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J.D. Power and Associates Reports:
Anthem Blue Cross and Blue Shield of Connecticut Ranks Highest in Member Satisfaction among Health
Plansin the New England Region

WESTLAKE VILLAGE, Calif.: 13 March 2012 — Anthem Blue Cross and Blue Shield of Connectianks
highest in member satisfaction with health planthenNew England region, according to the J.D. Pamd
Associates 2012 U.S. Member Health Plan Stfldgleased today.

Now in its sixth year, the study measures memhisfaation among 141 health plans in 17 regionsubhout
the U.S. by examining seven key factors: coverageb@nefits; provider choice; information and
communication; claims processing; statements; oustservice; and approval processes.

Anthem Blue Cross and Blue Shield of Connectichiees a score of 724 on a 1,000-point scale arfdrpes
particularly well in the New England region (whitftludes Connecticut, Maine, Massachusetts, Newgsaire,
Rhode Island and Vermont) in three of the sevetofaccoverage and benefits; approval processesglaims
processing. Following Anthem Blue Cross and Blue8lof Connecticut in the regional rankings aredad
Pilgrim Health Care (710) and Blue Cross & Blueehtiof Rhode Island (708), which performs partidylavell
in the provider choice and customer service factors

In 2012, overall member satisfaction averages @¢o@pared with 696 in 2011. There are notable gaitise
information and communication, statements and dginocessing factors.

The average satisfaction index score in the Newdhagregion is 700—two points lower than the 17iaag
average. Member satisfaction in the region halrggtby six points in 2012, compared with 2011.

Health plans in the New England region and natidevéire preparing for changes as a result of therddible
Care Act, such as the establishment of state hesitihance exchanges. The study finds that a niajoirhealth
plan members who purchase insurance on their oghioate they would likely use one of the state Inealt
insurance exchanges (55%), which are conceiveahiit) to address their needs. However, a sizalbteptge of
health plan members who are covered under an empsppnsored program—39 percent—also indicate they
would shop for insurance through an exchangewkite available.

In addition, the study finds increased levels ¢éiiast in state-sponsored health insurance exchaogepared
with the previous year. In 2012, only 37 percentt@lth plan members say they would not be likelyge an
exchange, compared with 50 percent in 2011 whoa®&gddo continue obtaining coverage at work.

“Health insurance exchanges are meant to appéaditaduals who must buy coverage on their own,thet
level of interest among those who obtain healthrizssce at work could have important implicationstfe future
of employer-sponsored coverage,” said Rick Millaehior director of the healthcare practice at P@ver and
Associates. “Satisfaction among some health plamimees may be low enough that an alternative, diedail
model could become more attractive than traditiovtadlesale purchasing by employers.”

The study also finds substantial interest amondfiheéan members in private health insurance exgbanin
which an employer might provide employees with \rears for purchasing health insurance independently.
Approximately 42 percent of employer-insured heplin members indicate they would use this apprddth
were available.
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“The private exchange model could further erodunele on obtaining health insurance at work,” $4iiard.
“Creating new channels for purchasing insurancédcmigger more changes. It could mean more atentiill
be paid to direct purchasers, and also make acigéngh levels of satisfaction critically importeot health

plans that strive to acquire and retain members.”

J.D. Power offers the following tips to health praembers and consumers who are shopping for hiealthrance
coverage:

« Understand your coverage. Health insurance plansanetimes difficult to understand, with complex
rules for deductibles, co-payments and other kafdsxpenses. If you don’t have a clear understandin
the coverage and you have a choice of plans, opbhésimpler approach. For example, you may beemor
satisfied with fewer options for doctors in ordehtave coverage with less complicated costs.

» Before enrolling in a health plan, familiarize yself with online tools that may be offered by your
insurance company. Some health plans are setaffetoonline services to track your medical coraditi
receive prescriptions, make appointments, or ewaaile/our doctor.

« If you obtain health insurance coverage throughr ymuployer, be prepared for fewer choices. Mora tha
one-half of health plan members who receive haasthrance at work are given only one option.

« If you purchase coverage on your own, understamdylour state will offer a health insurance exchange
(such as the Massachusetts Connector). This isvdaature based on the Affordable Care Act, which i
intended to make it easier for individuals to fafbrdable coverage.

The 2012 U.S. Member Health Insurance Plan Stubdgsed on responses from more than 32,000 members o
commercial health plans. There were 2,488 membetfseei New England region. The study was fielded in
November 2011 and January 2012. For more comprigteemsalth plan rankings for all 17 U.S. regiorisage
visit www.jdpower.com

About J.D. Power and Associates

Headquartered in Westlake Village, Calif., J.D. Boand Associates is a global marketing informasiervices
company providing forecasting, performance improseinsocial media and customer satisfaction insightl
solutions. The company’s quality and satisfactiasurements are based on responses from millions of
consumers annually. For more information on caleres and ratings, car insurance, health insurazetephone
ratings, and more, please vidibPower.comJ.D. Power and Associates is a business unihefMcGraw-Hill
Companies.

About The McGraw-Hill Companies

McGraw-Hill announced on September 12, 2011, i@ntion to separate into two public companies: MaGr
Hill Financial, a leading provider of content anthbytics to global financial markets, and McGrawkHi
Education, a leading education company focusedgtablearning and education services worldwideQdaw-
Hill Financial's leading brands include StandardP&or’'s Ratings Services, S&P Capital 1Q, S&P Indjd@latts
energy information services and J.D. Power and éiases. With sales of $6.2 billion in 2011, the @mation
has approximately 23,000 employees across more2@@woffices in 40 countries. Additional informatics
available ahttp://www.mcgraw-hill.com/
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John Tews; J.D. Power and Associates; Troy, M({@48) 680-6218media.relations@jdpa.com
No advertising or other promotional use can be nwidie information in this release without the esgs prior
written consent of J.D. Power and Associatesw.jdpower.com/corporate
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Member Satisfaction Index Ranking
New England Region

(Based on a 1,000-point scale)
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Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power and
Associates as the publisher and the J.D. Power and Associates 2012 U.S. Member Health Plan StudySM as the source.
Rankings are based on numerical scores, and not necessarily on statistical significance. JDPower.com Power Circle
Ratings™ are derived from consumer ratings in J.D. Power studies. For more information on Power Circle Ratings, visit
jdpower.com/fags. No advertising or other promotional use can be made of the information in this release or

J.D. Power and Associates survey results without the express prior written consent of J.D. Power and Associates.



