
CUSTOMER SERVICE AND WELLNESS SURVEY

Cindy Bowman
Director of Operations
(PEBB, OEBB)

2018
Survey Respondents = 10,835



 18-30 years old             8.22%    =        871
 31-49 years old             46.21%  =     4,895
 50+ years old                45.57%  =     4,827

Demographics:

Other Insurance Benefits?

 0 - 12 months 10.34% = 1,118
 1 - 5   years 26.52% = 2,868
 5 – 10 years 18.29% = 1,978
 10+ years 44.86% = 4,852

Yes
12%

No
88%
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Age Range:

Member Longevity:
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Have you contacted PEBB in the last 12 months?

31.10% 68.90%

Yes No
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10,793 Responses



13.43%

44.07%

9.10%
1.61%
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What did you call PEBB about?
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3,517 Responses



4.80%

27.07% 26.64%

7.42% 8.73%

13.54%

3.06%
8.73%
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229 Responses

What did you call PEBB about? – The ‘Other’ Section
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Excellent
44.37%

Good
46.68%

Fair
7.16%

Poor
1.79%

Excellent

Good

Fair

Poor

1,884

1,982

304

76

Total 4,246

Timeliness of  the services provided by PEBB employees?
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91%



Was response time prompt

Excellent
51.58%

Good
39.63%

Fair
6.64%

Poor
2.15%

Excellent

Good

Fair

Poor

1,989

1,528

256

83

Total 3,856
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Presenter
Presentation Notes
92%
Percentages are a bit different than printed version



Provided services correctly the first time

Excellent
47.43%

Good
41.24%

Fair
8.48%

Poor
2.84%

Excellent

Good

Fair

Poor

1,884

1,638

337

113

Total 3,972
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Presentation Notes
88%
Percentages are a bit different than printed version




Helpfulness of  PEBB Employees

Excellent
51.69%

Good
39.21%

Fair
6.60%

Poor
2.50%

Excellent

Good

Fair

Poor

2,130

1,616

272

103

Total 4,121
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Rate knowledge and expertise

Excellent
48.07%

Good
42.02%

Fair
7.97%

Poor
1.94%

Excellent

Good

Fair

Poor

1,882

1,645

312

76

Total 3,915
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Overall Quality of  Service from PEBB

Excellent
50.04%

Good
42.47%

Fair
5.97%

Poor
1.52%

Excellent

Good

Fair

Poor

3,559

3,021

425

108

Total 7,113
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92%
Legend: Blue and Total have changed.



32.53%

13.52%

24.80%

6.77% 9.75% 12.63%
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7,372 Responses

How could we improve?
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18.88% 17.76% 17.28%
14.88%

8.32%
6.24% 5.92% 4.96%

3.52%
1.28% 0.96%
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625 Responses

How could we improve – The ‘Other’ Section
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How easy is it to understand PEBB information?
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12.01%

45.14%
39.23%

2.88% 0.74%
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10,116 Responses
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Availability of  PEBB Information

Excellent
20.74%

Good
65.29%

Fair
12.94%

Poor
1.03% Excellent

Good

Fair

Poor

2,075

6,532

1,295

103

Total 10,005
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35.49%

23.30%
16.37%

22.47%

2.37%
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8,645 Unique Responses

What type of  information are you interested in?
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Presenter
Presentation Notes
This was a ‘check all that apply.’ Numbers could be higher than total respondents. 




28.19%

7.50%
12.34%

4.41%

43.91%

3.64%
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How do you prefer to receive that information?
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9,514 Unique Responses

Presenter
Presentation Notes
This was a ‘check all that apply.’ Numbers could be higher than total respondents. 



Kaiser
18.57%

Providence
68.78%

Moda
11.29%

I opt-out
1.36%

Kaiser

Providence

Moda

I opt-out

1,929

7,145

1,173

141

Total 10,338

Who is your healthcare carrier?
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33.79%
23.35%

21.18% 21.67%

Why did you choose this carrier?
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10,195 Unique Responses

Presenter
Presentation Notes
This was a ‘check all that apply.’ Numbers could be higher than total respondents. 



Yes
63.99%

No
36.01%

10,231 Responses 

20

Do you use your carrier’s health and wellness programs?



Do you use your carrier’s member portal?

Yes
77.12%

No
22.88%

10,276 Responses
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15.61%

7.57%

19.83%

24.43%

9.74%

18.34%

4.47%

What do you use their member portal for?
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8,402 Unique Responses

Presenter
Presentation Notes
“HEM” category has been removed
This was a ‘check all that apply.’ Numbers could be higher than total respondents. 



What do you use their member portal for? – The ‘Other Section’

23

Presenter
Presentation Notes
This was a ‘check all that apply.’ Numbers are higher than total respondents. 



Did you find PMAC emails useful?

Yes
26.49%

No
4.26%

Don't Remember 
Emails
66.28%

Received, didn’t read
2.96%

2,681

431

6,708

300

Total 10,120
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Did you Participate in HEM?

Yes
90.06%

No
9.94%
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10,184 Responses



47.85%

24.28% 25.95%

1.91%
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Why did you participate in HEM?
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9,285 Unique Responses

Presenter
Presentation Notes
This was a ‘check all that apply.’ Numbers could be higher than total respondents. 




14.79% 8.23% 5.26% 9.78%

61.94%
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Why didn’t you Participate in HEM?
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1,502 Unique Responses
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Presentation Notes
This was a ‘check all that apply.’ Numbers could be higher than total respondents. 




47.77%

24.96%
18.17%

9.10%
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If  HEM incentive were replaced, what would you prefer instead?
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9,772 Responses



If  HEM incentive were replaced? – The ‘Other’ Section
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23.25%
34.87%

26.43%

8.44%
1.91% 0.48% 0.32% 1.11% 0.96% 2.23%

628 Responses



67.53%

14.41% 18.07% 11.47%
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If  a HEM assessment requirement changed, which would you prefer?
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8,850 Responses



1.21% 25.51%

3.64%

13.77%4.45%
0.40%

1.62%
1.21%

7.69%
25.91%

8.10%
0.40%

ALLERGY/FOOD TESTING

ANNUAL EXAM

BMI/BONE DENSITY

CANCER SCREENING

CARDIAC SCREENING

DENTAL APPT

DIABETES

FLU SHOT

MENTAL HEALTH

MULTIPLE CHOICES

TRACKING FOOD, BP, …

VISION APPT

If  a HEM assessment requirement changed? - The ‘Other’ Section

31

623 Responses



Does your worksite support your health?

Yes
70.77%

No
29.23%

32

9,724 Responses



Does your agency have a worksite wellness plan?

Yes
29.37%

No
16.73%

Not Sure
53.90%
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10,024 Responses



How can your workplace better support your health?

34

10.10%

1.12%

0.66%

2.08%

1.45%
0.26%

0.50%

8.45%

3.00%
2.77%

0.89%
0.76%

1.02%
1.12%

2.08%

10.13% 9.90%

7.23%
6.67%

6.53%
4.98%

3.47%

1.06%

4.39%
4.16%

2.31%
1.82%

1.09%

3,030 Responses



Anything else you’d like to tell the Board?
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Presenter
Presentation Notes
Between Dawn and I… we read approximately 17,728 comments.
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