2. How to Interpret and Use the Marketplace Survey Results

Key Points

This section explains how the results of the Marketplace Survey are presented and suggests ways to use the survey results to
determine where your Marketplace should focus its improvement efforts. It discusses:

The types of information you can find in the report with your Marketplace’s survey results.
Ways to assess the performance of your Marketplace in specific areas.
What you can learn by looking at changes in performance over time.

The Marketplace Survey focuses on major aspects of consumers’ experiences with your Marketplace. The
questions ask consumers to report on their experiences by indicating whether something happened or how often it
happened. They also ask consumers to rate specific aspects of the Marketplace.

For more information about the Marketplace
Survey, see appendix A. For a list of

composite, rating, and single-item measures in

the Marketplace Survey, see exhibit 2.1.

What You Will Find in Your

Marketplace Survey Results
The report you receive with the results of the

Marketplace Survey presents the data in a few

different ways. The purpose of these different

displays of survey scores is to give you a sense

for how well your Marketplace is serving

consumers’ needs and then enable you to look

at detailed scores to hone in on specific
opportunities for improvement.

In your report, you will find the following

results for your survey along with benchmarks

that allow you to gauge your Marketplace’s
performance compared to others:

An overview of your Marketplace’s
scores for the rating and composite
measures.

A breakdown of the scores for each
of the rating and composite
measures as well as for the survey
questions included in each composite
measure.

A ranking of all Marketplaces’
scores for each of the composite and
rating measures.

Rating, Composite, and Single-ltem Measures
in the Marketplace Survey (Exhibit 2.1)

Rating measures are individual survey questions that ask respondents to
assess their experience overall and with specific aspects of the Marketplace.
= Consumers’ rating of the Marketplace.

= Consumers’ willingness to recommend the Marketplace.

= Consumers’ rating of the Marketplace website.

=  Consumers’ rating of the call center.

= Consumers’ rating of in-person assistance.

Composite measures combine multiple survey questions that are related

both statistically and conceptually.
How easily consumers can provide information about family and
income.

= Getting information and help from the website.

= Getting information and help from the call center.

= Getting information and help from in-person assisters.

= How easily consumers can get information to choose a health plan.

= How easily consumers can find out which health plans offer therapeutic
and home health services.

= Getting information in a needed language or format.

Single-item measures are individual survey questions that ask respondents

about specific interactions with the Marketplace, what problems occurred,

and the reasons for consumer’s responses to certain questions.

= How respondents provided or reviewed household information.

=  Reasons why respondents did not get information they needed from
the website.

= Information on the website that was hard to understand.

= Reasons why respondents did not get the information or help they
needed when they called the call center.

= Information from the call center that was hard to understand.

= Reasons why respondents did not get information or help they needed
when meeting with an assister.

= |nformation from assisters that was hard to understand.
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Frequency distributions for single-item measures. Most of these survey questions ask for more than
one response. Your Marketplace can use the results for these questions as well as the questions in the
composite measures to “drill down” into the specifics of consumers’ experiences.

What to Look for in Your Marketplace Survey Results
To identify your Marketplace’s strengths and weaknesses, you can review three related but different scores:

The mean score for each measure. The mean score summarizes the Marketplace’s performance across all
of the response categories for the survey questions.

The score for the percentage of consumers who reported a good or excellent experience in a given
area (i.e., provided a positive response). For example, for questions that ask how frequently something
happened, a good experience would be indicated by a positive response of “always” or “usually.”

The score for the percentage of consumers who reported a poor experience in a given area
(i.e., provided a negative response). For example, for questions that ask how frequently something
happened, a poor experience would be indicated by a response of “never” or “sometimes.”

To determine which aspects of their experience are in need of attention, start by looking for these types of scores:

Significantly lower than the average mean score for the same type of Marketplace. Understanding
how your Marketplace compares to other Marketplaces—particularly those Marketplaces that are similar
to yours—can help you identify your most promising opportunities for improvement. You can use the
report’s summary tables, detailed results, and ranking charts to assess how well your Marketplace
performs relative to the average for the same type of Marketplace.

Significantly lower than the highest achieved scores. Comparing your Marketplace’s performance to
the benchmark score can provide a sense of the level of performance that is feasible and raise the bar on
your Marketplace’s performance. This benchmark is especially useful when your score is already at or
above the average because it provides your Marketplace with a realistic “stretch” goal.

Low in absolute terms. It is important to consider the level of performance on its own and judge for
yourself whether it meets the standard you want for your organization. A score on a survey measure that
is consistent with the average score for similar Marketplaces is not necessarily a good score. If all
Marketplaces have low scores for a particular survey measure, an “average” score is still a poor score.

Over time, your Marketplace will be able to assess whether and how much its performance on the survey is
improving, declining, or staying the same. If you see scores for one or more survey measures declining over a
period of three or more years, you can use this additional piece of information to identify areas for improvement
efforts going forward.

Examining changes in your Marketplace Survey scores from year to year is also an important way to determine

whether the strategies and interventions you have implemented are helping to improve consumers’ experiences.
Some improvement interventions may have a measurable impact fairly quickly, but others will require time to

bear fruit, especially since the vast majority of consumers’ experiences occur over a period of just a few months
each year.
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