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J.D. Power and Associates Reports: 

Humana Ranks Highest in Member Satisfaction among Health Plans in Texas 

For a Second Consecutive Year 

 

WESTLAKE VILLAGE, Calif.: 2 April 2009 — Humana ranks highest in member satisfaction with health plans in 
Texas for a second consecutive year, according to the J.D. Power and Associates 2009 National Health Insurance Plan 
StudySM released today.  
 
Now in its third year, the study measures member satisfaction among 131 health plans in 17 regions throughout the 
United States by examining seven key factors: coverage and benefits; provider choice; information and 
communication; claims processing; statements; customer service; and approval processes. 
 
“Across the industry, satisfaction with health plans remains fairly stable, increasing only slightly compared to 
2008,” said Jim Dougherty, executive director of the healthcare practice at J.D. Power and Associates. “Members 
still tend to be least satisfied with the information and communications they receive from their health plan—the 
third-most-important factor in overall satisfaction. Consequently, improving member communications can go a 
long way in driving higher levels of overall member satisfaction—particularly since only one-third of members 
say they fully understand how their health plans work.” 
 
Humana achieves a score of 733 on a 1,000-point scale in 2009 and performs particularly well in the Texas region 
in four of seven factors: coverage and benefits; provider choice; information and communication; and claims 
processing. Following Humana in the regional rankings are CIGNA (728) and Aetna (719).  
 
The average member satisfaction index score in Texas is 712—equal to the 17-region average. However, overall 
satisfaction among commercial health plan members in the region has improved slightly in 2009, compared with 
2008.  
 
“In this tough economic climate, in which many people have lost jobs and health benefits, even those consumers who 
are currently covered by employer-sponsored health plans are closely examining their individual health plan options, 
including COBRA or high deductible alternatives, some for the first time,” said Dougherty. “At the same time, as 
employers face increased economic pressure, health plans are at risk of losing members as some companies strive to 
cut costs by switching health plans. In light of heightened consumer scrutiny and the increased likelihood of switching, 
many health plans appear to be focusing on member satisfaction more than ever before as a means of retaining 
members.” 
 
The 2009 National Health Insurance Plan Study is based on responses from 33,007 members of commercial health 
plans. There were 1,441 respondents in Texas. For more comprehensive health plan rankings for all 17 U.S. regions or 
to read an article, visit www.jdpower.com. 
 
About J.D. Power and Associates 
Headquartered in Westlake Village, Calif., J.D. Power and Associates is a global marketing information services 
company operating in key business sectors including market research, forecasting, performance improvement, Web 
intelligence and customer satisfaction.  The company’s quality and satisfaction measurements are based on responses 
from millions of consumers annually.  For more information on car reviews and ratings, car insurance, health 



insurance, cell phone ratings, and more, please visit JDPower.com. J.D. Power and Associates is a business unit of 
The McGraw-Hill Companies.  
 
About The McGraw-Hill Companies  
Founded in 1888, The McGraw-Hill Companies (NYSE:  MHP) is a leading global information services provider 
meeting worldwide needs in the financial services, education and business information markets through leading 
brands such as Standard & Poor’s, McGraw-Hill Education, BusinessWeek and J.D. Power and Associates. The 

Corporation has more than 280 offices in 40 countries. Sales in 2008 were $6.4 billion. Additional information is 
available at http://www.mcgraw-hill.com. 
 
Media Relations Contacts:  
Jeff Perlman; Brandware Public Relations; Malibu, Calif.; (310) 589-7749; jperlman@brandwaregroup.com 
John Tews; J.D. Power and Associates; Troy, Mich.; (248) 312-4119; media.relations@jdpa.com 
Syvetril Perryman; J.D. Power and Associates; Westlake Village, Calif.; (805) 418-8103; media.relations@jdpa.com 
 
No advertising or other promotional use can be made of the information in this release without the express prior 
written consent of J.D. Power and Associates. www.jdpower.com/corporate 
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Source: J.D. Power and Associates 2009 National Health Insurance Plan StudySM

J.D. Power and Associates

2009 National Health Insurance Plan StudySM

Member Satisfaction Index Ranking

Texas
(Based on a 1,000-point scale)

Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power and 
Associates as the publisher and the J.D. Power and Associates 2009 National Health Insurance Plan StudySM as the 
source. Rankings are based on numerical scores, and not necessarily on statistical significance. JDPower.com Power 
Circle Ratings™ are derived from consumer ratings in J.D. Power studies. For more information on Power Circle Ratings, 
visit jdpower.com/faqs. No advertising or other promotional use can be made of the information in this release or 
J.D. Power and Associates survey results without the express prior written consent of J.D. Power and Associates. 
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