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o The State of Connecticut Department of Social Services (The Department) commissioned GreatBlue Research to conduct the
2021 PCMH+ Person-Centered Primary Care Measure (PCPCM) Survey with Provider Services utilizing telephonic and digital

survey methodologies from September 9, 2021 to December 6, 2021. The sample universe consisted of adults and children
enrolled in the HUSKY Health Program who were contacted in efforts to complete 5,838 surveys.

o The 2021 PCMH+ PCPCM Member Survey with Provider Services included the following areas of investigation:
= PCMH+ Member satisfaction with Primary Care experience

= Health care over the last 12 months
= Member demographic information

o The primary goals of the research were to build an understanding of member opinions and perceptions as they pertain to care
received from their Primary Care Provider, and enable Community Health Network of CT, Inc. ("CHNCT") to identify near-term

opportunities for improvement of Member Satisfaction with Provider Services.

o GreatBlue Research utilized the Person-Centered Primary Care Measure, or PCPCM, developed by the Larry A. Green Center,
In order to achieve these goals. The PCPCM is a survey of primary care quality that focuses on the patient’'s access to care,

relationship with the physician, and ability to reach health outcome goals.

o Upon receipt of the survey instrument and a random sample list of members, GreatBlue call center and senior staff completed all
remaining facets of the 2021 PCMH+ PCPCM Member Satisfaction Survey with Provider Services. These tasks included the

following: survey programming, researcher training, survey pre-testing, full-scale fielding (telephone calls and digital collection),
coding, data entry, editing, validation, verification, computer analysis, analysis and report writing.
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Research Methodology Snapshot - Adult

Methodology _ | Sample
No. of Completes No. of Questions Incentive
Telephone / Provided b
P 233 207 None y
Digital CHNCT
Target
| | _ Research Dates
Quality Assurance Margin of Error Confidence Level
HUSKY Members Seot 9 - Dec 6
attributed to i 0 0 ep - pecC o,
Generations Family Dual-level +/- 6.3% 95% 5021

Health Center

* This represents the total possible number of questions; not all respondents will answer all questions based on skip patterns and other instrument bias.
** Supervisory personnel, in addition to computer-aided interviewing platform, ensure the integrity of the data is accurate.
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Respondent Demographics - Adult

X

10-19 years

20-29 years

30-39 years

40-49 years

50-39 years

60-65 years

66-75 years

75+ years

17.6%

27.9%

25.8%

14.6%

6.4%

1.3%

0.0%

Prefer not to answer I 5.6%

0%

25% 90%

J

— Education

8th grade or less

Some high school

3.0%

High school graduate 36.9%
Some college 27.5%
College graduate 14.2%
Post-graduate degree
Prefer not to answer 11.6%
0% 29%  50%
\_ J
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~ Ethnicity (Select all that apply) <

White

Hispanic / Latino or

57 1%

0
Spanish 12.9%

Black or Afr!can 10 7%

American
Asian | 0.9%
Other (various) M 4.3%
Prefer not to answer 14 6%
0% 25% 50%

~— Gender

Prefer not to answer

\. Male . Female

/
~ Hispanic/Latino Origin N
\ . Yes . No - Prefer not to answer r
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Respondent Demographics - Adult

~— Length of Time with Current Doctor

~
Less than 1 year
1-4 years 38.2%
-9 years
10 years or more 17.6%
Prefer not to answer
0% 25% 50% 5%
\. .
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~— Number of Doctor Visits in Past Year

None 17.2%

One visit 19.7%

Two visits 14.6%

Three visits 13.7%
Four visits
Five visits

SiX or more Visits 12.9%
Prefer not to answer 8.2%
0% 25% 50% 5%

J
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Research Methodology Snapshot - Child

Methodology _ | Sample
No. of Completes No. of Questions Incentive
Telephone / Provided b
P 200 207 None y
Digital CHNCT
Targed | | _ Research Dates
Quality Assurance Margin of Error Confidence Level
HUSKY Members Seot 9 - Dec 6
attributed to e - LJEC
Seneratione Faesily Dual-level** +/- 6.6% 95% o1

Health Center

* This represents the total possible number of questions; not all respondents will answer all questions based on skip patterns and other instrument bias.
** Supervisory personnel, in addition to computer-aided interviewing platform, ensure the integrity of the data is accurate.
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Respondent Demographics - Child

~— Gender N

. Male . Female Prefer not to answer

— Age ~ — Education ~ ~ Ethnicity (Select all that apply)
8th grade or less 38.5% .
Less than 1 yearold | 0.5% i White 37.9%
= Some high school 15.0% . . .
Hispanic / L:n;:i:r: 32 0%
1-4 years 12.5% v
High school graduate 15.5%
Black or Afr!can 7 5oy,
American
5-9 years 18 0% Some college 7.0%
Asian | 3.0%
College graduate | 3.5%
10-19 years 33.0% —
Post-graduate degree | 0.5% Other (various)
0
Prefer not to answer 36.0% Prefer not to answer . 20 0% Prefer not to answer 16 5%
0% 25% 50% 0% 23% 350% 0% 250/, 50%
\_ AN P J
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o

~ Hispanic/Latino Origin N

\ . Yes . No  Prefer not to answer r
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Respondent Demographics - Child

Length of Time with Current Doctor

4 )
Less than 1 year
1-4 years 46.0%
5-9 years
10 years or more
Prefer not to answer 7.9%
0% 25% 50% 5%
\. .
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~— Number of Doctor Visits in Past Year

None

One visit

Two VisIts

Three visits

Four visits

Five visits 3.9%

SiX or more visits 6.0%

Prefer not to answer

31.0%

24.0%

12.0%

0%

25%

50%

19%

J
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Adult survey respondents attributed to Generations Family Health Center provided higher ratings for seven (7) of eleven

(11) characteristics rated in the PCPCM survey as compared to the adult composite, resulting in an overall average
score of 82.3%.

The highest rated characteristic among Generations Family Health Center respondents was recorded for “over time, my

practice helps me to stay healthy” (87.6%), while the lowest rated characteristic was "my doctor and | have been
through a lot together™ (71.7%).

Adult survey respondents ages 50-59 (87.2%) provided the highest overall average rating, while respondents ages 66-
/5 provided the lowest average rating (66.7%).

Both men and women (82.2% each) provided the same average rating.

Those respondents identifying as Asian (100.0%) provided the highest overall average rating, while Hispanic
respondents provided the lowest average rating (79.7%).
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>tudy Findings - A

o Survey respondents with a college degree (83.7%) provided the highest overall average rating, while respondents with
a post-graduate degree provided the lowest average rating (70.9%).

o Adult survey respondents who have been with Generations Family Health Center for 5-9 years (88.0%) provided the
highest overall average rating, while respondents who have been with Generations Family Health Center for less than 1

year provided the lowest average rating (99.9%).

o Adult survey respondents with four (4) visits to Generations Family Health Center within the past year (94.1%) provided
the highest overall average rating, while respondents who have not seen their medical provider within the past year

provided the lowest average rating (67.7%).
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o Child survey respondents attributed to Generations Family Health Center provided lower ratings for ten (10) of eleven
(11) characteristics rated in the PCPCM survey as compared to the child composite, resulting in an overall average
score of 82.9%.

o The highest rated characteristics among Generations Family Health Center respondents were recorded for “in caring for
me, my doctor considers all factors that affect my health™ (88.5%) and “over time, my practice helps me to stay healthy”
(88.5%), while the lowest rated characteristic was “my doctor and | have been through a lot together” (65.0%).

o (enerations Family Health Center child respondents 1-4 years old (83.3%) provided the highest overall average rating,
while respondents less than 1 year old provided the lowest average rating (18.2%).

o (irls attributed to Generations Family Health Center (83.3%) provided a slightly higher average rating as compared to
boys (81.9%).

o Asian respondents (97.0%) provided the highest overall average rating, while respondents identifying as an “other”
ethnicity provided the lowest average rating (69.1%).
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Key Study Findings - Child

o Child survey respondents who have been with Generations Family Health Center for 10 years or more (87.4%)

provided the highest overall average rating, while respondents who have been with Generations Family Health Center
for less than 1 year provided the lowest average rating (59.1%).

o Child survey respondents with three (3) visits to Generations Family Health Center within the past year (91.7%)

provided the highest overall average rating, while respondents who have not visited their medical provider within the
past year provided the lowest average rating (67.6%).
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Adult Primary Care Experience

Adult survey respondents attributed to Generations Family Health Center provided higher ratings for seven (7) of eleven
(11) characteristics rated in the PCPCM survey as compared to the adult composite, resulting in an overall average score of
82.3%. The highest rated characteristic among Generations Family Health Center respondents was recorded for “over time,
my practice helps me to stay healthy” (87.6%), while the lowest rated characteristic was "my doctor and | have been
through a lot together™ (71.7%).

' Composite Provider
Total Total o
_ _ i - Definitely Mostly Somewhat Not at all
Definitely or | Definitely or
HOW would you assess your primary care experience? § ==y cn Mostly

: Over time, my practice helps me to stay healthy. 87.4% 87.6% 73.4% 14.2% 8.2% 4.3%

: My practice makes it easy for me to get care. 88.3% 87.1% 67.0% 20.2% 8.6% 4.3%

: In caring for me, my doctor considers all factors that affect my health. 89.0% 87.1% 72.5% 14.6% 7.7% 5.2%

: Over time, my practice helps me to meet my goals. 85.5% 87.1% 70.4% 16.7% 7.3% 5.6%

: My practice is able to provide most of my care. 89.0% 85.0% 66.5% i 185% i  10.3% 4.7%

: My doctor or practice stands up for me. 79.8% 82.4% 67.8% i 146% i 103% i  7.3%

: My doctor or practice knows me as a person. 79.8% 82.0% 66.5% 15.5% 8.6% 9.4%

: The care | get takes into account the knowledge of my family. 79.7% 79.8% 652% i 146% i 11.2% 9.0%

: My practice coordinates the care | get from multiple places. 82.6% 79.0% 622% i 167% i  124% 8.6%

: The care | get in this practice is informed by knowledge of my community. 74.3% 76.8% 60.1% 16.7% 13.7% 9.4%

51.9% | 197% | 142% | 14.2%

. My doctor and | have been through a lot together. 64.6% 71.7%
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Adult Primary Care Experience :: By Age

How would you assess your primary care

experience? (Total "definitely” or "mostly") Provider | 10-19 | 20-29 30-39 | 40-49 50-59 60-65 | 66-75 75+
Composite  years years years years years years years years

- N-value 233 3 + 41 ! 64 i 60 i 34 | 15 i 3 I 0

My practice makes it easy for me to get care. 87.1% 66.7% : 854% : 859% : 883% : 912% : 93.3% : 66.7% : -

- My practice is able to provide most of my care. 85.0% 66.7% : 90.2% : 79.7% : 833% : 912% : 86.7% : 66.7% : -

: In caring for me, my doctor considers all factors that affect my health. 87.1% 100.0% i 927% : 859% : 833% : 912% i 86.7% : 66.7% : :

: My practice coordinates the care | get from multiple places. 79.0% 66.7% : 829% i 750% i 783% : 853% : 73.3% : 66.7% : :

. My doctor or practice knows me as a person. 82.0% 66.7% : 780% : 813% : 783% : 912% : 933% | 667% i -

: My doctor and | have been through a lot together. 71.7% 66.7% i 683%  703% i 71.7% : 765% i 66.7% i 66.7% :

: My doctor or practice stands up for me. 82.4% 66.7% i 829%  844% i 750% : 91.2% i 86.7% i 66.7% :

: The care | get takes into account the knowledge of my family. 79.8% 66.7% i 87.8% i 797% i 717% i 853% : 80.0% : 66.7% :

: The care | get in this practice is informed by knowledge of my community. 76.8% 66.7% i 829% i 766% i 750% : 765% : 66.7% : 66.7% :

- Over time, my practice helps me to stay healthy. 87.6% 100.0% : 927% : 891% : 833% : 882% : 80.0% : 667% i -

. Over time, my practice helps me to meet my goals. 87.1% 100.0% i 927% i 87.5% i 783% i 912% i 933% i 66.7% i -
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Adult Primary Care Experience :: By Gender

How would you assess your primary care

experience? (Total "definitely” or "mostly”) Provider o o
Composite

: N-value o | - o
e e
e e
e
| e
e
e
e e
e
e
e
e o 858/ ..............
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Adult Primary Care Experience :: By Ethnicity

How would you assess your primary care
experience? (Total "definitely” or "mostly")

My practice makes it easy for me to get care.

. My practice is able to provide most of my care.

: In caring for me, my doctor considers all factors that affect my health.

. My practice coordinates the care | get from multiple places.

: My doctor or practice knows me as a person.

: My doctor and | have been through a lot together.

: My doctor or practice stands up for me.

: The care | get takes into account the knowledge of my family.

: The care | get in this practice is informed by knowledge of my community.

Over time, my practice helps me to stay healthy.

. Over time, my practice helps me to meet my goals.

Copyright 2006 - 2021 Great Blue Research, Inc. All Rights Reserved. Not for Distribution and Reproduction.

100.0%

Hispanic
rovider | white | /120 afican | Asian | Other,
Spanish
233 133 30 25 2 10

87.1% 85.7% 83.3% 92.0% 100.0% 90.0%
85.0% 82.7% 80.0% 84.0% 100.0% 90.0%
87.1% 91.0% 76.7% 76.0% 100.0% 100.0%
79.0% 80.5% 70.0% 76.0% 100.0% 80.0%
82.0% 81.2% 80.0% 88.0% 100.0% 80.0%
11.7% 67.7% 70.0% 88.0% 100.0% 50.0%
82.4% 80.5% 83.3% 76.0% 100.0% 80.0%
79.8% 78.9% 76.7% 84.0% 100.0% 70.0%
76.8% 74.4% 83.3% 76.0% 100.0% 60.0%
87.6% 85.7% 90.0% 88.0% 100.0% 90.0%
87.1% 87.2% 83.3% 88.0% 100.0% 90.0%
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Adult Primary Care Experience :: By Education

How would you assess your primary care Provider | 8th grade | Some high SE':]%'LI Some College gr';gflgte

experience? (Total "definitely" or "mostly") Composite §  orfess Sehool | graduate | C°'€9¢ | graduate | Sy iree
e PP e S
e e PET et el Rvoves ot R
e couns 1 e
e L e e
e veouny e e
e souny PP e e RV St B
e rowm PP e e R e R
e g PO e e RV e B
e ooumy e
e evoouny e
o seveouny 1 e e
e cevouny m——— .......... —— ......... m—— ......... me—— ......... m—— ......... ——
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Adult Primary Care Experience ::
By Years as a Patient

How would you assess your primary care S et 0 vers or

experience? (Total "definitely” or "mostly”) Composite year 1-4 years 5-9 years years
e e B . e i
T [ P e SR I S R
T T e EEP T v S
PSR IO GRS B A S
PP o T T e T e
P [ o o B PN
PP TV IR T T e s B
T I e B B
e e o T T e T e
TP e P O
e [P U s B B PP
e BBB/ ............... 930/ ............... 878/ ................
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Adult Primary Care Experience ::
By Number of Visits In the Past Year

How would you assess your primary care provider | | One | Two | Three | Four | Five | SXOf

experience? (Total "definitely” or "mostly”) Composite visit | visits | visits | visits | visits | L
Nvalue .......................................................................................................................................................................... —— e % 2 78T
Mypractlcemakesiteasyformetogeware ....................................................................................... e 870/ ...... ..... e ..... o mo/ ..... 800/ ...... ..... e

Mypractlcelsabletoprowdemostofmycare ................................................................................... e 343/ ...... BBZ/ ...... ..... o ..... o BOD/ ...... ..... s

§'"|'}'{'E;r"i'r'{;%é}'}}}'é',m}}i;"é';é{;}"EQH;L':i;};;ﬁ'i;;;i};r';"t"r'{;t";%;};{fHi;}mr'{;;i{r'{: ............................ e 733/ ...... BBZ/ ...... ..... o mo/ ..... 867/ ...... ..... s

§"ﬁh}"E'};Ei}';;'L':';;Fé'iﬁ;t;;'i'ﬁé"EQF;'|"é'é'tmﬁéH{}'ﬁﬂi{i';i;"{:;'i;;;;.' .................................................... S e 733/ ...... 794/ ...... ..... o ..... o 733/ ...... ..... e

MNOCtmrpracmknowsmeasaperson ....................................................................................... e 304/ ...... 353/ ...... 344/ ...... ..... s 933/ ...... ..... o

E-"I;«./.I.;.;:.:i;.c;c.;.r.;;g.l.."r.mua";;..I;"e.;.f.w..:[ﬁ;;;é;;.I.;.t";[.;é;’.c.r.;;: ............................................................................ S o 696/ ...... 735/ ...... ..... e 324/ ...... BOD/ ...... 333/ .......

MYdOCtororpracmestandsupforme ..................................................................................................... e 826/ ...... 794/ ...... 375/ ...... ..... s BOD/ ...... 357/ .......

E'?'E';'E;r;"i"é;i"i;k;;"i}ﬁ;';;é;{jﬁtm{ﬁ;'ié'}{;{}{{|';§g";";%mrﬁ§"%;'r'{{i'i;}.' ............................................... e 739/ ...... 765/ ...... 344/ ...... BBZ/ ...... 867/ ...... ..... o

E'}'E';'E;};"i';é'{Iiﬁ"{'r'{'e;;.’?;;t'iéé"i';'iH%SF}'{{EHEQ}"ii}}';é}iéégé'E;i?"r'{{;}";;ﬁ}}ﬁﬂﬁi{;. .................. e 731/ ...... 794/ ...... 375/ ...... 882/ ...... 667/ ...... 733/ .......

OverumemypractthIPSmetostayhealthy ............................................................................... e 304/ ...... ..... o ..... e mo/ ..... BOD/ ...... ..... o

OverumemypractthIPSmemmeemygoals ........................................................................ e 304/ ...... 353/ ...... ..... o mo/ ..... 867/ ...... ..... o
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Child Primary Care Experience

Child survey respondents attributed to Generations Family Health Center provided lower ratings for ten (10) of eleven (11)
characteristics rated in the PCPCM survey as compared to the child composite, resulting in an overall average score of
82.9%. The highest rated characteristics among Generations Family Health Center respondents were recorded for “in
caring for me, my doctor considers all factors that affect my health” (88.5%) and “over time, my practice helps me to stay
healthy” (88.95%), while the lowest rated characteristic was "my doctor and | have been through a lot together” (65.0%).

' Composite Provider
; : Total Total -
How would you assess your primary care experience? | pefinitely or | Definitely or | Definitely | Mostly | Somewhat | - Not at all
Mostly Mostly
e ——————————————— e e
e ———————————
e ————————————
e ———————————
e ————————————
e ————————————— e ————————————
e ——————————————
L ———————————————
e f e ———————————
o ———————————
T (SN TR [T mu pv ey
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Child Primary Care Experience :: By Age

How would you assess your primary care _
- " .- " " " Provider Less than 1
experience? (Total "definitely” or "mostly”) Composite | year old 1-4 years S5-9years | 10-19years

- N-value 200 1 25 ] 36 66

: My practice makes it easy for me to get care. 86.5% 100.0% 92.0% 83.3% 86.4%

. My practice is able to provide most of my care. 86.5% 0.0% 92.0% 88.9% 86.4%

: In caring for me, my doctor considers all factors that affect my health. 88.5% 0.0% . 920% i  889% i  89.4%

: My practice coordinates the care | get from multiple places. 77.5% 0.0% 60.0% 69.4% 80.3%

: My doctor or practice knows me as a person. 84.5% 100.0% 88.0% 75.0% 83.3%

: My doctor and | have been through a lot together. 65.0% 0.0% 68.0% 63.9% 56.1%

: My doctor or practice stands up for me. 82.5% 0.0% . 840% i  806% |  78.8%

: The care | get takes into account the knowledge of my family. 85.0% 0.0% 88.0% 80.6% 86.4%

The care | get in this practice is informed by knowledge of my community. 79.0% 0.0% 76.0% 80.6% 80.3%

: Over time, my practice helps me to stay healthy. 88.5% 0.0% 88.0% 88.9% 89.4%

: Over time, my practice helps me to meet my goals. 88.0% 0.0% 88.0% 88.9% 87.9%
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Child Primary Care Experience :: By Gender

How would you assess your primary care

experience? (Total "definitely” or "mostly”) C';ﬁ,’;ﬁ’;{e Male Female

e . , . -

e
e e
e e
e
e
e e
e e
e e
TP Iecos BCeom S
e e
| 865/ ..............
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Child Primary Care Experience :: By Ethnicity

Hispanic
How would you assess your primary care cm;i;i;:e White ILaZt:no ?ﬁggair Aciar (v(a);t-ﬁrs)
experience? (Total "definitely” or "mostly") Spanish | American
Nvalue .......................................................................................................................................................................... - T T e s
MypracncemakesIteasyformemgemare ....................................................................................... —— — ....... m— ........ w—— 1000/ ..... ........ ——

é"ﬁ}iﬁ};};;t'i'é;"i';';Biéu{é'EFSL}G;'55{5;{5%'%}"5;}';: ................................................................................... — — ....... m— ........ — 1000/ ..... ........ —

§"i}'{'L':;"r'i'}{é"};;'};{;',"}5}};}"Ei;;{5}";S}{;i'é;"r';"a"ii"i?;;tgr';"{ﬁ;t"';%E;;t'"};{J"r'{;;'n'{ﬁ. ............................. — — ....... m— ........ — 1000/ ..... ........ —

é"ﬁ}i}'E'r';;t'iLl,';"é;;'r';':i'i}i;{;s""t"r'{;";;};'i";c';';'t"i?'r';}ﬁ"}ﬁﬁi't'i',{:}i'é";;i';é;; ..................................................... —— w— ....... m— ........ — mo/ ..... ........ —

§"ﬁ}ii}"é'éé't;rm;}'EFQE&EQ'iéﬁ'é'{;{{;r}{;";;;'5;%';;}{ ....................................................................................... — — ....... m— ........ w—— mo/ ..... ........ —

é'}f/i;}"é'éé't;rm;}{émlu'r'{;{}é"é;;}'{"t'ﬁ}SﬂéH";|Htmt';§;fr'{;. ............................................................................. — — ....... m— ........ w—— ....... —— ........ —

é"ﬁ}ii}"é'éé'igr"};}'EF;&'}E;';t';};:]'s""{j};"i?;}"}l}{; ..................................................................................................... — — ....... m— ........ ——— ....... —— ........ —
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Child Primary Care Experience :: By Education
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Child Primary Care Experience ::
By Years as a Patient
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Child Primary Care Experience ::
By Number of Visits In the Past Year

How would you assess your primary care provider | | One | Two | Three | Four | Five | SXOf
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