2009 NATIONAL PAYOR SURVEY
Summary of Key Results

HOSPITAL SURVEY RESULTS

PAYOR IMAGE AND REPUTATION

Aetna

CIGNA

Independent BCBS
Humana

Coventry

BCBS Owned by Anthem
Anthem

United

UNITED IS A STILL CLEAR OUTLIER
AMONG PAYORS
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Contract Negotiations

Reimbursement Rates

Honesty and Candor

Timeliness/Responsiveness

___________________________

+12% OVER 2008 |

Processing/Paying Claims

Denial of Claims

Fixing Claims | +6% OVER 2008 |



HOSPITAL SURVEY RESULTS, continued

Contract Negotiations

(Overall) Aetna Humana United
Reimbursement Rates Aetna Coventry United
Independent .
Honesty and Candor BCBS Aetna United
Timeliness and Independent .
Responsiveness Aetna BCBS United
Processing and Paying Claims Aetna Independent United
BCBS
. . Independent .
Claims Denials Aetna BCBS United
Fixing Claims Aetna Independent United
ixing Clai BCBS i

Independent

Dealing with Hospitals Aetna BCRS United
Paying Hospital Claims Independent Aetna United
ying osp BCBS
Reducing Paperwork for Independent .
Hospitals Aetna T
Reimbursement Rates Coventry CIGNA United




