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1. Executive Summary

Introduction

LIBERTY Dental Plan contracted with Press Ganey to administer and report the results of the Child
Dental Satisfaction Survey as part of its process for evaluating the quality of dental services provided to
child Medicaid members enrolled in its dental plan. The goal of the Child Dental Satisfaction Survey is
to provide performance feedback that is actionable and will aid in improving overall member
satisfaction. This report presents the 2025 survey results for LIBERTY Dental Plan at the plan
aggregate and county levels.

Key Drivers of Satisfaction

Press Ganey performed a “key drivers” of satisfaction analysis focused on two measures: the survey
respondents’ overall rating of the dental plan (i.e., Rating of Dental Plan) and whether or not the survey
respondent would recommend the dental plan to someone else (i.e., Would Recommend Dental Plan).
Figure 1-1 depicts the reported satisfaction levels with each of these measures.

Figure 1-1 — Measures of Key Drivers of Satisfaction

Rating of Dental Plan Would Recommend Dental Plan

64.7%

64.6%

LIBERTY Dental
Plan

LIBERTY Dental
Plan

Dissatisfied ® Neutral ® Satisfied Dissatisfied = Neutral = Satisfied
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EXECUTIVE SUMMARY

The key drivers analysis was performed by determining if particular survey items (i.e., questions) strongly
correlated with the Rating of Dental Plan and Would Recommend Dental Plan measures. These
individual CAHPS items, which Press Ganey refers to as “key drivers,” are driving levels of satisfaction
with each of the two measures. Table 1-1 provides a summary of the key drivers identified for LIBERTY
Dental Plan.’! These are areas that LIBERTY Dental Plan can focus on to improve overall member
satisfaction.

Table 1-1 — Key Drivers of Satisfaction

Q24 Child's dental plan met all dental needs CALL TO ACTION

Q15 Help your child feel as comfortable as possible during dental work CALL TO ACTION

Q23 Plan covered all of the services you thought were covered CALL TO ACTION

Q25 Plan covered what your child needed to get done CALL TO ACTION

Q19 Get an appointment as soon as you wanted CALL TO ACTION

Q12 Overall care provided by regular dentist CALL TO ACTION

Q16 Explain what they were doing while treating your child CALL TO ACTION

Q17 Were dental appointments as soon as you wanted CALL TO ACTION

Q29 Information helped to find a dentist MAINTAIN PERFORMANCE
Q33 Customer service staff treated you with courtesy and respect MAINTAIN PERFORMANCE
Q32 Customer service gave you the information or help you needed MAINTAIN PERFORMANCE
Wonld Recommend enapan
Q15 Help your child feel as comfortable as possible during dental work CALL TO ACTION

Q24 Child's dental plan met all dental needs CALL TO ACTION

Q23 Plan covered all of the services you thought were covered CALL TO ACTION

Q25 Plan covered what your child needed to get done CALL TO ACTION

Q19 Get an appointment as soon as you wanted CALL TO ACTION

Q16 Explain what they were doing while treating your child CALL TO ACTION

Q12 Overall care provided by regular dentist CALL TO ACTION

Q17 Were dental appointments as soon as you wanted CALL TO ACTION

Q33 Customer service staff treated you with courtesy and respect MAINTAIN PERFORMANCE
Q29 Information helped to find a dentist MAINTAIN PERFORMANCE
Q27C Written materials provide the information about your child's dental plan MAINTAIN PERFORMANCE

1 The key drivers of satisfaction are plan-level key drivers of satisfaction based on the survey results of the Los Angeles and Sacramento
counties combined.

u
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EXECUTIVE SUMMARY

County Comparisons

In order to identify performance differences in member satisfaction between LIBERTY’s Los Angeles
County and Sacramento County, the results for each county were compared to each other using standard
statistical tests. 2 These comparisons were performed on the four global ratings, three composite
measures, and three individual item measures. The detailed results of the comparative analysis are
described in the Results section beginning on page 4-5.

Trend Analysis
This report includes trend analysis made between 2023, 2024, and 2025 survey years. This trend analysis

was performed on the four global ratings, three composite measures, and three individual item measures.
The detailed results of the trend analysis are described in the Results section beginning on page 4-11.

1-2 Caution should be exercised when evaluating county comparisons, given that population, county, and dental plan differences may impact
results.

u
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Ghild Dental Satisfaction Survey

The survey instrument selected was a modified version of the Consumer Assessment of Healthcare
Providers and Systems (CAHPS®) Dental Plan Survey.2' The CAHPS Dental Plan Survey, currently
available for the adult population only, was modified for administration to a child Medicaid population to
create a Child Dental Satisfaction Survey. A sample of 5,000 eligible LIBERTY Dental Plan child
Medicaid members in two counties, Los Angeles and Sacramento, were selected for the survey. The
parents and caretakers of child Medicaid members enrolled in LIBERTY Dental Plan completed the
surveys from June 20 to October 20, 2025.

The modified version of the CAHPS Dental Plan Survey (i.e., Child Dental Satisfaction Survey) yields
10 measures of satisfaction, including four global ratings, three composite measures, and three
individual item measures:

« Rating of All Dental Care

« Rating of Dental Plan

« Rating of Finding a Dentist

« Rating of Regular Dentist

« Access to Dental Care

« Care from Dentists and Staff

« Dental Plan Services

« Care from Regular Dentist

« Would Recommend Regular Dentist

« Would Recommend Dental Plan

21 CAHPS® is a registered trademark of the Agency for Healthcare Research and Quality (AHRQ).

u
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OVERVIEW

Survey Demographics

Figure 2-1 provides an overview of the LIBERTY Dental Plan child member demographics.

Figure 2-1 — Child Member Demographics

Child Gender Child Dental Health Status
Poor
4.1%
Female
48.5%
Very Good
29.4%
Child Race Child Ethnicity
Multi Racial
American 4.0%
Indian/
Alaska Other Only
Native 20.1% Non-
0.9% Hispanic
| 61.4%
. Asian
Native 25.9%
Hawaiian/

Pacific
Islander -
0.9%

Black
3.0% v
Child Age
18 to 21
1.2%

13 to 17 ‘
18.4%

8 to 12

14.1%

4 to
6.6% ¥

Please note: Percentages may not total 100.0% due to rounding.

Statistical Significance Note: A /W indicates significant difference from the previous period

u
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OVERVIEW

Figure 2-2 provides an overview of the demographics of parents or caretakers who completed a Child
Dental Satisfaction Survey on behalf of their child member.

Figure 2-2— Respondent Demographics

Respondent Age Respondent Gender

55 t0064 65 or Older Under 18
5.2% 1.3% 12.6%

Respondent Education Relationship to Child
Legal
Aunt 9
8th Grade Uncle, 0.2% - Guardian
College Graduate or 02.;;/?5 Sosr“mla1 Hi?h Grandparent 0.8% Older Brother
More choo 0.8% \‘| or Sister, 0.4%

30.0% , 7.2%

High School
Graduate

31.0%

Please note: Percentages may not total 100.0% due to rounding.

Statistical Significance Note: A /W indicates significant difference from the previous period
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3. Reader’s Guide

Dental Plan Performance Measures

The Child Dental Satisfaction Survey yielded 10 measures of satisfaction. These measures include four
global rating measures, three composite measures, and three individual item measures. The global rating
measures reflect overall satisfaction with regular dentists, dental care, ease of finding a dentist, and the
dental plan. The composite measures are sets of questions grouped together to assess different aspects of
dental care (e.g., “Care from Dentists and Staff” and “Access to Dental Care”). The individual item
measures are individual questions that look at a specific area of care (e.g., “Care from Regular Dentist”).

Table 3-1 lists the global ratings, composite measures, and individual item measures included in the Child
Dental Satisfaction Survey.

Table 3-1 - Child Dental Satisfaction Survey Measures

Global Ratings Individual Item Measures

Rating of Regular Dentist Care from Dentists and Staff Care from Regular Dentist
Rating of All Dental Care Access to Dental Care Would Recomrgend Regular
Dentist
Rating of Finding a Dentist Dental Plan Services Would Recommend Dental Plan
Rating of Dental Plan
1PlﬁeSSGaney ©2025 Press Ganey Associates LLC. All Rights Reserved. a PG Forsta company.
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READER'S GUIDE

Table 3-2 through Table 3-4 present the survey language and response options for the global ratings,
composite measures, and individual item measures, respectively.

Table 3-2 — Global Ratings Question Language

Global Ratings Response Categories

Rating of Regular Dentist

13. Using any number from 0 to 10, where 0 is the worst regular dentist
possible and 10 is the best regular dentist possible, what number would 0-10 Scale
you use to rate your child’s regular dentist?

Rating of All Dental Care
22. Using any number from 0 to 10, where 0 is the worst dental care possible

and 10 is the best dental care possible, what number would you use to rate
all of the dental care your child received in the last 12 months?

0-10 Scale

Rating of Finding a Dentist

30. Using any number from 0 to 10, where 0 is extremely difficult and 10 is
extremely easy, what number would you use to rate how easy it was for you 0-10 Scale
to find a dentist for your child?

Rating of Dental Plan

34. Using any number from 0 to 10, where 0 is the worst dental plan possible
and 10 is the best dental plan possible, what number would you use to rate 0-10 Scale
your child’s dental plan?

Table 3-3 — Composite Measures Question Language

Composite Measures Response Categories

Care from Dentists and Staff

6. In the last 12 months, how often did your child’s regular dentist explain Never, Sometimes,
things about your child’s dental health in a way that was easy to understand? Usually, Always

7. Inthelast 12 months, how often did your child’s regular dentist listen Never, Sometimes,
carefully to you? Usually, Always

8. Inthe last 12 months, how often did your child’s regular dentist treat you Never, Sometimes,
with courtesy and respect? Usually, Always

10. In the last 12 months, how often did your child’s regular dentist explain Never, Sometimes,
things in a way that was easy for your child to understand? Usually, Always

11. Inthe last 12 months, how often did your child’s regular dentist spend Never, Sometimes,
enough time with your child? Usually, Always

u
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READER'S GUIDE

Composite Measures Response Categories

15. In the last 12 months, how often did the dentists or dental staff do everything
they could to help your child feel as comfortable as possible during his or her
dental work?

Never, Sometimes,
Usually, Always
Never, Sometimes,

16. In the last 12 months, how often did the dentists or dental staff explain what
Usually, Always

they were doing while treating your child?

Access to Dental Care

Never, Sometimes,
Usually, Always

17. In the last 12 months, how often were dental appointments for your child as
soon as you wanted?

. If your child needed to see a dentist right away because of a dental
emergency in the last 12 months, did your child get to see a dentist as soon as
you wanted?

. If you tried to get an appointment for your child with a dentist who
specializes in a particular type of dental care (such as an oral or dental
surgeon) in the last 12 months, how often did you get an appointment for
your child as soon as you wanted?

. In the last 12 months, when your child went to an office or clinic to receive
dental care, how often did you have to spend more than 15 minutes in the
waiting room before your child saw someone for his or her dental
appointment?

. If you had to spend more than 15 minutes in the waiting room before your
child saw someone for his or her appointment, how often did someone tell
you why there was a delay or how long the delay would be?

Definitely Yes, Somewhat Yes,
Somewhat No, Definitely No3-1

Never, Sometimes,
Usually, Always?3-2

Never, Sometimes,
Usually, Always

Never, Sometimes,
Usually, Always

Dental Plan Services

Never, Sometimes,
Usually, Always

23. In the last 12 months, how often did your child’s dental plan cover all of the
services you thought were covered?

24. In the last 12 months, did your child’s dental plan meet all of his or her
dental care needs?

25. In the last 12 months, did your child’s dental plan cover what your child
needed to get done?

Definitely Yes, Somewhat Yes,
Somewhat No, Definitely No

Definitely Yes, Somewhat Yes,
Somewhat No, Definitely No

3-1 “My child did not have a dental emergency in the last 12 months” was also a valid response option for this question.

However, this response option is not assessed as part of this composite (i.e., this response is treated as missing data).
3-2 “I did not try to get an appointment with a specialist dentist for my child in the last 12 months” was also a valid response option for this
question. However, this response option is not assessed as part of this composite (i.e., this response is treated as missing data).

1PressGaney
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READER'S GUIDE

Composite Measures Response Categories

27a.In the last 12 months, how often did the toll- free number, Web site, or
written materials provide the information you wanted about your child's
dental plan? - Toll free number

27b. In the last 12 months, how often did the toll- free number, Web site, or
written materials provide the information you wanted about your child's
dental plan? - Web site

27c. In the last 12 months, how often did the toll- free number, Web site, or
written materials provide the information you wanted about your child's
dental plan? - Written materials

29. Did this information help you find a dentist for your child that you were
happy with?

32. In the last 12 months, how often did customer service at your child’s dental
plan give you the information or help you needed?

33. In the last 12 months, how often did customer service staff at your child’s
dental plan treat you with courtesy and respect?

Never, Sometimes,
Usually, Always

Never, Sometimes,
Usually, Always

Never, Sometimes,
Usually, Always

Definitely Yes, Somewhat Yes,
Somewhat No, Definitely No

Never, Sometimes,
Usually, Always

Never, Sometimes,
Usually, Always

Table 3-4 — Individual Item Measures Question Language

Individual Item Measures Response Categories

Care from Regular Dentist

12. In the last 12 months, how often were you satisfied with the overall care
provided to your child by his or her regular dentist?

Would Recommend Regular Dentist

14. Would you recommend your child’s regular dentistto parents who are
looking for a new dentist for their child?

Would Recommend Dental Plan
35. Using any number from 0 to 10, where 0 is very unlikely and 10 is very

likely, how likely would you be to recommend your child's dental plan to
others?

Never, Sometimes,
Usually, Always

Definitely Yes, Probably Yes,
Probably No, Definitely No

0-10 Scale

1PressGaney
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READER'S GUIDE

How Child Dental Satisfaction Survey Resuits Were Gollected

Sampling Procedures

Press Ganey was provided a list of all eligible child Medicaid members enrolled in LIBERTY Dental Plan in
Los Angeles and Sacramento counties for the sampling frame. A simple random sample of 5,000 child
Medicaid members from two counties, Los Angeles and Sacramento, were selected for inclusion

in the survey. Press Ganey sampled child Medicaid members who met the following criteria:

Must be 20 years or younger and eligible for the California Medicaid dental care program as of
June 30, 2025.

Must have a paid or denied dental claim during the last 12 months of the measurement year
(July 1, 2024 to June 30, 2025).

No more than one member per household was selected as part of the random survey samples.

Survey Protocol

All sampled members were given multiple ways to share their feedback. They could complete a mailed a
copy of the Child Dental Satisfaction Survey or they had the option of taking the survey online by either
scanning a QR code or using the sphsurvey.com website and providing a private username and passcode.
Press Ganey tried to obtain updated addresses by processing sampled members’ addresses through the
United States Postal Service’s National Change of Address (NCOA) system. All parents/caretakers of
sampled child Medicaid members received an English or Spanish version of the survey based on sample
language indicator. All non-respondents received a second survey mailing.

Table 3-5 shows the timeline used in the administration of the Child Dental Satisfaction Survey.

Table 3-5 - Child Dental Satisfaction Survey Timeline

Task Timeline

Send first questionnaire with cover letter to the parent/caretaker of the child 0 davs
member. y
Send a second questionnaire (and letter) to non-respondents 35 days after 35 davs
mailing the first questionnaire. y
Close of survey after mailing the first questionnaire. 115 days
;PreSSGaney ©2025 Press Ganey Associates LLC. All Rights Reserved. a PG Forsta company.
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READER'S GUIDE

How Child Dental Satisfaction Survey Results Were Galculated

Press Ganey developed a scoring approach, based in part on scoring standards devised by the Agency for
Healthcare Research and Quality (AHRQ), the developers of CAHPS, to comprehensively assess member
satisfaction. Press Ganey combined results from Los Angeles and Sacramento counties to calculate the
LIBERTY Dental Plan aggregate scores. This section provides an overview of the analyses performed.

Wiio Responded to the Survey

The response rate was defined as the total number of completed surveys divided by all eligible child
Medicaid members of the sample. Press Ganey considered a survey completed if at least one question was
answered. Eligible child Medicaid members included the entire random sample minus ineligible child
Medicaid members. Ineligible child Medicaid members met at least one of the following criteria: they were
deceased, were invalid (did not meet the eligible population criteria), had a language barrier, or were
unreachable due to bad address information.

Response Rate = Number of Completed Surveys
Random Sample - Ineligibles

Linild Memibber amd Respomdent Demographics

The demographics analysis evaluated demographic information of child Medicaid members and
respondents based on parents’/caretakers’ responses to the surveys. The demographic characteristics of
children included age, gender, race, ethnicity, and dental health status. Self-reported respondent
demographic information included age, gender, level of education, and relationship to the child. Caution
should be exercised when extrapolating the Child Dental Satisfaction Survey results to the entire population
if the respondent population differs significantly from the actual population of the plan.

Ratgs amd Proportions

Press Ganey calculated question summary rates for each global rating and individual item measure, and
global proportions for each composite measure. The scoring of the global ratings, composite measures, and
individual item measures involved assigning top-box responses a score of one, with all other responses
receiving a score of zero. A “top-box” response was defined as follows:

“9” or “10” for the global ratings.
“Always” or “Definitely Yes” for the composite measures and individual item measures.

For each CAHPS measure, responses were also classified into categories, and the proportion (or
percentage) of respondents that fell into each response category was calculated. The following provides a
description of the classification of responses for each measure.

u
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READER'S GUIDE

For the global ratings, responses were classified into three categories:
« Satisfied—9 to 10
« Neutral—7 to 8
« Dissatisfied—0 to 6
For the composite measures, responses were classified into three categories:
« Satisfied—Always or Definitely Yes
« Neutral—Usually or Somewhat Yes
« Dissatisfied—Never/Sometimes or Definitely No/Somewhat No

The exception to this was Question 20 in the Access to Dental Care composite measure, where the
response option scale was reversed so a response of “Never” was considered a top-box response and
classified as Satisfied.

For the individual item measures, responses were classified into three categories:
« Satisfied—Always or Definitely Yes or 9 to 10
« Neutral—Usually or Probably Yes or 7 to 8
« Dissatisfied—Never/Sometimes or Definitely No/Probably No or 0 to 6

Lounty Lomparisons

Press Ganey performed a comparative analysis of the Los Angeles and Sacramento counties’ rates to
identify performance differences in member satisfaction between the two counties. A t-test was
performed to determine whether there were statistically significant differences in rates between the two
counties. This comparative analysis was performed for each of the global ratings, composite measures, and
individual item measures. Statistically significant differences were noted with arrows. If the county
performed statistically significantly higher than the comparative county, this was denoted with an upward
(4) arrow. Conversely, if the county performed statistically significantly lower than the comparative
county, this was denoted with a downward (¥) arrow. -2

Irend Analysis

A trend analysis was performed for the Los Angeles and Sacramento counties’ rates to compare their
current year scores to two years of trend data to determine whether there were significant differences. A
t-test was performed to determine whether results in 2025 were statistically significantly different from
results in 2024 and a similar test was performed to compare 2024 and 2023. Scores that increased
significantly compared to the previous period are noted with upward (&) triangles. Scores that decreased
significantly compared to the previous period are noted with downward (w) triangles. Scores that were
not statistically significantly different from the previous period are not noted with triangles.

12 Caution should be exercised when evaluating county comparisons, given that population, county, and dental plan differences may impact

results.

u
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READER'S GUIDE

Weighting

For purposes of the county comparisons and trend analysis, Press Ganey calculated a weighted score for
LIBERTY Dental Plan’s aggregate. The CAHPS scores for LIBERTY Dental Plan’s aggregate were
weighted based on the total eligible child population for Los Angeles County and Sacramento County.

Key Drivers of Satisfaction Analysis

Press Ganey performed an analysis of key drivers of satisfaction for the Rating of Dental Plan and Would
Recommend Dental Plan measures. The purpose of the key drivers of satisfaction analysis is to help
decision makers identify specific aspects of care/service that will most benefit from QI activities. The
analysis provides information on:

1) The relative importance of the individual issues (correlation to overall satisfaction measure).

Pearson correlation scores are calculated for 21 individual ratings (potential drivers) in relation to ratings
of the overall satisfaction with the care/service provided by the Plan. The correlation coefficients are then
used to establish the relative importance of each driver. The larger the correlation, the more important the
driver.

2) The current levels of performance on each issue break down to percent satisfied [always and usually] or
less than satisfied [sometimes and never].

Those who are currently less than fully satisfied represent the “Room for Improvement,” or those who could
be moved toward satisfaction if the performance on the issue was improved. “Room for Improvement” is
calculated by taking the frequency of respondents who answered “Dissatisfied,” divided by the total
answering the survey (n=302). This approach yields the percentage of the total sample that is affected by an
attribute, allowing comparison across attributes that previously had varying percentage bases.

The information from the Key Driver Analysis can be used by the organization to prioritize and focus its
efforts on those issues that are of higher importance and have lower performance levels.

High Correlation / High Room for Improvement...  CALL TO ACTION. The item is a driver of the overall
measure and a substantial portion of the population is
less than satisfied. If performance can be improved on
this measure, more respondents will be satisfied, and
overall satisfaction should reflect this.

High Correlation / Low Room for Improvement... It is critical to MAINTAIN PERFORMANCE in this
area. The majority is satisfied with the performance,
and the item is clearly related to the overall measure.

Low Correlation / High Room for Improvement... CONSIDER INVESTING effort to improve
performance here. While the issue may have little
bearing on the overall satisfaction, a substantial
portion may be displeased with the performance.

Low Correlation / Low Room for Improvement... NO ACTION REQUIRED in this area. Most are
satisfied and the issue has little bearing on the overall
measure.

1PreSSGaney ©2025 Press Ganey Associates LLC. All Rights Reserved. a PG Forsta company.
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READER'S GUIDE

Limitations and Gautions

The findings presented in this report are subject to some limitations in the survey design, analysis, and
interpretation. LIBERTY Dental Plan should consider these limitations when interpreting or generalizing
the findings.

Non-Response Rate

The experiences of the survey respondent population may be different than that of non-respondents with
respect to their dental care services. Therefore, LIBERTY Dental Plan should consider the potential for
non-response bias when interpreting the Child Dental Satisfaction Survey results.

Lasual Inferences

Although this report examines whether respondents report differences in satisfaction with various aspects
of their child’s dental care experiences, these differences may not be completely attributable to LIBERTY
Dental Plan. The survey by itself does not necessarily reveal the exact cause of these differences.

Lack of National Data for Lomparisons

Currently AHRQ does not collect survey results from the CAHPS Dental Plan Survey; therefore, national
benchmark data were not available for comparisons.

survey Instrument

The Child Dental Satisfaction Survey is a modified version of AHRQ’s CAHPS Dental Plan Survey.
The CAHPS Dental Plan Survey, currently available for the adult population only, was customized for
administration to a child Medicaid population.

u
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Who Responded to the Survey

A total of 5,000 surveys were mailed to parents or caretakers of child Medicaid members enrolled in
LIBERTY Dental Plan. A total of 81 and 221 surveys were completed from Los Angeles County and
Sacramento County, respectively. The Child Dental Satisfaction Survey response rate was defined as the total
number of completed surveys divided by all eligible child Medicaid members of the sample.

Table 4-1 shows the total number of child members sampled, the number of surveys completed, the number
of ineligible child members, and the response rates for the LIBERTY Dental Plan aggregate (i.e., Los Angeles
and Sacramento counties combined), and Los Angeles and Sacramento counties separately.

Table 4-1 - Total Number of Respondents and Response Rates

Aggregate 5,000 302 250 6.36%
Los Angeles County 1,250 81 58 6.80%
Sacramento County 3,750 221 192 6.21%
;PreSSGaney ©2025 Press Ganey Associates LLC. All Rights Reserved. a PG Forsta company.
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RESULTS

Ghild Demopraphics

Table 4-2 depicts the demographic characteristics of children for whom a parent or caretaker completed a
Child Dental Satisfaction Survey for the LIBERTY Dental Plan aggregate, as well as Los Angeles and
Sacramento counties.

Table 4-2 - Child Demographics

ST Los Angeles Sacramento
S Coun Coun
Age

Oto3 59.7% A 50.0% 61.9% A

4to7 6.6% V¥ 10.5% 57% V¥

8to12 14.1% 19.7% 12.9%

13to 17 18.4% 19.7% 18.1%

18 to 21 1.2% 0.0% 1.4%
Gender

Male 51.5% 50.6% 51.7%

Female 48.5% 49.4% 48.3%
Race

Multi-Racial 4.0% 2.9% 4.3%

White 453% A 45.7% 45.2% A&

Black 30 ¥ 4.3% 27% ¥

Asian 25.9% 22.9% 26.6%

Other 21.8% 24.3% 21.3%
Ethnicity

Hispanic 38.6% 53.3% 1 35.1%

Non-Hispanic 61.4% 46.7% 64.9% 1
Dental Health Status

Excellent 19.6% 21.3% 19.2%

Very Good 29.4% 32.5% 28.6%

Good 36.0% 31.3% 37.1%

Fair 10.9% 11.3% 10.8%

Poor 4.1% 3.8% 4.2%

Please note: Percentages may not total 100% due to rounding.

Statistical Significance Note: A /W indicates significant difference from the previous period
Statistical Significance Note: f indicates the county’s score is statistically significantly higher than the comparative county.

$ indicates the county’s score is statistically significantly lower than the comparative county.
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RESULTS

Respondent Demographics

Table 4-3 depicts the age, gender, education, and relationship to child of parents or caretakers who
completed the Child Dental Satisfaction Survey for the LIBERTY Dental Plan aggregate, and Los Angeles and
Sacramento counties.

Table 4-3 - Respondent Demographics

ST Los Angeles Sacramento
SEHEE Coun Coun
Age

Under 18 12.6% 14.1% 12.3%
18 to 24 1.8% 1.3% 1.9%
25to 34 12.5% 11.5% 12.7%
35 to 44 43.7% 34.6% 45.8%
45 to 54 22.9% 28.2% 21.7%
55 to 64 5.2% 5.1% 5.2%
65 or Older 1.3% 5.1% 0.5%
Gender
Male 23.5% 20.5% 24.2%
Female 76.5% 79.5% 75.8%
Education
8th Grade or Less 8.3% 8.2% 8.3%
Some High School 7.2% 6.8% 7.3%
High School Graduate 31.0% 32.9% 30.6%
Some College 23.5% 17.8% 24.9%
College Graduate or More 30.0% 34.2% 29.0%
Relationship
Mother or Father 97.8% A 98.7% 97.6% A
Grandparent 0.8% 0.0% 1.0%
Aunt or Uncle 0.2% 1.3% 0.0%
Legal Guardian 0.8% 0.0% 1.0%
Older Brother or Sister 0.4% 0.0% 0.5%

Please note: Percentages may not total 100% due to rounding.

Statistical Significance Note: A /W indicates significant difference from the previous period

Statistical Significance Note: f indicates the county’s score is statistically significantly higher than the comparative county.

* indicates the county’s score is statistically significantly lower than the comparative county.
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RESULTS

Rates and Proportions

Press Ganey calculated top-box rates (i.e., rates of satisfaction) for each global rating, composite measure,
and individual item measure. The scoring of the global ratings, composite measures, and individual item
measures involved assigning top-level responses a score of one, with all other responses receiving a score
of zero. A “top-box” response was defined as follows:

« “9”or “10” for the global ratings and individual measure Would Recommend Dental Plan.

«  “Always” or “Definitely Yes” for the composite measures and remaining two individual item
measures.

The exception to this was Question 20 in the Access to Dental Care composite measure, where the response
option scale was reversed so a response of “Never” was considered a top-box response and classified as
Satisfied.

After applying this scoring methodology, the percentage of top-level responses was calculated in order to
determine the question summary rates and global proportions. For each measure, responses were also
classified into categories, and the proportion (or percentage) of respondents that fell into each response
category was calculated. Caution should be exercised when interpreting results for those measures with
fewer than 30 respondents. For additional information, please refer to the Rates and Proportions section in
the Reader’s Guide starting on page 3-6.

County Comparisons

In order to identify performance differences in member satisfaction between the two counties, the counties’
top-box rates for each measure were compared to one another using standard tests for statistical
significance. Statistically significant differences are noted in the figures by arrows. If the county performed
statistically significantly higher than the comparative county, this is denoted with an upward (4) arrow.
Conversely, if the county performed statistically significantly lower than the comparative county, this is
denoted with a downward (y) arrow. Caution should be exercised when interpreting results for those
measures with fewer than 30 respondents. 1-2

1-2 Caution should be exercised when evaluating county comparisons, given that population, county, and dental plan differences may impact
results.
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RESULTS

Global Ratings

Parents or caretakers of child Medicaid members were asked to rate various aspects of their child’s
dental care on a scale of 0 to 10, with “0” being the worst and “10” being the best. Figure 4-1 shows the
2025 top-box rates for each of the global ratings for the LIBERTY Dental Plan aggregate, Los Angeles
County, and Sacramento County.

Table 4-1 - Global Ratings: Top-Box Rates

Proportion of Top-Box Responses (Percent)

Rating of All Dental Care

Rating of Dental Plan

Rating of Finding a Dentist

Rating of Regular Dentist

0% 20% 40% 60% 80% 100%

" LIBERTY Dental Plan Aggregate ® | os Angeles County ® Sacramento County

Statistical Significance Note: * indicates the county’s score is statistically significantly higher than the comparative county.

+ indicates the county’s score is statistically significantly lower than the comparative county.
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RESULTS

For each global rating question, responses were classified into one of three response categories:

« Responses of 0 to 6 were classified as
« Responses of 7 to 8 were classified as Neutral
« Responses of 9 to 10 were classified as Satisfied.

Figure 4-2 shows the proportion of respondents for each response category for LIBERTY Dental Plan’s
aggregate scores.

Figure 4-2 - Global Ratings: Proportion of Responses

Proportion of Responses (Percent)

Rating of n =292
All Dental Care

Rating of n =294
Dental Plan

Rating of n =64

Finding a Dentist

Rating of n =265
Regular Dentist

0% 20% 40% 60% 80% 100%
Dissatisfied ® Neutral ® Satisfied
Statistical Significance Note: A /W indicates significant difference from the previous period
;PreSSGaney ©2025 Press Ganey Associates LLC. All Rights Reserved. a PG Forsta company.
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RESULTS

Composite Measures

Parents or caretakers of child Medicaid members were asked to rate various aspects of their child’s
dental care, and responses to these questions were combined to calculate composite measures. A top-box
response of “Never” was used for Question 20 of the Access to Dental Care composite measure. Figure
4-3 shows the 2025 top-box rates for the composite measures for the LIBERTY Dental Plan aggregate,
Los Angeles County, and Sacramento County.

Figure 4-3 - Composite Measures: Top-Box Rates

Proportion of Top-Box Responses (Percent)

Access to Dental Care

Care from
Dentists and Staff

1 73.6%

Dental Plan Services

1 63.1%

0% 20% 40% 60% 80% 100%

WLIBERTY Dental Plan Aggregate B | os Angeles County B Sacramento County

Statistical Significance Note: * indicates the county’s score is statistically significantly higher than the comparative county.

+ indicates the county’s score is statistically significantly lower than the comparative county.

u
1PressGaney ©2025 Press Ganey Associates LLC. All Rights Reserved. a PG Forsta company.

4-7



RESULTS

For each composite measure question, responses were classified into one of three response categories:

« Responses of “Never/Sometimes” or “Definitely No/Somewhat No” were classified as Dissatisfied.

« Responses of “Usually” or “Somewhat Yes” were classified as Neutral.

« Responses of “Always” or “Definitely Yes” were classified as Satisfied, with one exception. A
response of “Never” was classified as Satisfied for Question 20 of the Access to Dental Care
composite measure

Figure 4-4 shows the proportion of respondents for each response category for LIBERTY Dental Plan’s
aggregate scores.

Figure 4-4 - Composite Measures: Proportion of Responses

Proportion of Responses (Percent)

Access to Dental Care

n =294

Care from _
Dentists and Staff - 1&3% n =294
Dental Plan Services 19.2% 21.0% n =294

0% 20% 40% 60% 80% 100%

" Dissatisfied ®™ Neutral ® Satisfied

Statistical Significance Note: A /W indicates significant difference from the previous period
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RESULTS

Individual Item Measures

Parents or caretakers of child Medicaid members were asked three questions to assess their satisfaction
with the overall dental care provided by their child’s regular dentist, and whether they would recommend
their child’s regular dentist or their child’s dental plan to other parents or people. Figure 4-5 shows the
2025 top-box rates for the individual item measures for the LIBERTY Dental Plan aggregate, Los Angeles
County, and Sacramento County.

Figure 4-5 - Individual Item Measures: Top-Box Rates

Proportion of Top-Box (Percent)

Care from
Regular Dentist

Would Recommend
Regular Dentist

Would Recommend
Dental Plan

0% 20% 40% 60% 80% 100%

= LIBERTY Dental Plan Aggregate = | 0s Angeles County ® Sacramento County

Statistical Significance Note: * indicates the county’s score is statistically significantly higher than the comparative county.

+ indicates the county’s score is statistically significantly lower than the comparative county.
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RESULTS

For each individual item measure question, responses were classified into one of three response categories:

« Responses of “Never/Sometimes” or “Definitely No/Somewhat No” or 0 to 6 were classified as

« Responses of “Usually” or “Probably Yes” or 7 to 8 were classified as Neutral
« Responses of “Always” or “Definitely Yes” or 9 to 10 were classified as Satisfied.

Figure 4-6 shows the proportion of respondents for each response category for LIBERTY Dental Plan’s
aggregate scores.

Figure 4-6 - Individual Item Measures: Proportion of Responses

Proportion of Responses (Percent)

Care from Regular Dentist n =264
Would Recommend =264
Regular Dentist n=
Would Recommend
Dental Plan n =291
0% 20% 40% 60% 80% 100%

Dissatisfied ® Neutral B Satisfied

Statistical Significance Note: A\ /W indicates significant difference from the previous period
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RESULTS

Trend Analysis

Statistically significant differences are noted with directional triangles. Scores that increased significantly
compared to the previous period are noted with upward (4) triangles. Scores that decreased significantly
compared to the previous period are noted with downward (wr) triangles. Scores that were not statistically
significantly different from the previous period are not noted with triangles.

Global Ratings

Parents or caretakers of child Medicaid members were asked to rate various aspects of their child’s dental
care on a scale of 0 to 10, with “0” being the worst and “10” being the best.

Rating of All Dental Gare

Figure 4-7 shows the 2023, 2024 and 2025 Rating of All Dental Care top-box rates for the LIBERTY Dental
Plan aggregate, Los Angeles County, and Sacramento County.

Figure 4-7 - Rating of All Dental Care: Top-Box Rates

Proportion of Top-Box (Percent)

LIBERTY Dental Plan Aggregate

Los Angeles County

Sacramento County

0% 20% 40% 60% 80% 100%

=2023 = 2024 = 2025

Statistical Significance Note: 4\ /W indicates significant difference from the previous period
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RESULTS

Rating of Dental Plan

Figure 4-8 shows the 2023, 2024 and 2025 Rating of Dental Plan top-box rates for the LIBERTY Dental Plan
aggregate, Los Angeles County, and Sacramento County.

Figure 4-8 - Rating of Dental Plan: Top-Box Rates

Proportion of Top-Box (Percent)

LIBERTY Dental Plan Aggregate

A 64.7%

Los Angeles County

Sacramento County

A 66.4%
0% 20% 40% 60% 80% 100%
=2023 m2024 m 2025

Statistical Significance Note: A\ /W indicates significant difference from the previous period
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RESULTS

Rating of Finding a Dentist

Figure 4-9 shows the 2023, 2024 and 2025 Rating of Finding a Dentist top-box rates for the LIBERTY Dental
Plan aggregate, Los Angeles County, and Sacramento County.

Figure 4-9 - Rating of Finding a Dentist: Top-Box Rates

Proportion of Top-Box (Percent)

LIBERTY Dental Plan Aggregate

Los Angeles County

Sacramento County

0% 20% 40% 60% 80% 100%

= 2023 u2024 m 2025

Statistical Significance Note: A\ /W indicates significant difference from the previous period

Note: Sample sizes in prior years for Los Angeles County and Sacramento County are small. Caution should be exercised when evaluating
these results.
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RESULTS

Rating of Regular Dentist

Figure 4-10 shows the 2023, 2024 and 2025 Rating of Regular Dentist top-box rates for the LIBERTY Dental
Plan aggregate, Los Angeles County, and Sacramento County.

Figure 4-10 - Rating of Regular Dentist: Top-Box Rates

Proportion of Top-Box (Percent)

LIBERTY Dental Plan Aggregate

Los Angeles County

Sacramento County

0% 20% 40% 60% 80% 100%

12023 52024 2025

Statistical Significance Note: 4\ /W indicates significant difference from the previous period
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RESULTS

Composite Measures

Parents or caretakers of child Medicaid members were asked to rate various aspects of their child’s dental
care, and responses to these questions were combined to calculate composite measures.

Access to Dental Care

Figure 4-11 shows the 2023, 2024 and 2025 Access to Dental Care top-box rates for the LIBERTY Dental
Plan aggregate, Los Angeles County, and Sacramento County.

Figure 4-11 - Access to Dental Care: Top-Box Rates

Proportion of Top-Box (Percent)

LIBERTY Dental Plan Aggregate

Los Angeles County

Sacramento County

0% 20% 40% 60% 80% 100%

22023 m2024 m 2025

Statistical Significance Note: A /W indicates significant difference from the previous period
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RESULTS

Gare from Dentists and Staff

Figure 4-12 shows the 2023, 2024 and 2025 Care from Dentists and Staff top-box rates for the LIBERTY
Dental Plan aggregate, Los Angeles County, and Sacramento County.

Figure 4-12 - Care from Dentists and Staff: Top-Box Rates

Proportion of Top-Box (Percent)

LIBERTY Dental Plan Aggregate

A 71.2%

Los Angeles County

Sacramento County

A 73.6%

0% 20% 40% 60% 80% 100%

= 2023 m2024 m 2025

Statistical Significance Note: M\ /W indicates significant difference from the previous period
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RESULTS

Dental Plan Services

Figure 4-13 shows the 2023, 2024 and 2025 Dental Plan Services top-box rates for the LIBERTY Dental Plan
aggregate, Los Angeles County, and Sacramento County.

Figure 4-13 - Dental Plan Services: Top-Box Rates

Proportion of Top-Box (Percent)

LIBERTY Dental Plan Aggregate

Los Angeles County

Sacramento County

0% 20% 40% 60% 80% 100%

= 2023 m2024 m 2025

Statistical Significance Note: A\ /W indicates significant difference from the previous period
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RESULTS

Individual Item Measures

Parents or caretakers of child Medicaid members were asked three questions to assess their satisfaction
with the overall dental care provided by their child’s regular dentist, and whether they would recommend
their child’s regular dentist or their child’s dental plan to other parents or people.

Care from Regular Dentist

Figure 4-14 shows the 2023, 2024 and 2025 Care from Regular Dentist top-box rates for the LIBERTY
Dental Plan aggregate, Los Angeles County, and Sacramento County.

Figure 4-14 - Care from Regular Dentist: Top-Box Rates

Proportion of Top-Box (Percent)

LIBERTY Dental Plan
Aggregate

Los Angeles County

Sacramento County

0% 20% 40% 60% 80% 100%

= 2023 = 2024 m 2025

Statistical Significance Note: A /W indicates significant difference from the previous period

u
1PressGaney ©2025 Press Ganey Associates LLC. All Rights Reserved. a PG Forsta company.

4-18



RESULTS

Would Recommend Regular Dentist

Figure 4-15 shows the 2023, 2024 and 2025 Would Recommend Regular Dentist top-box rates for the
LIBERTY Dental Plan aggregate, Los Angeles County, and Sacramento County.

Figure 4-15 - Would Recommend Regular Dentist: Top-Box Rates

Proportion of Top-Box (Percent)

LIBERTY Dental Plan Aggregate

Los Angeles County

Sacramento County

0% 20% 40% 60% 80% 100%

12023 m2024 m 2025

Statistical Significance Note: A\ /W indicates significant difference from the previous period
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RESULTS

Would Recommend Dental Plan

Figure 4-16 shows the 2023, 2024 and 2025 Would Recommend Dental Plan top-box rates for the LIBERTY
Dental Plan aggregate, Los Angeles County, and Sacramento County.

Figure 4-16 - Would Recommend Dental Plan: Top-Box Rates

Proportion of Top-Box (Percent)

LIBERTY Dental Plan Aggregate

Los Angeles County

Sacramento County

A 67.1%

0% 20% 40% 60% 80% 100%

= 2023 m2024 m 2025

Statistical Significance Note: A\ /W indicates significant difference from the previous period
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o. Recommendations

Key Drivers of Satisfaction

Press Ganey performed an analysis of key drivers of satisfaction for the Rating of Dental Plan and Would
Recommend Dental Plan measures. The purpose of the key drivers of satisfaction analysis is to help
decision makers identify specific aspects of care/service that will most benefit from QI activities. The
analysis provides information on:

1) The relative importance of the individual issues (correlation to overall satisfaction measure).

Pearson correlation scores are calculated for 21 individual ratings (potential drivers) in relation to ratings
of the overall satisfaction with the care/service provided by the Plan. The correlation coefficients are then
used to establish the relative importance of each driver. The larger the correlation, the more important the
driver.

2) The current levels of performance on each issue break down to percent satisfied [always and usually] or
less than satisfied [sometimes and never].

Those who are currently less than fully satisfied represent the “Room for Improvement,” or those who could
be moved toward satisfaction if the performance on the issue was improved. “Room for Improvement” is
calculated by taking the frequency of respondents who answered “Dissatisfied,” divided by the total
answering the survey (n=302). This approach yields the percentage of the total sample that is affected by an
attribute, allowing comparison across attributes that previously had varying percentage bases.

The information from the Key Driver Analysis can be used by the organization to prioritize and focus its
efforts on those issues that are of higher importance and have lower performance levels.

Table 5-1 - Key Drivers of Satisfaction

High Correlation / High Room for Improvement... CALL TO ACTION. The item is a driver of the overall
measure and a substantial portion of the population is
less than satisfied. If performance can be improved on
this measure, more respondents will be satisfied, and
overall satisfaction should reflect this.

High Correlation / Low Room for Improvement... It is critical to MAINTAIN PERFORMANCE in this area.
The majority is satisfied with the performance, and
the item is clearly related to the overall measure.

Low Correlation / High Room for Improvement... = CONSIDER INVESTING effort to improve performance
here. While the issue may have little bearing on the
overall satisfaction, a substantial portion may be
displeased with the performance.

Low Correlation / Low Room for Improvement... NO ACTION REQUIRED in this area. Most are
satisfied and the issue has little bearing on the overall
measure.

u
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Table 5-2 - Recommendations

Q24 Child's dental plan met all dental needs

Q15 Help your child feel as comfortable as possible during dental work
Q23 Plan covered all of the services you thought were covered

Q25 Plan covered what your child needed to get done

Q19 Get an appointment as soon as you wanted

Q12 Overall care provided by regular dentist

Q16 Explain what they were doing while treating your child

Q17 Were dental appointments as soon as you wanted

Q29 Information helped to find a dentist

Q33 Customer service staff treated you with courtesy and respect

Q32 Customer service gave you the information or help you needed

Q15 Help your child feel as comfortable as possible during dental work
Q24 Child's dental plan met all dental needs

Q23 Plan covered all of the services you thought were covered

Q25 Plan covered what your child needed to get done

Q19 Get an appointment as soon as you wanted

Q16 Explain what they were doing while treating your child

Q12 Overall care provided by regular dentist

Q17 Were dental appointments as soon as you wanted

Q33 Customer service staff treated you with courtesy and respect

Q29 Information helped to find a dentist

Q27C Written materials provide the information about your child's dental plan

RECOMMENDATIONS

CALL TO ACTION
CALL TO ACTION
CALL TO ACTION
CALL TO ACTION
CALL TO ACTION
CALL TO ACTION
CALL TO ACTION
CALL TO ACTION

MAINTAIN PERFORMANCE
MAINTAIN PERFORMANCE
MAINTAIN PERFORMANCE

CALL TO ACTION
CALL TO ACTION
CALL TO ACTION
CALL TO ACTION
CALL TO ACTION
CALL TO ACTION
CALL TO ACTION
CALL TO ACTION

MAINTAIN PERFORMANCE
MAINTAIN PERFORMANCE
MAINTAIN PERFORMANCE
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RECOMMENDATIONS

Table 5-3 - Key Drivers of Rating of Dental Plan

FEEBeERE Room for Improvement

Q29 Information helped to find a dentist 0.618 8%
Q33 Customer service staff treated you with courtesy and respect 0.588 8%
Q24 Child's dental plan met all dental needs 0.587 :__8__4__0/9_:
Q15 Help your child feel as comfortable as possible during dental work 0.582 ::3{0:0/9_:
Q23 Plan covered all of the services you thought were covered 0.573 :__2_62_/0__:
Q25 Plan covered what your child needed to get done 0.558 :__8_{32_/9_:
Q19 Get an appointment as soon as you wanted 0.510 :__3_6_5/2'
Q12 Overall care provided by regular dentist 0.493 :__2__6__%_:
Q16 Explain what they were doing while treating your child 0.492 :_2__7_5/9:
Q17 Were dental appointments as soon as you wanted 0.486 :__5__3_3/9_:
Q32 Customer service gave you the information or help you needed 0.426 13%
Q27C Written materials provide the information about your child's dental plan 0.418 12%
Q18 Your child got to see a dentist as soon as you wanted 0.402 :__2_52_/;:
Q7 Listen carefully to you 0.384 :_5;‘1_/0__:
Q8 Dentist treat you with courtesy and respect 0.370 14%
Q10 Explain things in a way that was easy for your child to understand 0.356 18%
Q27B Web site number provide the information about your child's dental plan 0.355 13%
Q11 Regular dentist spent enough time with your child 0.344 :_é_gf_/g_:
Q27A Toll-free number provide the information about your child's dental plan 0.277 13%
Q6 Explain things in a way that was easy to understand 0.208 :__2_:9_5/9_:
Q21 Did someone tell you why there was a delay or how long it would be 0.183 :_:}_:93_/9_:
Q20 Have to spend more than 15 minutes in the waiting room 0.076 :__6__23_/(1_:

Note: Room for Improvement is calculated by taking the frequency of respondents who answered “Neutral,” or “Dissatisfied,” divided by the

total answering the survey (n=302). This approach yields the percentage of the total sample that is affected by an attribute, allowing

comparison across attributes that previously had varying percentage bases.
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RECOMMENDATIONS

Table 5-4 - Key Drivers of Would Recommend Dental Plan

Would Recommend Dental Plan .
Correlations Room for Improvement

Q15 Help your child feel as comfortable as possible during dental work 0.622 :_3_03/9:
Q33 Customer service staff treated you with courtesy and respect 0.598 8%

Q24 Child's dental plan met all dental needs 0.597 :__8__4_5/9_:
Q23 Plan covered all of the services you thought were covered 0.585 :__2__6_6/9_:
Q29 Information helped to find a dentist 0.562 8%

Q25 Plan covered what your child needed to get done 0.552 :__8__8_5/9_:
Q19 Get an appointment as soon as you wanted 0.551 :__3__0_5/9_:
Q16 Explain what they were doing while treating your child 0.546 :__2___:’/;:
Q12 Overall care provided by regular dentist 0.538 :__2__6_5/9_:
Q17 Were dental appointments as soon as you wanted 0.500 :__5_31_04;:
Q27C Written materials provide the information about your child's dental plan 0.458 12%

Q32 Customer service gave you the information or help you needed 0.446 13%

Q11 Regular dentist spent enough time with your child 0.424 :__3__5_5/9_:
Q18 Your child got to see a dentist as soon as you wanted 0.420 :__2__2__0/_;:
Q7 Listen carefully to you 0.414 :__2__4__0/_0_:
Q8 Dentist treat you with courtesy and respect 0.409 14%

Q10 Explain things in a way that was easy for your child to understand 0.358 18%
Q27B Web site number provide the information about your child's dental plan 0.336 13%
Q27A Toll-free number provide the information about your child's dental plan 0.270 13%
Q6 Explain things in a way that was easy to understand 0.244 :__2__9__0/_(::
Q21 Did someone tell you why there was a delay or how long it would be 0.172 :__4_-_9__0/_0_:
Q20 Have to spend more than 15 minutes in the waiting room 0.090 :__6jZ_:’/1::

Note: Room for Improvement is calculated by taking the frequency of respondents who answered “Neutral,” or “Dissatisfied,” divided by the
total answering the survey (n=302). This approach yields the percentage of the total sample that is affected by an attribute, allowing
comparison across attributes that previously had varying percentage bases.

I
' _ _1=High Room for Improvement
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6. Survey Instrument

This section provides a copy of the Child Dental Satisfaction Survey instrument administered to LIBERTY
Dental Plan child Medicaid members.

u
1Pl‘eSSGaney ©2025 Press Ganey Associates LLC. All Rights Reserved. a PG Forsta company.

6-1



CAHPS" Dental Plan Survey

¢ fAnmwer each queshon by marking the box bo ‘the:
ieft of your answer.

& You e somebmes fold o skip over Some
gueshons in bes sumeey. When this happens you
will see an arrow with a nole Sat f=ls you what

guestion bo answer next, like this:
[] es =% ¥ Yes, Go to Questian 1
1 mo

Persorally identifishie fnformation will ot
e made purhlic and will andy be redessed in
accordaence with federad laws and reguiations.

You may choose fo answer iis survey or Rot
if yow choose mof do, tais will not sfect the

beneffits you get. You may rotice 2 rumber on the

cover of this survey. This rumber is ONLY rsed
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if yow want fo kmow more abowt this stady,
please cafl 1=-800-588- 1655,

1.  Owr reconds show that your child is now in
Libesty Dontal Plan. is that right’®

[ ‘es = ¥ Yes, Go to Question 3
[ He

&  ‘What is the name of your child's dental plan?®

|Please print)

1 inthe last 12 months, did your child go to a
dentist’s office or clinic for care?

|:| Yes

|:| Mo = Iif Mo, please stop and nefurn
this survey in the postage-pard
erveiope. Thank pou.

TULUR CHILD'S REULAR DENTIST

4. & regular dentist is one your child would go

io for check-ups and cleanings or wheen he or
sha has a cavity or tooth pain. Does youwr child

have a reguiar dentist?

[ es
[0 Ho = if No, Go to Guestion 18

1PressGaney

10.

1"

12

LIBERTY

DENTAL PLAN.

Mas your child spen their regular dentist in the
last 12 months?

[0 Yes
[] Ma, mry child has sesn somsone siss
= Go fo Queshon 15
in the last 12 months, how often did youwr
chiid's reguilar dentist explain things abowt

your child’s dental health in a way that was
easy bo understand ¥

[0 mever [0 Ususaily
[ Somesmes O Abwarys

in the last 12 months, how often did youwr
chiid's reguilar dentist listen cansfully to youw?

[ ] Mever [ Uesusalty

] Somesmes [0 Arways

in the last 12 months, how often did youwr
chiid's reguiar dentist treat you with courtesy
and roespock®

[] Hever [0 Ususaity

] Somesmes [0 Arways

Is your child able to talk with his or her
regular dentist about his or her dental
Caney

[0 es

[] o =% ¥ Na, Go to Question 19

in the last 12 months, how often did youwr
chiid's reguiar dentist explain things ina way
that was easy for your child to tnderstand?

[] Hever [0 Ususaity

] Sometmes [0 aways

in the last 12 months, how often did youwr
child’s regular dentist spend onough time
with your child?

[] Hever [0 Uesusalty

] Somesmes [0 Arways

in the last 12 months, how often were you
satisfied with the overall care provided to your
child by his or her regular dentist?

[ Hever [0 Ususally
[0 somesmes O Abwarys
[ M togidil [0 )
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13. Using any mumber from @ to 18, whoene 0 is the 18, i you tried to got an appointment for yowr

waorst regular dentist possibie and 10 is the child with a dentist who specializes in a
best reguiar dentist possible, what number particular type of dental came (swch as an oral
would you use to rate your child®s regular or demtal surgeon) in the last 12 monthes, bow
dentist? often did you get an appointment for ypour
child as s00n as you wanted?
Vorst reguiar Besi reguiar
|:|-:|'|I:|-5-1E55l:|l= sentist ngs-ble [ 1did nat try %2 get an appointment with a
specialist dertist for my child in the l2st
a 1 ¢ 3 4 & & T & 9 10 i manths
OO0 000000O0OO0 [0 Mever [1 Usually
14. Would you recommend youwr child’s reguiar [0 sometimes [ Mways
dentist to parents who are leoking for a new 2. Inthe last 12 months, when your child went
dentist for their child? to an office or clinic to rocsive dental care,
|:| Deefiniety yes |:| Romeshat no how often did you have to spomd more than
16 minuies in the waiting room before
[] Somewtat yes [] Definitely no child saw someone for his or her dental
YOUR CHILD'S DENTAL CARE M appointment?
HE LasT 12 MUONTHS
P U |
Lo far, the guastons an this soneey fave been abood I:l 4-':;-:1:-: WED sualy
yoor child’s regular denis. The next s=f of guestans
asis about any dantal care your chit had in the Last [] Scmetimes (1 sways
12 movths, including denfai care with their regular #. Iif you had to spend more than 16 minuies
genis ar iy someone aiss in the waiting room before your child saw
for his: or her appointmont, how
15, In the lxst 12 months, how often did the someand
dentists or dental sta#f do everything they “‘“““m:?““’f':;;"
could to help your child feel as comfortable as Sy e
possible during his or her dental work? [ mever [ Usuaily
[0 Hever [ usuaily [0 Scmetimes [] Aways
[ Scmetimes [] Abways & Using anmy number from 0 to 10, where 0 is tho
1 Inthe kast 12 months, how ofen did the worst dental care possible and 10 is the besk
jgntists or cental s1aff explain what o dental care possible, what numbser would you
doing whils treat ur chilld usa bo rate all of the dental care your child
. o received in the last 12 months?
h U=ual
L] Never L] Usualy Wiorst dental Best demial
[l Sometimes [1 auways care posuble car= possinks
b 'Ir:;::rl:irur::rTn:‘IT:Hnmnllyml g 1 2 3 4 4 & 7 8 8 N
waniod? ODOO00O00O00o0oO0oo0Oo0Ooao
D Mpar D Usualky TUUR CHILE'S DENTAL PLAN
[0 Scmetimes [ #ways The ped saf of guestions asks about your ohild s dental
18 H your child ] e e i et pian. For these guashons, answer aniy abouf your
away becawse of a dental emergency in the (TERTY SR P
last 12 months, did your child get to see a Zi_. inthe ixst 12 months, how often did your
dentist as s0on as you warnbed? child’s dental plan cover all of the services
[] Wty chid did not have a dental emesgency in you thought were covenod ?
the last 12 months [1 Mever [1 Usually
[0 Defnpsty yes [ Somewhat no [] Scmetimes (] Abways
[ Somewhat yes [ Definitety no 24 Inthe last 12 months, did your child's dental
jplan meet all of his or her demtad cane needs?
[0 Defniely yes [ Somewhat no
|:| Somewhal yes |:| Definiltety no

u
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2 Inthe kst 12 months, did your child's dental 1. Inthe l2=t 12 months, kow often did cestomer

plan cowar what your child needed to goet sorvice at your child's dental plan give you the
done ¥ information or help you necded?
[0 Defnisly yes [ Somewhat no [0 Mewver [ Usually
|:| Somewnal yes |:| Definitely no |:| Somelimes |:| ddways
2 Inthe kst 12 months, did you try to find owt 3. Inibe kst 12 months, how often did cestomer
how youwr child’s dental plan works by calling sorvice staff at your child’s dental plan treat
their todl-free nmber, wisiting their Web site, you with courtesy and respoect ?
or reading prinied materials ¥ I:I Nerver I:I Usually
O es [0 Sometimes [ Abways
[ #o ¥ if Mo, Go to Question 28 34. Using any number from @ to 10, whera 0 is the
27. Inthe last 12 months, how often did the toll- waorst dental plan possible and 10 is the best
free numbser, Web site, or written materials dental plan possible, what numbser would you
provide the information you wanted about use to rate your child's dental plan?
your child's dental plan?
Wiorst dental B dental
i plan possible plan possible
B o g 1 ¢ 3 4 & & T & 9 10
; £ § § 1| 00000000000
¥ 5 I = E 38, Using any number from @ to 10, wheene 0 is
wvory unlikely and 10 is very likely, how likely
a. Tall free numbsr O O O 0O gd would you be to recommend your child's
b. Wt site OO0 0O O dental plan to others?
Wery Unlikely Wery Likely
. Writien
;IMHETD“DDDD g 1 ¢ 3 4 & & T & 9 10
n months, did you use any
Inthe it 12 monhs, diiyouwsesy » | 00O DODOOOOOOD
hedp you find a new dentist for youwr child? ABOUT YOUR CHILD AND YOU
|:| Yo 3&. Ingeneral, kow would you rate the owerall
I:l Ho < If No, Go to Question 31 condition of your child's teeth and gums?
29 Did this information help you find a dentist for [0 Excetent [1 Fair
your child that you were happy with? [J very Good [1 Poor
[0 Cefmpety yes [] Somewhat no [ Gocd
[0 Somewnat yes [ 1 Definitely no 37. What is your child's age?
3. Using any numbeor from 8 to 10, whens 0 is [] Lessthan 1 year oid

axtremely difficult and 10 is extremely easy,
what number would you use to rabe how easy
it was for you to find a dentist for youwr child?

FeEars old | wrrte sj

Extremety oifficul Ewwemely 2asy | a8 15 your child male or female?
a 1 ¥ 3 4 & & T & 9 10 [] Maie
INEREREpEREpERERERE RN [] Female
M. Intbe kst 12 months, did you try to got 3. Is your child of Hispanic or Latino origin or
information or help from cusiomer service at descont?

your child’s dental plan? [J *es, Hispanic or Latino

[] Yes [0 o, Mot Hispanic or Lagno
[ o = if Mo, Go to Guestion 34

u
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40

Whaat i youwr child's raco?
| Please mark ome or morel.

[ wwhiie
[ Biack or Adrican-Amencan
[0 Asan

[0 ™awwe Hawaian or olher Pacific Islander

4&. How did that person help you? {Mank one or

H

Kead the quesbons o me
¥Wote down the answers | gave
dinswered the questions. for me
Translaied e guestians inlo my language

oooon

[0 American Indian or Alaska Native Hedped in some other way

Thank you for participating in cur sursaey!
Plea=o mail the survey back in the enclosed post-
ape-paid, self-addressed reply envelope or send 1o:
Fress Ganey = PO. Box 7313
Sowth Bend, IN 46639-0457
if you have any questions, please cail
1 -B00-588-1&58.

th grade or less

Spme high schood, but did nol graduale
High school graduabe or GED
Some colege or 2-ysar degres
d-year oollege graduate

bore than d=year ooliege degnes
d4. How are you related to the child?
Mother or tather

Grandparent

dsunt or undie

iOidlsr brogher or sisier

Oner relafve

Legal guardian
Someone sse

4% Did somoone help you compilote this sureoy?
[] ‘Yes
[] ™o = Thank yow Please return the

compicied swrvey in the postages
paid envelope.

I

OOO00o0On

. ISERRE]T - ITIED .
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