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].D. Power Reports:
UnitedHealthcare Ranks Highest in Customer Satisfaction with Dental Plan Providers

Dental Plan Coverage and Cost Are the Primary Drivers of Overall Customer Satisfaction

WESTLAKE VILLAGE, Calif.: 20 November 2014 — UnitedHealthcare ranks highest in customer
satisfaction with dental plan providers, performing particularly well in the coverage, cost, communications
and customer service factors, according to the ].D. Power 2014 Dental Plan Satisfaction ReportsM released
today.

The inaugural report measures customer satisfaction with dental plan providers based on five factors (in
order of importance): coverage, cost, communications, customer service and reimbursement. Satisfaction is
calculated on a 1,000-point scale.

KEY FINDINGS

e Among dental plan members who rate overall satisfaction with their dental provider outstanding (10
on a 10-point scale), 84 percent say they “definitely will” choose their current provider in the future,
compared with the report average of 43 percent.

o Among members who rate their overall satisfaction outstanding, the average number of positive
recommendations is 4.2, an increase from the report average of 1.7.

e The most common types of dental care services used in the past year include regular check-ups or
cleaning (86%); X-rays (58%); fillings (32%); and crowns or bridges (18%).

e Communication is important to satisfaction. Across all dental plan providers, 41 percent of members
indicate they have not received any information about their plan from their provider. Overall
satisfaction among those members is 673, which is 50 points below the report average and 116 points
below that among members who did receive some type of information from their provider.

e Overall satisfaction among dental plan members is 723.

“Dental plan members need to fully understand how their plan works,” said Rick Johnson, director of the
healthcare practice at ].D. Power. “When dental plan providers clearly communicate plan details and
benefits to their members, there is a deeper appreciation of the plan value, which fosters an increase in
satisfaction and loyalty metrics.”

Dental Plan Rankings:
UnitedHealthcare (753) ranks highest, followed by Aetna (734).

The 2014 Dental Plan Satisfaction Report is based on responses from 2,640 dental plan members.
The study was fielded from October through November 2014.
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J.D. Power

2014 Dental Plan Satisfaction Report®

Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

JDPower.com
Power Circle Ratings™

590 690 790 8(?0 9?0 for consumers:
UnitedHealthcare _ 753 00000
Humana 728 000
Cigna 726 000
Report Average 723 00
MetLife 705 o0
Guardian 699 PPy
United Concordia 695 PPN

Note: Report average includes dental plan providers that do not meet
report requirements to be ranked individually.

Source: J.D. Power 2014 Dental Plan Satisfaction Reports™

Power Circle Ratings Legend
OOOO® Among the best
OOO®  Better than most
000 About average

( 1 ) The rest

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher and the report from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this

release or J.D. Power survey results without the express prior written consent of J.D. Power.



