (85%) N= 577

* Very small number of responses

6 Group/adult family/foster/host home, assisted living/residential care facility,
nursing facility/nursing bme
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Graphb. Proportion of people who can eat their meals when they weant

Graph6. Proportion of people who are able to furnish and decorate their
room however they want tdif in group setting
Proportion of people who can eat their meals when they want Proportion of people who are able to furnish and decorate
to their room however they want to (if in group setting)
100% 96% 95% 100%
91% 2%

100%
90% 90% 90%
so% — T7% 80% 75%
73% °
67%
60% 58% 60% 58%
48%
45% 45%
40% 0%
20% 20%
0%
UHC UHC

0%
0%
UHC BlueCare  BlueCare  BlueCare Amerigroup Amerigroup Amerigroup UHC UHC UHC BlueCare  BlueCare BlueCare Amerigroup Amerigroup Amerigroup
Gpl Gp2 Gp3 Gpl Gp2 Gp3 Gpl Gp2 Gp3 Gp1l Gp2 Gp3 Gp1l Gp2 Gp3 Gp1l Gp2 Gp3
N=59 N=46 N=54 N=47 N=59 N=40 N=66 N=78 N=105 N=47 N=3* N=2# N=45 N=12* N=1*% N=62 N=12*% N=10%
e State Average (82%) N= 570 e State Average (47%) N= 207
* Very small number of responses

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

People have friends and relationships and do not feel lonely.

Thereis one Relationship indicatoneasured by the NGAD Adult Consumer Survey:

1. Proportion of people who are able gee or talk to their friends and families when they want to
There arawo?® survey items that correspond to the Relationship domain.

Un-collapsed data are shown in Appenéix

8 Data for one item are presented in Appendix B only.
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Graph?. Proportion of peoplevho arealwaysable tosee or talk to friends

and family whertheywant to (if there are friends and family who do not live

with person)

100%

80%

60%

40%

20%

0%

Proportion of people who are always able to see or talk to
friends and family when they want to

97%

90% 92% 89%

91%

90%
87%
| ‘ ‘ B‘Y ‘

UHC UHC UHC BlueCare BlueCare BlueCare Amerigroup Amerigroup Amerigroup
Gp1l Gp2 Gp3 Gp1l Gp2 Gp3 Gp1l Gp 2 Gp3
N=47 N=38 N=49 N=42 N=52 N=37 N=60 N=73 N=94

e State Average (88%) N= 505
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Satisfaction

People are satisfied with their everyday ligeghere they live, who works with thesmd what they do during the
day.

There are three Satisfaction indicators measured by theANOICAdult 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 sevetsurvey items that correspond to the Satisfaction domain.

Un-collapsed data are shown in Appendix

9 Data fortwo itemsare presented in Appendix B only.
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Graph8. Proportion of people who like where thare living

Graph9. Proportion of people whoaeuld prefer to live somewhere else

Proportion of people who like where they are living

100%
92%
88% 87% 88%
82% 83%
80%
72%
70% °
60% 58%
b
40%
20%
0%
UHC UHC UHC BlueCare  BlueCare  BlueCare Amerigroup Amerigroup Amerigroup
Gpl Gp2 Gp3 Gpl Gp2 Gp3 Gpl Gp2 Gp3
N=60 N=43 N=54 N=47 N=60 N=40 N=70 N=78 N=108

== State Average (77%) N=576

100%

80%

60%

40%

20%

0%

Proportion of people who would prefer to live somewhere else

55%
49%
46%
32%
29%
27% 24% 25%
20%

UHC UHC UHC BlueCare  BlueCare  BlueCare Amerigroup Amerigroup Amerigroup
Gp1l Gp2 Gp3 Gp1l Gp2 Gp3 Gp1l Gp2 Gp3
N=58 N=42 N=52 N=47 N=56 N=40 N=70 N=78 N=100

= State Average (38%) N= 558
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Graph10. Proportion of people whalwaysor almost alwaykke how they Graphll. Proportion opeople whose paid support staffange too often
spendtheir time during the day

Proportion of people who always or almost always like how Proportion of people whose paid support staff change too
they spend their time during the day often
100% 100%
80% 80%
60%
60%  56% 57% 57% 56% 55% 60%
47% 0%
o 45%
42% 42% 43%
a0% 0% 36% —— 359 38% ==37%
33% ° 33%

20% 20% I I I

0% 0%
UHC UHC UHC BlueCare  BlueCare  BlueCare Amerigroup Amerigroup Amerigroup UHC UHC UHC BlueCare  BlueCare  BlueCare Amerigroup Amerigroup Amerigroup
Gp1l Gp2 Gp3 Gp1l Gp2 Gp3 Gp1l Gp2 Gp3 Gpl Gp 2 Gp3 Gpl Gp 2 Gp3 Gpl Gp2 Gp3
N=59 N=45 N=54 N=47 N=60 N=37 N=70 N=77 N=105 N=33 N=26 N=42 N=32 N=33 N=26 N=46 N=52 N=70
e State Average (52%) N= 570 = State Average (39%) N= 373
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Graphl2. Proportion of people whose paid support staftltiags the way
theywant them done

Proportion of people whose paid support staff do things the
way they want them done
100%
87%
84% 85% 84%
81% 81% 80% 80%
80% 74%
60%
40%
20%
0%
UHC UHC UHC BlueCare BlueCare  BlueCare Amerigroup Amerigroup Amerigroup
Gp1l Gp2 Gp3 Gp1l Gp2 Gp3 Gpl Gp2 Gp3
N=37 N=26 N=42 N=34 N=35 N=26 N=50 N=55 N=71
= State Average (80%) N= 388




Service Coordination

Service coordinators aeecessible, responsive, and support the person's participation in service planning and the
person receives needed services.

There areen Service Coordination indicators measured by the-AIQIAdult Consumer Survey:

Proportion of people who know who to tavith a complaint, concern, or question about their services

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

Proportion of people who can get in contact with theaise managewhen they need to

Proportion ofpeople who receive the services that they need

Proportion of people finding 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

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

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

10.t NBLIR2NIAZ2Y 2F LIS2LIX S 6K2 I @S | diowup] dzLJ LX 'y AF (GKSANI adzLJLJ

© ©® N g s wDNPRE

There arawelvel® survey items that correspond to the Service Coordination domain.

Un-collapsed data are shown in Appendix

10 Data fortwo itemsare preseted in Appendix B only
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Graphl3. Proportion of people who know whomdaontactif theywant to
make changes ttheir service¥

Graph14. Proportion of people who canaehtheir case manager/care
coordinatorwhen they need tdif know they have case manager/care
coordinator)

100%

Proportion of people who know whom to contact if they want

to make changes to services

89% 90%
84% 84% 85%
80%
74%
60%
49%
41%
40%
28%
20%
0%
UHC UHC UHC BlueCare BlueCare BlueCare Amerigroup Amerigroup Amerigroup
Gp1l Gp2 Gp3 Gp1l Gp2 Gp3 Gp1l Gp2 Gp3
N=50 N=45 N=54 N=42 N=57 N=39 N=55 N=79 N=106

e State Average (64%) N= 543
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coordinator when they need to

90%
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70%
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‘ | ‘ 82%_ | ‘

UHC BlueCare  BlueCare  BlueCare Amerigroup Amerigroup Amerigroup

Gp3 Gp1l Gp 2 Gp 3 Gp1 Gp2
N=54 N=24 N=69 N=50 N=41 N=108

e State Average (84%) N= 553

11 Question changed in 2012018¢ no longer allows for proxies
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Graphl5. Proportion of people whose paid support stfdw up and leave
when they are supposed to

Graph16. Proportion of people who have amergency plan in place
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= State Average (84%) N= 486
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N=88 N=62 N=50 N=67 N=75 N=49 N=104 N=105 N=112

= State Average (84%) N= 739
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Graphl7. Proportion of people whwant help planning faheir future

serviceneeds

Graph18. Proportion ofpeople whoseearviceaneetall their reeds and goals
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= State Average (50%) N= 507
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= State Average (77%) N= 822
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Graph19. Proportion of people whose case manager/care coordinator talked Graph20. Proportion of people whose family membpaid or unpaidlis the
to them about services that might help withyunmet needs and goals (if
have unmet needs and goalsd know theyhave case manager/care
coordinator)
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Proportion of people whose case manager/care coordinator
talked to them about services that might help with any unmet
needs and goals

76%
73%

64% 65%
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50%
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13%

UHC UHC UHC BlueCare  BlueCare  BlueCare Amerigroup Amerigroup Amerigroup
Gpl Gp2 Gp3 Gpl Gp2 Gp3 Gpl Gp2 Gp3
N=5% N=20 N=14% N=4% N=15*% N=21 N=7* N=25 N=26

e State Average (59%) N= 140

* Very small number of responses

person whdhelpsthem most often(if someone provides support on a
regular basis)
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