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Abstract
Background: Several countries and international organizations have recently developed
conceptual framework and measurement tools for monitoring, measuring and managing
the performance of health system. There is a lack of study identifying similarity and
differences between above issue found in Thailand and other countries.
Methods: We reviewed the current literature to identify the conceptual bases, indicators
and instruments for measuring health system performance from customer perspective.
We also reviewed available generic happiness and satisfaction concepts, theories and
instruments for appropriateness in measuring change in health system performance
from customer perspectives.
Results: Most researchers have developed indicators and instruments measuring
customer perspectives, particularly, satisfaction toward health care quality, equity,
responsive governance etc. or have identified the satisfaction items available from
existing data sources relevant to measuring performance of health care services, which
is only one component of health system. No study employs generic happiness
questionnaires to measuring health system performance from customer perspectives.
Discussion: Analysis of (i) such existing satisfaction tools found in Western and Thai and
(i) the generic happiness tools reveals that one focuses only 4 dimensions of customer
needs while the other covers more dimensions of customer's comprehensive needs. In
addition, these instruments do not include many of the domains identified as being
important in capturing components of health system, such as health outcome,
stewardship, research, health information etc.
Conclusions: There is insufficient resource to comprehensively explore all components
of health system performance from customer perspective. Recommendation for valuing
customer happiness based health system performance is proposed. Longer-term
research should be conducted and might ensure the proper components of health
system where, alongside comprehensive dimensions of customer needs relevant to all
components and levels of happiness and 4 types of health care needs (staying healthy,
getting better, living with illness or disability and end of life) become the core of health
system performance from customer perspective.
Keywords: Health System performance, customer perspective, satisfaction and

happiness
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10. The Gratitude Survey

11. The Grit Survey

12. CAHPS Health Plan Survey 3.0 : Child Medicaid managed care Questionnaire

13. CAHPS Health Plan Survey 3.0 : Child Medicaid Fee for Service questionnaire

14. CAHPS Health Plan Survey 3.0 : Child Commerical questionnaire

15. CAHPS Health Plan Survey 4.0 : Adult Commerical questionaire

16. CAHPS Clinician/Group Surveys: Adult Primary Care Questionnaire

17. CAHPS Clinician/Group Surveys: Child Primary Care Questionnaire
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WUIAR fwaIu TAWAILY Tisn NTALUUIAANH]) Anuuang ade naln asAisznau FEMsWmUINTaL
wuIAn TuAa
Taagl
5. ANNAT BARANS §19999797)3, MUBne Hldiazy a9fala A Tmﬁﬁﬂﬁmﬁmm:ﬁ%ﬁummLmnﬁhwmm’mzw‘luﬁa happiness 1391 Hlaazy

£199997407 (2543) 318M1U3AE
atfuanysnd Tasann9de

“ATTLNUNINAUNFNT R

ANgIUeLlszaTuEe ng”

o °

ANNAIANAUSTILANFANNINER (mind) uazla (heart) § ﬂﬂmzmml,mmwaﬁmmu
(lasting) wazANFANUINGY Aanazuanistlantaen (stage of liberation) flsneann
ANEANYNINIHNIY (suffering) ?ﬁ'\nmnﬁmmnmmiﬁﬂlwﬁwqmiﬁ(pleasure) ﬁﬂnﬂg'&lugﬂ
e I g1 98 ndu @ee AudaAuetremadalunne prafinduausuing
happiness Ua¥ pleasure naldAnnyaeanysdatinaunludaqiiu
nsauAMKAAluNITANEN
1. AnngaresNyEdifluauianteusiarilaaniednide (subjective and value laden) el
ﬁmm@gﬂuma@Lwi%uﬁ”umﬂgﬂuﬁﬂuﬂ?mumazﬁm:"ﬁmuﬁﬁmmﬁaﬂmﬁu Tasennaiiae
arfgarsliTunssesuddudimegitynilumasiideyaduaugues
UAAALAZTNTUA N

2. \ilesannnidaanngadunissndesmidedlundn (subjective measure) fanang

'
o

NIZLAUNINAUNATIA AHE B9 TATINITRIN IMUALRN T LINGNINEATNITIDNAWEU
o o

nezuaunsllgngusinels etslsfiinseuineusiadaanugassndnanguenald

PANNINNADANILFLIENemds

o Ao

Fa@dn luszAuyAraazilsznauianisdaGenia:3de (objective measures) taadlinnuainig

o

snaulafidaiau wu Amnudasadauazanuiuaduiinresgurueiainaindnavieauau

v a o

angrynasn Inadinmuafinduiuduauuazn1sindednide (subjective measures) Teanaiilu
1 P 4 1 wal A o -lilv £ ‘20/ o v ' a a o dll
msuanaANEan a1sund edwlsfiansdensaddnay iiwindaanisdndninzideive
1 -ﬁl ) a al o [ =
ANHNdadareen R aLaunne (LUARALARANULAR9IAN) waznTELEuAEuen

(Fnanga)
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al

WUIAR HWauY U0 | nsauuuldn ANnNg tade naln asAlsznau FENSWRAIINS AL
NBNW/ N N1 wuaAn Tuina Taggll
1. fladedanasie Neese, 2004 | Twmafladed | Aouguiiendesiviladesine  sisanmeluuazniavenyara  dannmadiiidu 6 | Wauwnlumaainuanld
ANNET Aanane dszinndaariu Ae annsAnEAdELszan
AINET 1) tladeni9fmusanng (@umﬂmﬂm) TpuzaANNEALNRNI9NNE NATNNIININLIBY PNANNANANUS
dsnglu AN8Y (Brain Mechanisms) ) asla [n1sgniinfiamieniavizean’a (Abuse) wee i ldsunng
wnun i 4 | wnlald gnnendic (Neglect) AnsrnuzyARNAW (personality) Aneouznsldnalnnisan
(Defense) @131 (Emotion) saviFamanudaLninteanlal nalnnisineuresanla
(Psychological Mechanisms) @) ANNARA (Cognition) 1) WoANTTH (WeANIsNNs1HANS
a a dJ v Y d” = 1 1 a 1 (-7 d’l
@NRR) A) UiunaesyAna T9lAun iaeas [Bureanaus woRnssntesweul/Hiasag
(Parent's behaviour) ANAUBNNITNINLAAA (Relationships) TImansa (Marriage) daAN
Tausen Rawondansia ludaan wazludaiaqiiu unasativayunisdany wnnisaii
o X o . e da X .4 o .
nerulaanludaqiu  wenisalsne Mfsauieuntihnasiiamanisailulaqiiv) a)
= .
ANTNUTBITU
2. tladefiAanuduus | David Liken NlAse n. fu Ndenasayadnnn Tudnwosiiduauaunes (Easy going) Telanwouzluniamdsy | nsAns3delszinmin
AuANEY (1996) in AR lfANANInawardaiin 9. deyaiugiudouyens  (eld aniee ANNANNUE
Wallis 2005 qunman N19eATUlUANANY WAZITALNSANSI) A, WENIINIFN TLAARSBINITTY
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LUIAR

v o

QWU TN

(Y]
ar

WRIUY NN

NFAULUIAR

N1

AMNUNNY iladg naln asrlsznay

A8N1TNRUINTAL

wuaAn Tuna Taggll

3. ANGY

Seligman,
Csikzentmihalyi.(
2000)

ANARFAIN
QRN
19N (Positive

Psychology)

v a o

AnguldFunsfionnld 3 svdu 1oun seaudmade  (Subjective level) seALIYAAA
(Individual level) Lag sTALNGN (group level)
AugYlusAUERIAY (Subjective level) AMNNINAUUNERAFNNTRANANAT AD DA
laqify uazauine a9luanea azuniesands Auagdiuiugy (Subjective Well Being)
= . . , aa o = A a -
puanela (Satisfaction) dauluifilagiu A mgEazuNIedy N1sNYARALIABNTN]
ANNAT UATNITNAANGANAnAE INGANAY (Flow) MuAWINAINsein douluiifewian

HuAINgATUNIEDY MsdAEndy  uaznisnedlanTuudd  daumningalussduyang

(Individual level) TuazunnafaN1aNYAAAETUNANENILAN (Positive individual trait)
Fadsznausiag Auatnnsalunissn Amnunduy neelunnsairepauduiugaenang
yana AuAmNInlunisliesie (Forgiveness) qurstAnans (Aesthetic sensibility) A
NUzUNU (Perseverance) N13aiaassAasivial (Originality) nisiluguesnisallng
(Future mindness) HANAINNINEY (High talent) AMN@ATA (Wisdom) Adugluszsy
) = A o o ~ o A o
Ngu (Group level) azunngaunensnnguanludianataazidudennlsiGeu dpunnieu
v o o . - o XX .. . -
MANTIUIN  HANMNTUHATAU  (Responsibility) walWasanuwazie  (Nurturnance) &

A3EIFTINNNINIUAG (Work Ethic) RAaNeaanis (Tolerance) bl1pas

AINNITRNLATIZATS

WITEUUN

4.

QUNN

ANMHATUAL

Arygle. (2001);
Myers, (1993)

EEST

AINGLAZIURETU (N) YseBNBHATBITTILAININTNTBNNIATTUAZNALENTY
(7) ARNAINITNTBILARA TUNNTANEAILTNNT (A) AIINIBELNAY WATANTENTEY AN

c 4 Ao X
W_uaennin

EEST
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(re)

ar

AMNUNNY tlade naln asrlsznay

AFNITNAIUINTALLUIAR

WUIAR AWaY AW nsau
N WUIAR Tupa 145
N1
5. ANNGT ua | Kirkcaldy, B., Taiwy Wud’]qm@ﬁ'mﬁﬂag"lauﬂizmﬂ‘ﬁlﬁmmmumxuummwﬁ'qqi’m\ﬂumd’]muﬁ Taiwy
ANTTOUSURY Furnham, A. and mmqﬂuizﬁuﬁqmdmﬂﬁmﬁ'mﬁmg"lauﬂixmﬂﬁlﬁmuimuzixumgmmwﬁﬁmdw
FEUUFUNIN Veenhoven, R.
(2005)
6. AINGT/ ulau Tadwu STAUAMNINTIR lueAsINANNNLsT I BB Az Y ARA litayaann 56 Uszine iatian
Ananalaly | (Veenhoven). 1990 fadaiidn ity A angde nazgannan anmaudusuedtszans (Hiesegian | AudunmeaeuEaia
39, (Life AN TuaIANNg ) (Statistical testing)
staisfaction)/
Anagiduiy
/1 (Well being)
7. {laduiid] LASIULLAS & LIANLNY Tadwy ﬂ@fﬁ“ﬂﬁ'ﬁmmﬁmﬁuﬁﬁum’ng"uslw,l,dﬂ@”l.ﬂ Bun Ae vinmenadann (Social skills) | nsmraadaunalniaitagsy
ANNANAUSIL | (Diener & Seligman, ANNINATATzUdNYAAA (Close Interpersonal Ties) Lma'mﬁumgmﬁiﬁ%mmﬁmu ANga tneldanAniAzvinil
ANNET 2002) (Social Support) NM9IMIAN FNRUTTUNFLATHA

(Mediational Analysis)
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WUIAR AWy T nsau AanNuNng tade naln asAlsznau FBNSWAIUINTALUUIAR
Wouu/ N30 WUWIAR Tuna dadgil
N1
8. asftsznevd | Amines (Vicker, Taiwy mﬁﬂi:ﬂ@uﬁ'Lﬁ'm"ﬁmﬁummmﬁ 4 sznis T n) ANAINITDTUNNIMIANINR ANAL AUAPILITINTIUUN
Aeadaeiy 2007) Tui36 (Pleasure) IaennevinAanssusing LL@m@mnmiﬁﬁ@mwLudﬁﬁuz&m@‘lﬁummﬁm
AYNNEY ANTNOININUAN (Positive Emotion) ) mmﬁmmml@"ﬁmm@\i@ WNAALWAY (Flow) ALATELIATY
9% AUTN YFRUBALIN  A) ANNAINITDLIBNNTAWMNAMNUNNEMWTAR LarnTle AN Ty
urasnueslunvnslem gy Aanadeu 9) mmﬁfﬁm’ﬁmmﬂuzﬁ'mmﬁwmwﬁq
ﬁu@lﬂmy
9.03flszneus | EnuaY Taiwy mﬁﬂizﬂ@uﬁ'Lﬁ'm%\iﬁummmﬁ 3 dsens Wun n) ANANNITD INNTUIAINENA ALINAL AUAILATINTTOULN
Aeadasiy (Seligman, 2006) 36 (Pleasure) Iaennsvinfanssusing LL@m@mﬂmiﬁﬁ@mwmmﬁudmmlﬁummﬁm
AINNAT 81910IM9LaN (Positive Emotion) 2) N3ifinAniaAnanaa tWaAWAY (Flow) umsauafa
9% AU YTEUAALEN A) ANAIN1TD TUNIALNANNUNN UTIR LavnTle ANy
waesmaslunsintlsslandlsiudeu Fannday
10. tadei 29884 (Wallis, Taiwy n) a”m:rm:mim\ammmﬁﬁié’@guuﬁuﬂmmmrﬁmuLﬂwﬁ\ﬂ (Unrealistically positive self AUATLATINTTOULN
Aendaeiu 2005) concept) %qﬂnwudmﬂﬂ@ﬂ@juﬁﬁLLmIﬁuﬁmﬂmzﬁu@mﬂaﬂmwuuwm%ﬂmmm
ANGT (Narcissism) et ”ﬂwmzlﬁiuﬁ@miﬁmwmmﬂu;:@'ﬂmy r?”vmmﬂﬁrij%'u%um 7) fadei

Neadesiutsunaesyrns Teilsznausog Wedn unasatiuayun19dIAN (Social supports)
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A1919% 5 Wiauifisuanunang tade asrdsznavaasnnugaainnisansinulusialssmauazludszmalng

asnllsznay 112|3(4|5(6 |7|8|9[10|11 12|13 |14 | 15
1. fladtdauyanasIuIanNIe [y
- vV|iv v v v | v |V |V |V
118U v|iv
o - - v
1.2 TsviTaanulnLnANIanIe v v
1.3 nalnN9MneuLesaNes v v 1vYily
1.4 HQUN WA v
= o X o v v
1.5 AMNIBELNAUW UATAINTETIT89A9NN
Ly v
Wuthaniinau
. v
1.6 278
1.7 nawanmod uargiie
1.8 laifllsArlszansin
2. tladadauyarasuanla Gesanis : VIiYT T
2.1 n9gnvinFenIenig v

2.2 magninFienisanla naslafldunisien
lal4 v
2.3 ANHULYARNATN
2.3.1 yaanaw Tudnwosiiduau v
4 ac -
AuNe°] (Easy going) TN Nz lun a0y v
al yal a o = % °
ANHLATEA AR Aavuiwanariuaimn v
2.4 anwoignisldnalnniedn

2.5 uarnainAINEANAnaD IWARLINAY

'
o

(Flow) TTURNNIAINTLNT

AN
DR N N N

2.6 NNEFUNINAR
2.7 fuinnzquninuazninidulaeniean
s v
813008 ANEN
2.7.1 M4U9N
2.7.1.1 agifiuilugy
2.7.2 N9AL
2.8 lspvizaAnnulnUnAnianla

2.9 nalnnisinanuzesanla (Psychological

Mechanisms)

UNELUR - 1 = Neese (2004) 2 = David Liken (1996) in Wallis 2005 3. Seligman, Csikzentmihalyi, 2000 4 = Arygle,
2001; Myers, 1993) 5. Kirkcaldy, B., Furnham, A. and Veenhoven, R., 2005 6 =ulany (Veenhoven)/ 1990 7 = WREIu
1was & Lranuwiu (Diener & Seligman, 2002) 8 = Vicker, 2007 9 = Lanuui (Seligman, 2006) 10 = Wallis, 2005 11.
LafAR1 TMUA (2549) 12. NINGLNIWAR (2545) 13. uNAA NITENT 14. ANWENITM (2550) 15, aRANS £17999°474

(2543) * a9mdsvnauidsilade = aedisznoui@analn
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A1519% 5 WiFaufisuanunang tase asAlsznavaaianuguannisAneAnuly

ssdszinanazlulszwmalng (se)

asAilsznay 112|3|4|5| 6 |7[8]9]10 | 11|12 | 13 | 14

3. fladadouyARaRIUAINAR v v

(Cognition)

AN N NN

3.1 ARdAULszaLANANLSa
al Yy wd‘ =

3.2 {daya ANFINE LR

3.3 pousiulalunnsudnyilogun v

3.4 @rn wlunngaen v

3.5 WJ’]N@NQ@?ZM@’NPW’]NM(?Q AN

AN

FEINTUAZNNTATEMIN ALY (Self
actualization)

3.6 ANNINTRR

ANRN

3.7 Auianala v
3.8 puana laluTam v
3.9 NNTRANNN

3.10 nsxeslanludd

DR N N N

. dans

311 ANHUENINEIAWBIR IFagUu
X -
TV QU PR IEER

3.12 9¥FUN3ANTN

3.13 8ATNN

3.14 Uty Tam

3.14.1 nannslda e LN

3.15 WlFand

3.16 WAAINTIUN

3.17 dudamnuies

3.18 AYNNARNATNAITA WAZ

A Ay o A aa

nsvperasulun1IALTEAM

3.19 ANNLALARY

3.20 HpnunAnila

uuELUR : 1 = Neese (2004) 2 = David Liken (1996) in Wallis 2005 3. Seligman, Csikzentmihalyi,
2000 4= Arygle, 2001; Myers, 1993) 5. Kirkcaldy, B., Furnham, A. and Veenhoven, R., 2005 6 = ulg
19U (Veenhoven)/ 1990 7 = LASILLAS & LTANLLNL (Diener & Seligman, 2002) 8 = Vicker, 2007 9 = 1@
NUNU (Seligman, 2006) 10 = Wallis, 2005 11. lAAAAY TUA (2549) 12. NINAINIWAR (2545)

13. UWNAA NIIEUNT 14, ANV (2550) 15. afdns 139997474 (2543)

* gaAlsynaudilade = agflsznaui@analn
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a a o < = a
A1919N 5 L‘].F;‘EIUL‘VIE]'UP]’J’]&IMN’]E] {laqs ’PNﬂﬂizﬂ’rl‘u‘ll’ﬂ\'iﬂ'J’]Nq“ll'Q’]ﬂﬂ’]iﬁﬂH’]VIWU

lussdszmauazludszinalna (fe)

=y
N

asAllsznau 3 415| 6 71 8 9 10 11 12 | 13 14 15

4. fladadauypraiiung Ainssu v| v v | v
ANENIW ANATNNTD
4.1 waAnssunsldansiania
4.2 AnEnniias iR ALLeS
4.3 A NANTD TUNNIINAIY
manmALlLTIR Inansvin
AANIINFN) LATHARINNNGIA
ﬁ@mmmmﬁuzﬁw@iﬁmm&u
ifiAansunInIsLan v
4.4 RANHULNILIN (Positive
individual trait) Fatlsznavdas
4.4.1 pruanunsnlunigin

4.4.2 pyundmnmy

AN NN

4.4.3 Finuzlunnsaine
ANANTUSITUNdNYARR
4.4.4 pouaunsnunsli v
asitl (Forgiveness)
4.4.5 guraAERS
(Aesthetic sensibility)
4.4.6 AEAUTLNLTY v
(Perseverance)
447 meadeassd Adlal
(Originality)
4.4.8 maluguesnisallng
(Future mindness) v v
4.4.9 {A2UAWN0GS (High
talent) v v
4.4.10 AN2a1A (Wisdom)
4.5 sl lddneuziAuans v
pueslunsinleglanildiiu
dapn Auondes v
4.6 ANANNTD TUNNIAUNY

v

aa
AMNUNNE lWTIR

uN1eLueE - 1 = Neese (2004) 2 = David Liken (1996) in Wallis 2005 3. Seligman, Csikzentmihalyi, 2000 4 = Arygle, 2001;
Myers, 1993) 5. Kirkcaldy, B., Furnham, A. and Veenhoven, R., 2005 6 = Fulaou (Veenhoven)/ 1990 7 = ASILURS & IANLNY
(Diener & Seligman, 2002) 8 = Vicker, 2007 9 = [aNLNY (Seligman, 2006) 10 = Wallis, 2005

11, NINGINIWAR (2545) 12. UNARK NITEUNT 13, AN (2550) 14. eRdvia £19999°404 (2543)

* gaddsznauid@eilady * aadUsznauidenaln
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a a o < = a
A199N 5 Lﬂ?iﬂULVIEI'iJﬂ’J’]NMN"IEI ia]s ’PNﬂﬂ‘i:ﬂ’rl‘u‘ll’r]@ﬂQ’]N'Z!“II'Q’]ﬂﬂ’]iﬁﬂH’]VIWU

lussdszmauazludszinalna (de)

AMNNNNE 1A 11 2 |3|4|5| 6 |7] 8| 9 |10] 11|12 | 13| 14| 15
asrdsznay

4.7 P HaNT0 N3 EuE v
= v

WAZADINNNNT TS

4.8 AMNANNNIONATLIIG
AINANFAFTNANINANANNE

4.9 manauananlalad
1lse@nsnn

4.10 A NaIN190 Tunisudle

Ty iiaTuludam

AN N NN

4.11 ANHUENIANLTEY
FamzanTis

4.12 n1371a1919

5. fladeiiAtadaaiuiFunaes
yAna Selsznandag
5.1 Auatnsalungld
JinHeNNAIAN (Social skills)*
5.2 pulnddinsenineyana
(Close Interpersonal Ties)**
5.3 WWAATLAYUN AN YV v v v
(Social supports)**

5.4 WAEULARUAN v

ATALATY vlv

= >

5.5 WAL ARAGDY
LG

Y o a X0 am
(ammnisaininawluinly
A9t uwazmANIIRIRIe] 7 v
Antuneuntinfiaziiamenisnl
Tntlaquiugineag)

=

o=, dld 0 '
5.6 WMANTUTINNHAFD

AN
AN
<

amla

P
1o

5.7 Waudgiaeag [EAunee
wsl WoAnITNTIBIND U/ ALY
(Parent’s behaviour)]

5.8 @dnansa ATALIATIDLEY

uN1eLue - 1 = Neese (2004) 2 = David Liken (1996) in Wallis 2005 3. Seligman, Csikzentmihalyi, 2000 4 = Arygle, 2001;
Myers, 1993) 5. Kirkcaldy, B., Furnham, A. and Veenhoven, R., 2005 6 = 2ulaiiu (Veenhoven)/ 1990 7= Lagiues & AN
(Diener & Seligman, 2002) 8 = Vicker, 2007 9 = [aNLNY (Seligman, 2006) 10 = Wallis, 2005 11. ﬂiuzgmmw?m (2545)

12. UNAA N33 13. AAIWRILE (2550) 14. BRGNS 513993797Q (2543)

* geAtlsrnauidatiadey  asflsznaui@analn
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m919h 5 ulFaufiauadavang dade asddsznaurasanugranmsanmiinulusilszmauazludlszmalne (se)

s I3
ANnuuNng laqe asAilsznay

-

2

3

4

5

6

7

8

9

10

1"

12

13

14

5.9 fuiusNNszdWYAAA (Relationships)

5.9.1 ANuduRusluAsauAia

5.9.2 duiusnnszud g Wiisnag
NWAMUFLNN (5.9.2.1 inwelun1eduiusnn
TENINLYAARA nsdeans (5.9.2.1.1 Fulaedng
fila 59212 adunedayaetrafaian)

5.10 dapd

5.10.1 mimmmmmu‘l,wqmwﬁﬁn
aNAE

5.10.2 guauduuda (ﬁ'ﬁmuvad)

5.10.3 nguanludianenaazidudeny
TsaBeu Fapnivine FapnFguna Apanu
FunaTal (Responsibility) Baasefuuaiy
(Nurturnance) F1a3818530n19%19URA (Work
Ethic) FAnHeANY (Tolerance)

5.10.3 Hdousanludanu
5.10.4 Aawenndrelunisdfisnanag
5.10.5 S2ULQUNN
5.10.5.1 ANITNULITUUGININYES
Uszmeag luszAug
5.10.5.2 YsANBNATITELUG TN N
%wmmrﬁgua:mm@ﬂmu
5.10.5.3 STULLENTGUNNUAY
ATUNINNNTLENIGTNN
5.10.4.3.1 40 1ULTNNT4INN
5.10.4.3.2 Annuanndelunng
e (1Bn1sgniBu AuazAaNaLe laniise
DN EEH] LqmﬁﬁmLﬁm"uﬁmﬂuﬂaﬁﬂ)
5.10.4.3.3 31AATLINNT naln
n3tnsy dsziuganimaseuAgy
5.10.4.3.4 ANNUIARANN
BN
5.10.4.3.5 gunsalsneiinglu
ARUN (Clinic Tangibles)
5.10.4.3.6 AnUAINNIIMALLA

293 WiLsng

v

ANAN

uN1ELUe - 1 = Neese (2004)

2 = David Liken (1996) in Wallis 2005 3. Seligman, Csikzentmihalyi, 2000 4 = Arygle, 2001;

Myers, 1993) 5. Kirkcaldy, B., Furnham, A. and Veenhoven, R., 2005 6 = Aulaou (Veenhoven)/ 1990 7 = LPLILUDS & LANLNL

(Diener & Seligman, 2002) 8 = Vicker, 2007 9 = L1aNWNY (Seligman, 2006) 10 = Wallis, 2005 11. NTNGININAR (2545) 12. UNAR

N3304N1 13. aNINBNI (2550) 14. ﬂﬁ%mfﬁﬁimmm@ (2543)

* gaAtlsrnauidatiade = aeddszneauidanaln
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A19199 5 iEauifieuanuuang fade asrdsznaurasanugrainmsanuinuluslssmauazludszndlng (se)

s I3
ANnuuNng laqe asailsznay

1

2

3

4

5

6

7

8

9

10

1"

12

13

14

15

5.10.4.3.7 flruinslfanetrana e
5.10.4.3.8 mﬂﬁi"umi@l,l,afaﬂ'ﬁwiﬂl,ﬁm
5.10.4.3.9 ﬂwﬁ&muwmum%@gﬁ"qiﬂ
”Luﬁuﬁifmﬁqﬁﬂmuqmmmmqmmwwﬁ
(Availability of resourcesl)
5.10.4.3.10 ”Lﬁ%’umm?m?ﬁmm:ﬁuqﬁ
NS ARIUBTIN
5.10.4.3.11 {lan1alunisldzunisiiznag
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2 = David Liken (1996) in Wallis 2005 3. Seligman, Csikzentmihalyi, 2000 4= Arygle, 2001;
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(The Measurement of Health System Performance/ Health Performance)
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N7UsTidiuedAlsENaLNIINUALITNIININAIUGINN  (Health care/services) Fanadily
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HEALTH STATUS

How healthy are Canadians?

Health Conditions) (Human Functiong ( Well-being ) ( Deaths )

These are known to affect our health, and in some cases, when and how we

Health Behaviours) @ing & Working Conditi@ (Personal Resourc@ @nvironmental Fact@

[ NON-MEDICAL DETERMINANTS OF HEALTH

HEALTH SYSTEM PERFORMANCE \

How healthy is the health care system?

( Acceptability ) ( Accessibility ) (Appropriateness) ( Competence )

( Continuity ) ( Effectiveness ) ( Efficiency ) ( Safety )
N /

COMMUNITY AND HEALTH SYSTEM CHARACTERISTICS

These provide useful contextual information but are not direct measures of health status or of the quality

( Community ) ( Health system ) ( Resources ) '

[ % [

WHUNTWA 1 NFRLUUIARANIINUEITILAIN TN Ng e lunsaLuudAnfT T fw

zgmmwmmﬂ@zmmmmm (Canada’s health indicators framework)

CcC o m

_|
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Health

How healthy are the citizens of OECD member countries?

Health Conditions Human Function and Quality Life Expectancy and Well- Mortality

of Life being

I

o
Non-healthcare determinants of health

What are the non-health care factors that influence health and, occasionally, how and when care is accessed?

Health Personal of Socio-economic Physical Environment
Behaviors and Host Resources Conditions and
ﬁ Lifestyles Environment

HEALTHCARE SYSTEM PERFORMANCE

How does| P health system perform? What is the level of quality of care across the range of patient care needs? What does this

performance cost?

Dimensions of Healthcare Performance

Quality Access Cost/

Healthcare Expenditure

Needs Effectiveness Safety Responsiveness/ Accessibility

Patient-centeredness

Staying healthy

Getting better

Living with
illness or

disability

Coping with end-

of-life

A

Efficiency

Macro-and micro-economic

\ 4

Health system design, policy and context
What are the important policy design and contextual aspects that may be specific to

Each health system and which may be useful for interpreting the quality of its healthcare?

Other determinants of performance Health System Delivery Features

(e.g. country capacity)

o/ % & o

WHUAINT 2 NIALILUIARTATINNIWEN LN AN TTAANUATUN T NTBIBIANIN1TRENUUAY
mméfmﬁwwé’mmmgﬁ@ [Conceptual framework for Organization for Economic

Cooperation and Development Health Quality Indicator (HCQI) Project]




daullsznauAuMIWMTULAEUN N

(Component of health care quality)

AINABINITAIUNIG
AUAFUNN

(Health care needs)

UseANBua

(Effectiveness)

Uaanns
(Safety)

LINN

(Timeliness)

gmA2N
ARINIsHLlaE
[~ o
Wudugnang

(Patient

centeredness)

AelATsqanINEUA

(Staying healthy)

mgaINANLaLLIRE

(Getting better)

nsagjiulsavizanax

a

WN19(Living with illness

or disability)

n1sgualutaegavineues

T3, (End of life care)

MR 3 LAAINIBLILUIARAANITOULITLLAININUUIT RSN

fxn: US Department of Health and Human Services. US National Healthcare Quality Report, 2005.

(Rockwille, MD: Agency for Healthcare Research and Quality). January 2006.
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flovedanuuas
TAUUTITU
(Socio-cultural

Faadau
(Social environment)

Factors)

= v o I — >
danadenluluan

m3gniiiie/ neaia
(Abuse, Neglect)

(Early environment)

\ 4
A -
YAANNIN
- 9 5 (Personality)
NHANTTUVOIHLAEIER

(Parents behaviour) ™

na'lpnedn

(defences)

A71AA (Cognition)

Huvoanouy

(Parents’

215181 (Emotion)

Genes)

Buvesyana

»
»

(Subject’s
Genes)

WHUNWA 4 tladauaznalniidinasassAuanug

msldmsianaa
(Substance
Abuse)

U (Work)/
FInauge (Marriage)

v o

VAU INTENI
ynna

(relatipnships)

h 4

omsAnlnaneanls
U
(Other mental

TsanSee1ms

Aalnaniane

(medical)

UHAEIUAYUNI
d9nu (Social
Support)

mamsalEnag i
a =S
INAYU
(Life Events and
Situations)

A 4

mgMIaiA e ARATY
Aounthiiaziia
o o
mamsal luilegiiu
(Previous episodes)
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ANNYY
(Well-being)

nalnvesdnle
(Psychological

Mechanisms)

\

v

nalnveaneq
(Brain
Mechanisms)
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3a ﬁﬁmumazﬂﬁ NTAULUIRANE 1) fauilsfism (Subscales) AFNITNWAIUILLLUFALAN sTAU
LUURAUDNN NENUN
1. ALY Ann1TTunNNg {lerey 1. Usv@nsea (effective) 1. AUHA (Domain) M lunn3va ADULITNININANY
Uszidliuszuy | nsunneuieTnf 2. Uaansie (safe) 3. Auwin | 2. wummmuﬂiuﬁuﬁﬁ@fg Tne/@eann 4UNN (Health care
4UNNUAZE | BLEN (Institute of \izn(equitable) uﬁ”ﬂﬁmﬁqﬂiﬁnﬁﬁié’%umm@nLmugmﬁ”m service)
Wu3n1mne | Medicine of the 4. Us=@nsnn (efficient) AN3sde1ATNN9348 (Strong scientific
AUNINAIN National 5. HAANABINITUD evidence base)
HUNDITA Academies)/ 2005 giuuTniadlugudnan 3. @”mﬂi:i;uLﬁﬂmummmmﬁmﬁmm
gFuLianag (Patient- SRR TR HPE TR (major stakeholder
(Consumer centered) groups)
Assessment 6. 7x8Iz10a (timely) 4. nsdunwnisnengy (Focus groups) Al

of health care
providers and
system/

CAHPS)/

1 A Yo a
gilevragiuLisnig

5. ATAILANNYNARILATANNYTETE




AISNN 7 LATBINA/MLURAUINNNLITRINUNMTUSEIHUANSTAULTELUFUNIWANLAINNISNUNIVANETST buAeLsEna (1)

Ta JWRIuILaLn NTAULUIRANE 1) AalsNam (Subscales) AFNITNAIUINTAULUIARA/ LULFDUDN sTAU
WULFaUDNN WRIWN

U o/ é’v 6 o lﬂl o/ [ U a ‘dl v 1 1
2. NANATTA | BIANINIIWENLN UsngIUEUNINT 2 | NHARWENIAIUGININ (health 1. NUNINTELLNAAT T I 4 Uszina TawA naNiszina
ADUNINTBY WAZANNFINED improvement/ outcomes) BTN UWAWIAN BN BOALANAE UAZEN 3
FLULNTAUA | NNAULATIETA 2. NNIABLALBIAMNABIN asAnsszAulan (89ANT /European Community

QUMW LA
Ala(Health
Care Quality
Indicators

(Hecal)

(The Organization
for Economic Co-
Operation and
Development

/OECD)/2006

(Responsiveness)
ﬂ.ﬂQWNLﬁ’WLﬁHNﬁﬁuN@ﬁWﬁVlN
g0 N3dTeaNNILENNg uas
N197RU [equity (of health
outcomes, access and finance
respectively)]

4. Use@nsnw [Efficiency (both
macroeconomic and

microeconomic)]

Health

Indicators/ECHI, fA9ANT Commonwealth fund,
29ANg augelan (WHO)

2. AATEiNArlss I UANI IO ULURITELIL
R/UNIN (Health performance framework/
Health System performance framework)iﬁﬂ
ANTTNULIAINNIYUAGUNN (Health care
performance framework)

3. dszguilsnenAugunussAua A

4. WATIZANTALLUIAR
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A91aR 7 AFasiia/uuusaunuiRgadasiunsssfuanssouzsTuLgIAMWAN LN AsUMIuLananslusnaszng (1)
ia Q’”ﬁumu,az?]ﬁ NTAUUUIAANT 1] fauils?ism (Subscales) AFMINRIUILLLFALAN SEAL
wUUKAUAIN WU
3.W13 (PATH) | aeAnnsaunsle famG;uﬁwummiﬁwu’miauLLuqﬁmﬁmiﬁmum {dsz@nana (Clinical Tunaunsring 2 NANAD NGNITULATHEN Tl
an (WHO) LﬂmmmJm@muu‘?‘m@@mmwﬁlaﬁ%ﬂwm 3 effectiveness) (Research and development tasks) WATNGNLITNT 15

sznnsdiaeiu An

1. qsumwﬁ'%u (improving health)

2. MSRNIZAUNSMRLALEIABANNATANTITDS
K3U13019 (enhancing its responsiveness to the
expectations of the population) @

3. nanszaRuluszuuganwesailuas
(Assuring fairness of financial contribution)
Faanniiwiane 3 ﬂatmu‘&u%ﬂnméﬂmuLLmﬁm
’Luma‘ﬂi:Lﬁuau?mumzuummw%‘qmmm
auunléidu 5 U5 Ae

1. mmu:zgﬂmwimmfa?{ﬂ (Average health status)
2. NINTTANLILULLTNIN AU UNINDE
v%aﬁxmﬂ'vmﬂfojuﬂizmm

3. NNIABLAUBIAIINABINIUBILFLILENS
{pe199% (The overall level of responsiveness)
[ANLANTN (Respects for person) n"3EiRANIN
Aeen19redyFuLETNaluAueinans (Client

Orientation)]

UAlsc@nSnw (Efficiency)
JAyAaINT (Staff Orientation)
UAS7TNNALNA (Responsive
Governance)

uRlaansie (Safety)

aasf % vy
Nmmmmmmmmﬂ\igﬂfm
uguenans (Patient-

Centredness)

(Service tasks)

1. WARINTaLWUIARTAE

[
v o

1.1 nunauesAprNiuaznguifinaadesiunsey
WWIAA UATANITOULIBNADIULTNNIA UG NN

1.2 '%”mmiﬂizﬂ;uL%aﬂﬁu"ﬁmiﬁmmxéﬁmmzy
FewmLNsatAATIBsRIRANY NANFIULT
Uszansf uuarAnaevesAnisewndelan uaz
Uszaunsnfuasdiduamoy

1.3 Anmziultnerasesinisaundelan
Aendesiuaussousassaninimneganin
2. zﬁﬁiq@ﬁqéimmmmu:m%ﬁuaglu 20 Uszina

3. AUUALNETN Il uN191 i Wi T wazilziiiu

2
o

sintdm TaelfinAtin Nominal group
coa L Xy
4. ARLAANAITIA
5. W unadelfiiRnng Nsenmdesiunsey
WWAAR

6. ATAFALIANNYNABITUHE AT IATNATNS
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in HWMUIULALL] NSALUUIAANT LY FuilsNim (Subscales) AEMINBMUILLLFRLDIN sTAU
wULAALAN Ao
3.018 (PATH) | @9Ann9euslel | 4. N1INIAUNITABLAUBIAINABINTTR

GR) Tan (WHO) | &Furiinsviatlszingl (The Distribution of

responsiveness within the population)

5. miﬂimwlﬁusluizuuzwmwaﬂ'wﬁqﬁa (The
Distribution of the health system’s financial
burden within the population)

e luusaziimiumuinamauisoreluil @
1s2@nsua (Clinical effectiveness)

- 1) Rationale of professionals/ {7
tse@nEnw (Efficiency) - mqwﬁ Internal
resource model and resource acquisition
model/ - Nq%{) Human Relation model/ #fgss
u1ALa (Responsive Governance) -

Vli]i:hﬁ Strategic Constituencies and social
legitimacy models/ {faansie (Safety) -nwd)
Fault-driven model / ARfinANNFRIN1T184
glefluAudnans (Patient-Centredness) -
wqwﬁ Rationale of patient experience and

patient satisfaction]
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T HWBHUA NTAULUIAAN 1) AUsNIm (Subscales) AFNSWAULLLFERUDNN LAU
aypal a a a
WULRALDIN uaziln wuuilseiiiuy lanznlssiiuannyunag
WeuN ANY5ULENS

4 yatuluGesiifaesnsgua | 1. N198AAMNEBINNITEY 1. AHRQ uaz I0M ndyaundoniulunisimuinsauueasanaz ldlulasanis Uszine

W = = Y - p 4o wd o =
wndauauann | AHRQUAT | (i dez@niua aau giheidurudnan 2. ApAeAMENITNNTg 14 i dadugdeaamay lussAuuiauinFes AnnnuaznisUsviiu
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Pued (Self- | AIANINNIRUAgLNINTIRE TaeTy gnde Andaiau Tnevianig Tdwunns
Report) TspszuuadunsAunug Aunendiuunguiugiuninig ZERRTGM
2. mmtﬁlm (Cronbach’s Alpha) @mm‘wﬁu
dszansine
(gl

NIANUIN 9.)
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o

Fauvusauon wasy dszinnaas TnguszatAraLLLRaLATN faulsisn (Subscales) NIRTIAEaL AU | Atiusse/ nng
Wea wuugauaIN ATUNIN a8 nsIARaL
AN ANINAL
dszannslng
1. Emotions igpauseuauwes | Ussiliuseduinainge (Subjective level) ﬁLﬁm'%uluﬂwﬁuﬁ ANBIUA1TNITDIAINGD ANNATY AN 24n | Aeduasy Tlsvy
questionnaires VEG (Self-Report) Lﬁﬂ’]‘ﬁmﬁ'ﬁm'}’lumammauﬁua (Affective evaluation) L‘17‘1|?;|x1 (Cronbach’s J1in1ImIIagal
Fordyce Happiness Alpha, Test-retest (ﬂi’m{ﬂu
measure, Fordyce (1988) reliability) NIANUIN 9.)
2. General Happiness gpauseuaues | desiiuszdumnugulnaningu szAUANgT AN NN Jldszy 44 | Aeafuasy laisy
Scale, Lyumbomirsky & (Self-Report) JHAIRIIRgaL
Lepper (1999)
3. PANAS questionnaire, IR RaLTIENLALLEY ﬂi:l,ﬁuigﬁummaiﬁﬁmm@ﬁuﬁ'ﬁumwm (Subjective ANBnIzU99ANEEN (Feelings) Jlaszy 204 | ferTuasy laiswy
Watson, Tellegen (1998) (Self-Report) level) ‘ﬁlLﬁm?ﬁusLuﬁmgﬁu AR daTuANUINE ANALELA uazasund (emotions) Fng7) 7 JinNTmIaaaL
Findn

4. Optimism test, Tgnavuseuaues | dssiiuanugalussAu (Subjective level) luiFreeunAnd asueslanluwdd (Optimism) Aldszy 324 | Hetuasy ldszy
Seligman (2002) (Self-Report) Rendasunisueslanluua (Optimism) JinNTmIaaaL
5. Transgression Wieunanuaues | Ussiiuprugaluszduyaea (ndividual level) ifeadesi nsledie [lefse 124a | Faduasy luiszy
Motivation Questionnaire, (Self-Report) N3 e J1in1ImIIagal
Mc Cullough (2002)
6. The five-items Wieununuaues | Ussiluprugaluszsu (Subjective level) lufiRzasesini Auanalaludie Tlefse 54n | Heduasy Tlsvy
Satisfaction with life scale, (Self-Report) Rendeaiy anuitanelaludin J1in1ImIIagal

Diener (2002)
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Feuwuugauany TRETER dszinnaag TngussatATRILLLRALANN fauilsNan (Subscales) NSATIARAL AU | AAUUe3se/ N9
HULFAUAN ATUNIN aa MnsIARaL
AN ANINAL
dszanslng

7. Authentic Happiness Wineuneny | UssiuszAuaugaia 3 B [AnamAnmandus ANHINAAWAUEUR (Pleasant life) Jldazy 24 4 | fAerTuasy laiszy
Inventory, Peterson, 2005 LA (Self-Report) | (Pleasant life) mﬂﬁmmmiﬁﬂ@m’@ LNARLNAL (Flow) mﬂﬁmmmiﬁmm‘@ LNAALWAL J3n19m9IaaaL

AUReTirn&ansern (the engage life) AMNVNNe TR (Flow) FURAIRINITI (the

(The meaning life)] engage life) ANMENe luTAm (The

meaning life)]

8. Via Signature Strengths Wifpeuseany | dsziliussiuaanuglusziuyana (Individual level) T szAUANG T IUNRIBIAN UL 24 Hldszy 240 48 | Haruasy ldszy
Questionnaire, Seligman & ALLEN (Self-Report) | AFU8SANHTULIAL dsenn J3inNTmIaaaL
Peterson, 2002
9. Brief strength test, Peterson Wifpeuseny | dsziliussiuanugluszAuyana (Individual level) Tu szAUANG L UNRIBIAN UL 24 Hldszy 204 | Havueasy ldssy
(2007) ALY (Self-Report) | AFU8IANEULLAL Usenn JHnnsmaaaan
10. Via Signature Strengths Wigmousanu | dsunilusziumnnugalusziuyapaaniziin 8-17 1 seiumNgeluifvesdnEnzAy fldsey 54n | Heduasy Tlsvy
Survey for children, Park (2003) | muias (Self-Report) | (Individual level) TufiRaasdnenizia J1in1ImIIagaL
11. Gratitude survey, Wipeusmoanu | dszifiuszdunanuge (Subjective level) TueRARAdes | AuALY (Appreciation) ARaTul Jldazy 6in | Hatuasy ldszy
McCullough & Emmors (2002) | muied (Self-Report) | fiu amm JHNIRIRRaL

ﬁvuﬁf (Appreciation) ﬁLﬁm%ﬂuﬂam
12. Grit survey, Duckworth Wimeusenu | dssifiuszAumnugalusziuyana (Individual level) T AN U RIBIAN AL Jldszy 46 da | HerTuasy laisy
(2002) FILLAN (Self-Report) | AFU1SANHTULIAL J3n19m9IaaaL
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TFagALUL
lsziiiu

sredamtsinanaasnstngilaelugudnans

AN A LEIRAAILNTUAN

Fagrudayaninissianura

1. W18 (PATH)

= o = P ) . 3 S I S SV .
1.1 nsfagFuusnindugudnans (Patient ArAzULIRATLeY (N) FaAnnfineafiasiunsiuiiaaninesy Tadsey
v oo dd 4 < .
centredness) (1) feAnunneatiesiuanuienelaluuudisia
1.2 YUNBFNAUBNINTENIWNYAAR ArpzuULATTestAnNTINE tasTusNNasdNR BN NI TN Tadsey
(Interpersonal aspect) 1UAARA Tuuuudagoa
= 22 = e o 3 = 3 e e = .
1.3 nsfagiuuiniaduvdnluiesnisdinenis nsiaeunaiansldFuRnIg Tadszy
Fn (Client orientation: access)
1.4 nmatiagFuuiniadunanluizesnislideya AaziuueatrasdaAnNnnetesiudeyauasnassunaly Tadszy
LAZEANNA981UNA (Client orientation: information BULANTIA
and empowerment)
1.5 nmatiagFuusniadunanluizesnisléunig AazuuLaatIesda A nNnfaatestunislffunisguantng Tadszy

AuantiesaLiiasClient orientation: continuity

sadiaslunuudnma

290
LWHLRARUNINLAN

a9ANT NHQR

2.1 dszaunisninnsguain 145y (Patient experience

of care) AuwniugFurEniedad e wazdauin

1o

1. ForavaesdFurinisdag maiiuian

4

(n) glsnsfuisetesslaluunsaiuieliveiuiedessla

LN

o

(@) FuFingWinisesunadeyaetnedaaunsaiuacusiasnis

QU
v
o A

Weaunaafavire lameias

S iEnsuanspnnameitesnsnsaiseliintiag
(1) Fud pannlinanasameifiesluunaniaieldineias
2. 1981 (Timeliness) Usznausngsoudlsdias 1 fiautls Ae §ujdn

1#5un13L3N1999AI59AHANNARINNT

Medical Expenditure Panel
Survey/MEPSUaz NCBD (National

CAHAPS® Benchmarking Database)
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Fagauuy sredasnidduanrasmsingiloedy Fammuildinsatisivan Fagrudayafiinesenuna
Uszifiu Audnang
FaeazaeeFuLEniadawan ufin sy
(n) ;:ﬂﬁu?émﬁuﬂmmr;%ﬂ@lumqm;”au?ﬂiﬂLﬁﬂi"uﬁq'aﬂw;T\flﬂ
Lag
(@) Fufandlinig esunadeyaetedniaunsaiuANseenig
Weananinitelineias
(P) ﬁ?uidqsﬂﬁﬁmﬂmmmmLmiWLﬁmm\iﬂ%\if@@iﬁLﬂmzm
(1) §u§ 'ﬁ;:ﬂﬁu?mﬂﬁmmmmwaLﬁﬂﬂumm%ﬁuﬂi@immm@ﬂ
2.2 19a1 (Timeliness) %@ﬂ@mmﬁ”ﬂﬁmiﬁﬁmﬂm Auvaninndn 18 T 5ufd1éunns | Medical Expenditure Panel
13N1979ABIMINANNABINIT (Getting appointments for care) Survey/MEPSIaz NCBD (National
CAHAPS® Benchmarking Database)
3.9 3.1 MadinliesruugINIW (Getting into the health
WULIARUNINABY | care system)
NHDR

3.1.1 n2AsaLAqNNITUEiUgININ (Health

Insurance coverage)

TinuAnnisiesnIsA e LRNelasiLANNAATIIAINYNNE

YIHFULFNS

Tadsey

3.1.2 wnaan lsuLdnnsfluilsedan (Usual source

of care)

o

1. fFunnisnaneudndilaniateanniiselifdlanaaalunng

IF5unistFnnsannunaslawaaniiadlunisdsyan

Commonwealth
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TagALLL
sz

a o 1 8 o ~ w1 |
s1aTanItsInanTaInseng ety

AUENA

v o i) Yo o 1 & o
ARANNNN LEINAILNTUAN

=

Kl

AFIUTBYANNNTTIENUNS

3.1.3 nsfuFinuldiunisrauanessianaa

fiaanis (Patient perceptions of need)

T
A

1. pseuipiaitlszaunisaifuien flesannislésusnnsfiandn
uaeliilgFunsB3nnsfinsefuAdednis

2. pseuAIfiTUsvauntsniiuAeailesannnisldFuLEnsfiandn
Lﬁ’ﬂx‘i’%\’]ﬂLW?‘qu@WNﬂ’liﬁuﬂdiﬂLM@N@LﬁﬂQﬁUﬂﬁiﬂizﬁuzﬂﬂ’]W

3. psauAsa lalldFuL AN smensunne e llldsuludeenann
wingduAaLtewnanNnIs T AR NS EY

4. praunfalaiftawalanng Aeafunsiiwananlgfuninisnng
qugmmwhmuﬁmﬁ”}mmi

5. é’?uu?‘m@iﬂrﬁuagﬁﬂ@ﬂﬁ%msﬁwuwLﬁﬂﬁ%a‘?mﬁmama
qunwldemSmaiiandesninauen

a o

v | o 3o o A4 A o o
6. Nill‘]_liﬂ’]i'lilmﬂ@“ﬂ@ziﬁiﬂﬂﬂiuﬁﬂﬂqﬂLW@V]’%!Z?U‘]_ITN’W'V]’]\?

U

[

qunlfandamuiiansiesnis

7. gfunsdedlungjunuasilpeviaradeasinlunisldiunig

. dd . a v e A

Upnsnaiefaziutinismeganwldsadanuiesenis

8. grurnsdelunjinacldfunsdamanaivenazinulsevse
=3 % =3 dl ¥

amsuaiUlfmndanuiiesieanisane

9. fFuBnsfadluninazldfunisinmnaienazinmisavie

ansunaiuldsnfamufiansfenis

10. FFurinisdednnjunuasllirevienadeaninlunisléiunis

- 4 o o «wsx o

pnnaiienazinulsavieainsuiadulfsnianuiie

v
[ZNIAME)

MEPS

MEPS

MEPS

MEPS
MEPS

MEPS

MEPS

MEPS

MEPS

MEPS
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TaLALLL
szidiu

sefamisduanuainsingiloetly
AUENANY

a

LRAIDINN LEAAAAILITUAN

TagUTYANANITIILNUNS

3.2 meldFunsgualuszuuganan

(Getting Care Within the System)

3.2.1 auennanunnlunis esuLsnng

(Difficulty getting care)

1. flunnseniissmauagldfunistavunafuuwned
mﬂmwmmﬁaq%uj pafiiandesnis

2. Lﬂumimnﬁﬂ@mwu%ﬁmﬁ@ﬁué‘lﬁu’i‘mﬁ‘maé’m
41NN INIAN

3. fFunAmeiedveyilmutiymludeannsléfunsds

sl didaammynisluseudiiiumn
4. szmalainelafuglfiEnessiiednwluan il
N1LENIAIUGTNIN

5. dszanguiinazdeadanarlunissedlduinisuinnad
30 WA

6. é’mﬁa?@L‘ﬁ'm“uu?‘m?mﬂLLmuﬂ@ﬂLfv‘iumnﬂdﬁ 1 4T
7. fanilreiiefuiin1sanuaunisgniauannndn 1
g

v
o

o dl Y a ] 1l VYo o
8. ’un’luﬂi\iﬂ%ﬂﬁﬂu’?LLE\I‘Lm'?}ﬂLQuLLﬁ]iNiﬂﬁ‘Uﬂﬂﬁ‘ﬁ‘ﬂ‘H’]

MEPS
MEPS
MEPS

MEPS
MEPS
NHAMCS-ED
NHAMCS-ED NHAMCS-ED
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TagALLL
sz

a o 1 8 o ~ w1 |
s1aTanItsInanTaInseng ety

AUENA

v o i) Yo o 1 & o
ARANNNN LEINAILNTUAN

=

Kl

AFIUTBYANNNTTIENUNS

3.3 M3fuiranisguanléiu (Patient Perceptions

of Their Care

3.3.1 madeanssendnagiuuas1iiinng (Patient-

Provider Communication

T
DN w8

1. Uszmauinuiuglditdnmsdiuinazanuiiantuaiuaznisinm

a

'
=

TsanlAFuanunmepuaw)

o

2. dszgnauinuiugiisnisiinasilaansaaannusialaases

o

3. tezgauinwuiuglduinisiinasfaanfaaaanussla
4 lsznguinunugliisnisiunuay ilperitaineeannfiazia

o o
wIARANAS A

o

5. dsrmnauinuiugWiinisidnazesunedasine) Ihetedaian

auanamnsodnlaldiane

o

6. Yszanaunnuiugliusnisiinazesunedeine IHetedaiau
augnannsadnlald

Ao oame s d e o
7. Usznauinuiuglduinsfiunuasldinaviainedaasindiaz
85018819 IFetadmiauauanaiunsadilaly
8. dszanauinuiugliuinisiuanspaunnInsedsiiune

FEGY

]
o o a

9. dsrmaunidnasnuniudWiBnsfiuasspauiasnsiedsiianya

a

10. Uszmnauunuazlipevivainetiaanniiasnuiugliuniem

'
a

HAAIAINH Lﬂ’]‘iWGi‘ﬂ’&\?ﬁL"]J’]Wmﬁ

v
a o o Ao ' v o

1. Usenmm@oyiusaddaasinatias 1 fvtaninndnths Auana

o

v
o v

nsdeasfudluaisinagafiunfuiisnig

MEPS
MEPS
MEPS
MEPS
MEPS
MEPS
MEPS

MEPS
MEPS
MEPS

Commonwealth
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TagALLL
sz

a o 1 8 o ~ w1 |
s1aTanItsInanTaInseng ety

AUENA

v o i) Yo o 1 & o
ARANNNN LEINAILNTUAN

=

Kl

AFIUTBYANNNTTIENUNS

3.3.2 Auiusnnszudnag liuazgFusisnie

(Patient-Provider Relationship)

1. dszmnaulifanalanupmninnisguanianldfuanng Wisnis
2. deggnauinuiugliuinisilinan lunsmsaesnaieane
e’

3. dsznaundnaznuiugliuinisflinan lunisnsasting

=

Wiene
4. UszrnmunnwuniugldBnisiumuasldinevidainetiaauniaz i
wanluniIngaetaiieane

5. tszanaui WAazuuunsusnisnisgannitan s lutfcu
AW 0-6 ANANAZULWLAN 10

6. Yszangun WiAazuuunsuinisneguninian isu il
11199 7-8 AINAIAZULLLAN 10
7. dszanauniAazuuunsuEneneguninwinan i i
AT 9-10 ANANATULWEN 10

< =

8. szaaud@liTunnfiReneaulivanuasiiisiednies
9. tsrmalal&TiduRandeslunsindulafifaatiunslés
UFNINNFUGLNN

10, tszmmuilEFunantanunnd e uniiandesnis

11, nerlu 2 Pt Uszgausaandoyiumnnisnidu
iesnannisiianlivinauduustine e

12, tlszmuimenuinanuazdsndnluaseunsaldsusune

yraLIARLAINAMNRANaIanszinlaeunniTalsanauna

MEPS
MEPS
MEPS
MEPS
MEPS

MEPS

MEPS

Commonwealth

Commonwealth

Commonwealth

Commonwealth

Commonwealth
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A19199 12 s1gaziaan wnunsilsziiu At damionn JULDYA maqLLuuﬂszmuaminu:izuuzgmmwmnquummmg‘musmi (5|)

=

‘ﬂ‘ﬂﬁ!ﬂLL‘LﬁJ

dszidiu

EFICA ~ o P o
i’]ﬂ‘ﬂ‘ﬂﬁqu‘ﬂﬂﬂﬂ’HﬂQﬂ’]ﬁﬂﬂﬂdﬂ’JﬂLﬂuﬂuﬂﬂﬁ']\i

o i o o 1 & o
damaNALEInAaLaTUan

Fagrudayaniinissnanuna

3.3.3 AN ANNIANWIRIUESIN (Cultural

Competency

1. Uszanguiidedanagléfunisguaniandrdrand desfvsedeymAn
. o ‘

uansingsa i iueg

2. dszpnaudiaf@ndaauldfumsdfimsaeanuldinsnduiiomnain

FeTAT97

3. dszgngui liiiudngatedviunndidnlagivdvidedtasmeaan

Commonwealth
Commonwealth

Commonwealth

3.3.4 %@H@qmmwﬁiﬁ%’u (Health Information)

] v o P = H Ju
1. ﬂizﬂm‘nuwwmwﬂuﬂwL*m”lmmmﬂmmummmmmwuumnm;

wdinlale

Commonwealth

3.3.5 Mslduinisnesiuganw (Health Care

Utilization)

v

lnwuAaNNFeINTsAReL AR LA NA AL

ANYHNBITRIFLILENS

3.3.6 N3L3NIMaNsUnERialY (General Medical

Care)

lainuAanfsiesn1sAneLineiiasiuaNARAiL

AINYNNBITBIFFULENNT

3.3.7 nMsAuyaNssnnIn (Ambulatory Care)

laiwuAaufsesn1sARaLineiasiuANARAIY

AMNHNNBILRFULENS

3.3.8 UINN3¢1N AR — #131anFA (Mental Health &

Substance Abuse Treatment

v

linwuA1aNFeINNsAReL AT UANA AL

ANYHNBITRIFLILENS

a

3.3.9 1BnsdnAnEaLend (HIV Care)

lainuAaufsiesn1sAneLineiiesiuaNARAIL

AINYNNBITBIFFULTNNT

3.3.10 ¥ANLAENNIANFNENF9 TN, (Avoidable

Admissions)

lainuAaufsiesn1sAnaLineqilasiuANAALY

AMNHNNBILRFULENS

3.3.11 ManenLNafting uasnRuAgENINAITI

(Nursing Home and Home Health Care)

v

llnwuAaNFBINNsAReL AT LANA ALY

ANYHNBITRFLILENS
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Fauvusgauan HWmMUIULALT 7 NTALUUIAANR]) fauilsfam (Subscales) AFNTNAULLLFAUDNN
WaIuN
1. UNIAANGY 411inenu na@uumﬁmm@ﬁwmﬁmﬁ%’fmmm@g’@mﬂu@;m AMNAMNUNITBIANEETUTINGD aNsanvUA 1. @A, BunTzaun TR
11 msiRunATiEin | agnssunis sonfiuludennineg ﬁmLLmﬁmﬁugm mﬁﬂi:nfauﬁ'Lﬂuﬁ@@“ﬂﬁuﬂmi’aulumm%mmw@wm dszaumnuianileai1aezedng
awegiduduguianiuly | frunnsiesmgia | d1Awy 3 dsznis Ae 1) Tauaenadesiu uyells 6 asAlszney TAun FEUT WU NIRRT
Famailner UuazAIANLIST A Saevimilsznalng luwiamns adui1o 7 1. §gan10ia Wdugunmnied qunimana faunnIdnduNL Antlszgndunisnd
W.A. 2550 sovmnlszndlned ‘deanagifuiiugy Anduringly 218NqH (Focus Group) UaIWRWN

Faunu” 2) dananufurRnuvanysrgiveq
LATHFNAINALNEN UAT 3) HannAnlunisimu
a @ 's = | s o
Mtluavasindpuiuguanatanisimu
wARugUluNTINMLAAMNINNETB9AI N

iluge

'
a

- fa1sananniaiiutedaalsanmnaiuns
e e X d
NANEnIIaINUn
- A wansalunnsFuug
= v
- AMININNNTEEUS
- WlGeug
o L a '
- uugiaalsanransedszaing
2. imsgnaifiuassuuaziduuds
al o a
- AANNNTN
- AanuilusssumnAIEgA
- imsmgiaiduuds
3. ATALATIBLEU
- UNUWATRLATIIINNZ AN

o

o S o
- duiusn g luasauaia

o Ao

FadmAeaiL “ANNNAY/NIRNINUI AW
uazANNIWIIR” Nan1l a9fng
WLIENUEING) Won WD
2. 99usan uazAnLdenlEFaEIng
P o
Mendes

. o Ho d¥ 4 y
3. ArnsessiaTinndndenuazazviou
Whunglilimneanty

o

4. nvuaAntwiniael¥Audn Aty
' = s L

winfsuiulunnesdlsznay

5. WannnlFulpesatiadananeg fiu

Wugasaniuludindnauazluiles

AUUN
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FAULUFAUDN

ar

HWAIUILALT

WRIUN

]

NTAULUIAANT K]

Aau1lsNIm (Subscales)

AFNITNRAIUILLLUFERLON

1.1 “ANIWENUN S
élo/ I~
TinANagLfuTluga
faumsludannlne”

(me)

4. gL
g .
- FUTUNIAD A
- FUTBLNANA
- NS NN BTN T
5. annuondaNg HezuuilnAanna
- fladeiugulunisissdin
- pdaende L nuasn Snedy
a v aa
- AN MASLIAAANTA
- sruLinAdNAA

a

6. Hilszansilnanalfdeanniassuniunag

o K

- nsRandnindszansllme

- RPN TN AL

- ANANTUBUTIN9FIAN

NMSHNAUALNUTANITIANR

- Mg resunizagms
GRLLH PTG E

- Minowsinmsgiueedesdns
sevdnedszinAvizainnueiuingg
TLALUNUNTNR

- MduaannisAnEniqedean
Lz Baaitesnunin ot
NIMITIN

- Wnnsmeiede Shsge Snn
ﬁﬁqm

- NIAMLANUTINIATFLLEN

o

poadnaneiiuiluge
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Fauuusaunu HWBMUILALT 7 NTAUUUIAANT 1) fauilsfivm (Subscales) AFNMTWRIVILLLFALDN
WaIuN

1.2 “. N AT dnindduieuun ANQINIRTINTBs sz T TUN e luLsT v anasdisznauudnit 4 mmiml,mLﬂuﬁq%"i’mﬂfmmw TSN : ﬂzﬁ"ummmjuﬁ@ﬁ’mjm

UsTiUAINGINIATIN Twad umAnende | (Gross Domestic Happiness) 138 GDH A AN | woasanvestszanaunialutlszmedsznaullsdog sunun ISR MUN NGNS

wesszanTy fadudny w.e. 'ag'LﬁuLﬂuzﬁm%ﬁqﬁﬁuﬁmiﬁﬂﬂwLﬂugﬂﬁ?immz 1) amwmm&’@uﬁlﬁﬂmﬁmmﬁmm%’wﬁugmmm aununnguaestlszamuaulnaly
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Fauuusauou HWmUIuAL] NTAUUUIAANT 1) fauilsfivm (Subscales) AFMINRIUILLLFALDN
e
3.1 NMImaLAUBIse 4. PHEI AT LD98IALITENBLTRIN IR LAURIAD
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A1519% 15 LASAINA/LULALANNANLAINNISNLUNIWLANETS buUszivAlng unInaaInIsInNALAR (5a)

Fauuusaunu HWAIUILALT f NSAUUUIAANTH]) Sauls79n (Subscales) AFMINAUILLLFDUDNN
WoNUN
3.4 AN AN daufl 4 wnaeumuieiuaatanelaly

ARLALLAZ AN nslUldiEnsresdilaaiimmasunungilasuan

nalazaglssanauiay Uszneudnedesanuieaiuaaitanela

gliLanissialasenis Auau 11 4o Minausflszifiuannuianalalag

aFeuandseiugunin WRenidaufunmsfsenuas §1rnade 1-1.66

fountih 1 2545 Aandn e A uianala 1.67-2.33 manaie &

el AaFAnian Aedn 2.34-3.00 nefeiiannu
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= a a
ANTINN 16 AR TELNNURINTDULUIAANNLU

ANTTOULTTUL | ANTTOUSTTULNTAUR/ UMW AMNAALTAY
UMW UFNITFUNIN YRS ol ANAIARWII
(Health (Healthcare performance ANNIND LA
performance framework)
framework)
1, ve
2 ve
3, v
4 ve
5 ve
6 v
7 v v
8 v
9 v
10 ve
11 v
12 v v
13 v
14 Ve
15 Ve
16 v
17 v
18 v
19 v

! Uiﬂﬂg‘lu Health Indicator Framework

? dszifiuszuuaninimnisguaganiw JlfsyyA anssouy

* szifiusruuganan Fldszyan anssnue

1 = CAHPS 2=(HCQI) 3=PATH 4= NHQR 5= NHDR 6= NaUUUIAATLULGINNLIILNASINGY 7=N38LULUIAATLLLIGINNLILINA

UPLIAN 8 = MBARY WL 2 9= SERVQUAL 10= nseuanudnuaziAsesdinsyaunisussquintszasdlunineuaesnsenmeansisnge

11=gafaTingunuiits  (daTuddelsvmnsuazdeay  uazuruURWNITIUdRYa TN aNTgUNN) 2549)  12=AaflTTaansTus

szuuBNsgaw (@Edneuiamnsruudeyatnaansguniw (HISO), 2549) 13=nsauuwiAansdnaussauzszuuganwaading (szdnd
q

P
o

WNBIAT,2547)14= §ind

o

amsaiiuniszeszuugnn (a0 Virulsehng uavaniz,2546) 15= gaesesiiednacnuiilusssuive
dssafiunanisdgussungaunning (&ugns isiseadan 2543) 16= AFAey Fiufnas uazileal duasoiadas U w.m.2546 17 =Styaun

T 33URN 2548 18 = wnellans nsufatlszau w.e 2543 19 =fawnun aeilynn Uneian ey wazedngsns Aunzd (2545)
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AN5I9T 17 NfuarasAlsznaULRITTULFUNW (Health System) ﬁﬂsqng"luns'auu,mﬁm (Health System Performance)

ﬂsgtnmﬁ’q%ﬁ’muagnféuﬁ@ﬂ 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18

1. ADUTNNGINN (Health State) v v v v v

1.1 MHIAUNADULGUNIN (Health Domain)

1.2 :,ulwiw'ammu:qmmw (Health Valuation) v
2. HAGWEN19NN (Health Outcome) v v v v v

2.1 M3L@edan v

2.2 MAULREUATANANIN

2.3 flafevidesaruuaresguaniiiuaauls v Y
3. NMIPUALITNNININAUALNIN (Health care/services) v v v

3.1 ANLEna(Availability) v v v

3.2 AuATRLARN(Coverage)

3.3 ﬂ’liL‘i’J”]ﬁxﬁ(Accessibility) v Ve . v v v v v v v

3.3.1 flunssillsnsnnaflulszan d
3.4 mwwimﬂm(Continuity) v v v v

WNELNA : * FLAUANNIN ** N1snszane (Audusssn/AdnaNena (Equity) ***‘%mzﬁu@mmwua:mimmw (Aaniusssn) | Usmidiuannuvaand ldyssesanngFunEnig “desifliuainyuues
gFuLnig anufanela * dssifiuanyuuesangiuiinig anuanauds ‘desifiuanyguuesangiuiiznig A acudauii Ussduainyunesaingiuninig aanud anuanmiu anuionela
“Uszifiuannyunesangiuiinig uadllisvydseinmasnisans

1= CAHPS 2=HCQI 3=PATH 4= NHQR 5= NHDR 6= N92UUWIAATTILAINLTZMASING L 7=N90ULUIAATTLULGINNLTEMALAWIAT 8= WIBARL WU 2 9= SERVQUAL 10= N3aLANNAALAY
Lﬂ?@q%fimzﬁum?m@qL'i’]ﬁﬂﬁzmﬂ”lumwmmmmmmqmmimzﬁm 11:1mﬁq%€mz§mmwwmﬁ (ao1AduUszansuazdIaN wazuk N wRNWITTLLdaY AT08199N W), 2549) 12=aiii4n
ANITOUTIEULUTNTGUNN (AT munszuLdeyain9ansganIn (HISO), 2549) 13:m7m_|LLuqﬁmnﬂaé’mmminuxizuuzwmwmmvlma (As=Anm wwmﬁ?‘,2547)14: Fn3dAnIeAiuNTTadTTLIL
qunn (e virulszRng wavaniy,2546)15= fgmLﬂ'??"aaflﬂ'j"mm'mLﬂuﬁiiuL'W'ﬂﬂizLﬁumamiﬂﬁgﬂiwummw%ﬂ (ﬁuqm%r F35199858R 2543) 16= A3WRey AuAAG uazAlsan] [;Taw?rymﬁmﬂ

W.A.2546 17 =ATYTUWN 14 33183 2548 18 = wisllans suatlszsiu w.a 254319 =dawnun aatloyaun ndiAn 9viayey wavainsss Auuzd (2545)
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A5 17 s‘iau,azmﬁﬂiznau’umsxuuqmmw (Health System) ﬁﬂswng’luns@uumﬁm (Health System Performance) (5ia)

ssinvaaddauazngusas 1 2 3 4 5 6 7 8 9 0 | 11 | 12 | 13 | 14 | 15 | 16 | 17 | 18 | 19
3.5 nsnevaneydnanusenisfhedugudnans V|V | VeV Vil v v | v Ve
R (Patient-Centeredness or patient focus Ve
responsiveness)
3.5.1 Uszaunsnimsléifunisguazesdiusinig 2 RARRE v | v

Patient/care experience

3.5.1 fuileaznefila

3.5.2 Witayaatnsdarunssiuaausanis Ve ve | ve
3.5.3 WAANAIIHLIAITNW ve | v
3.5.4 Waanedanaiiies Ve | v
3.5.5 AYHIMNNZANN WA RIUE TN ve | v
‘/6

3.5.2 ANANNNID /T8 LiLTN9(Competence) v? v

3.5.3 ANANANTY

3.5.4 annsianala V2| v

3.5.5 Wnmznsaduduiuanimszndneyana Ve v’

WG © * FTAVATUNIW *N19N9zane (ANNTUBITN/ANNIANENTA (Equity) **szAuAmnmIazn1snszate (Anaiuassn) | dssiuannunasiifildyunesanngFuisnig “dsnfiuannyunesdiuiznig anuanela
* Usmifiuannyanesang3uiingg pnumands ‘desiiuainyuuesangiuninis annud avuAniu “Ussiuainyunesandfuninig anug anudawiu aauiienela
*Usziduannyunasangiuiing uiillfszydssinnaainisanu

1 = CAHPS 2=(HCQI) 3=PATH 4= NHQR 5= NHDR 6= N38LUWIAATZULAINWLSTINASINGE 7=NIaLLWIARTZULGINNLTEINARALIAT 8= ABARY WL 2 9= SERVQUAL 10= N3aLAINAALALIATaEinssAuNs

o o
o o ' o Ao °

U595z as A N NIINTBINIENINAEIAT 11=FAFDTIAGINNIMTNF (A0N1TUAELUTEaNIuAAIAN UATUNWITUWENWNITULTRYAT1981992N W), 2549) 12=ATHTTAANIIOULILULILENIIAANIN (ANTINAURENN

szundayatnagnsgann (HISO), 2549) 13=nsaUuWIAANIIIAANITIUIEULgIN TR N (As=fnh wwmm?,2547)14: ﬁﬁé’mmiéﬁLﬁumimmiwummw (W7o MAULseARg uavAY,2546)15= qmﬂ?mﬁ'ﬁmmm
J € oo o £ o oo - S a o = o o

WusssnielssifiunanisUfzdssuugunining (@ugns Aisnseadan 2543) 16= Aluicy Fufinas wardlead Auastyiafios T w.A.2546 17 =ty o4 svues 2548 18 = wilans sufauszdu w.a 254319 =gamni

aatioyryn nedian giiayey uazednssns Auugd (2545)
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A15197 17 NAKAZRIALTENALURITTULFUNN (Health System) Nlsinglunsauuusin (Health System Performance) (si9)

szLmeadinuazngusas 1 2 3 4 5 6 7 8 9 [ 10 | 11 | 12 | 13 | 14 | 15 | 16 | 17 | 18 | 19
3.5.6 ANULNIIeTEa (Reliability) v?
3.5.7 Anasiuila (Assurance) v’?
3.5.8 @ndlunnaiaan v
3.5.9 533110U"a (Responsive Governance) v v
3.5.10 Anuwiuaniiula (Empathy) v’
3.6 Usz@nsua (Effective) AR AR AREERE v | v v+
3.7 Uaende (Safe) v | v+ Vi | v+ v v
3.8 AN (Equitable) v | v v
3.9 138 (Timely) v Vi | Vi NE
ve | ve

T
o o

WHNRLIAR : * SZALAMNTIN *N1snszane (Adadusss/Aduianenia (Equity) **isziunnininuaznisnszans (Anuidlusesn) | dssfinannuiaenildyunesangFusnig “dsudu
AINHHNDIFFULENNT Arwdanela * dssifiuannyuuesandiuiiznig anuatands ‘Ussiiuainyuuesaingiuidnig g avuaaiu *Ussiiuainguuesaingiusinig mnug A
a < = 6, a Yo a 1ay v

Anwil AnNenels *Usziiuannyunesaingiusinig willldssyilszinnaesnisnis

1= CAHPS 2=(HCQI) 3=PATH 4= NHQR 5= NHDR 6= N38LL14AATTILAINMLTTMASING T 7=NT0LLUIAATTLILATNNUTTMALAWIAT 8= WIaaAY ULIL 2 9= SERVQUAL 10= nsayl

ANTNAAUAZIATOTTATEALNTLIILTN LT AR TN INIINTBINITNINANENTUAT 11=7AfTIRgEN I WLITR (ann1TuAdBUszansuazdsan uazunuuimunssuLdagyatiingns

q

QUNN),2549) 12=AEHTIAANTINULIZULLENNIGININ (AINuiEIWNIzUUTRY AT 19410 (HISO), 2549) 13=nsauuuaAANsinanssnuyszuugan naesng (szAnm wnsaes

a

o

2547)14= in

o

TiAN1sAliunIsTeeTuLgIN W (U301 irullsshng uazaniz,2546)15= gapieiiadnanuidusssuiiedssiiunanistgtssunganwing (funns Assnssadan 2543)

o a

16= AIALY AURAAA wazdlsad saastyaias U w.A.2546 17 =Atyaun ol s2ued 2548 18 = wwllans nsufatsydu w.a 254319 =damoun aailoyoun Uit gy uazadnssns Ausy

A (2545)
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AN5797 17 ﬁﬁu.faxmﬁﬂixnauﬂumizuuqmmw (Health System) ﬁﬂi’mg’l,unifammqﬁﬂ (Health System Performance) (5ia)

Uszlanaidinuazngnsas 1 3 4 5 6 | 7 8 9 10 | 11| 12

3.10 Usz@nsnw (Efficiency)

3.10.1 dsz@ninmmaAsegianunia (Macro)

NIRNERNES

3.10.2 Usz@nannnaanialuningas (Micro)

AN AN IR N

3.10.3 fiunusianae

3.11 A8n9aueLidnsndUszdnsua v

(Effective delivery of appropriate health care)

3.12 A8nsaueLidn1shlUsz@nsnn (Efficiently delivered) v

3.13 NNsaIaNsL (Acceptability) v v v

3.14 ANMNUNNZAN (Appropriateness) v V' v

3.15 MAALENTg nalnnistnsslssiuganinesauagw Ve v? Ve | v AR RS

\/5

3.16 ANINWHIARBNNINILAIN (Care Environment) v’?

3.17 nsdudalévesginenlsingeg v?

3.18 JTUULIWIIAANTT

<

3.19 9LULAANNTNINENNS

\

3.20 92ULNN9AANNILTUNG

<

NAELG) © * STAUAIANN ** N9nszane (AnaTusITI/ATNIANENA (Equity) **TeszAuAnNIWIAZNINIzane (Asdusssn) | Ussifiuannunaanfildyunesanndiuiinas dssiduannyunesdiuiins anuienela  dssifiuan
HuNeIAINGFULENE ArNAIANdS ‘UssiuannynaesangFusinas A AnuAniu "ssiiuanyunesangiusEnig A anuAngiu asuitanala

*Uszifiuannayunesangiuiinig willldssydssinnaeanisas

1 = CAHPS 2=(HCQI) 3=PATH 4= NHQR 5= NHDR 6= N0UULIAATZ UGN NLTANASING 1 7=NsaUuIaAnTzULguANLsmALAWIAN 8= filaafa LUL 2 9= SERVQUAL 10= nsauniuanuaziaTesdinssaunisussqiidssasdlu

s P
o o o Ao

NNIINLRINTTNINANENIUGY 11=7AFTTAGINNUITNR (@nniRdeLlszansuazdinn uazuaauimunszuudayatinagansqanin),2549) 12=failadnanssauzszuuiiFnisgunn (@iinauinnnsruudeyatinaisgunin (HISO), 2549)
< =

y ; ; c Y
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1. EMOTIONS QUESTIONNAIRE

PART I DIRECTIONS: Use the list below to answer the following question: IN GENERAL, HOW HAPPY

OR UNHAPPY DO YOU USUALLY FEEL? Check the one statement below that best describes your average

happiness.

O O0ooooogooogoood

10.

Extremely happy (feeling ecstatic, joyous, fantastic!)

. Very happy (feeling really good, elated!)

Pr etty happy (spirits high, feeling good.)
Mildly happy (feeling fairly good and somewhat cheerful.)

Slightly happy (just a bit above neutral.)

. Neutral (not particularly happy or unhappy.)

. Slightly unhappy (just a bit below neutral.)

Mildly unhappy (just a little low.)

Pretty unhappy (somewhat “blue,” spirits down.)

. Very unhappy (depressed, spirits very low.)

Extremely unhappy (utterly depressed, completely down.)

PART II DIRECTIONS: Consider your emotions a moment further. On the average, what percent of the

time do you feel happy? What percent of the time do you feel unhappy? What percent of the time do you feel

unhappy? What percent of the time do you feel neutral (neither happy nor unhappy)? Wrile down your best

estimates, as well as you can, in the spaces below. Make sure the three figures sdd-up to equal 100%

ON THE AVERAGE:
The percent of time I feel happy ............... %
The percent of time I feel unhappy ............ %
The percent of time I feel neutral .............. %

TOTAL.: ..............%
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2. General Happiness Scale
For each of the following statements and/of questions, please read each one and then click on the dropdown

list below it Select the point on the scale that you feel is most appropriate in describing you.

1. In General I consider myself:

3. Some people are generally very happy. They enjoy life regardless of what is going on, getting the
most everything. To what extent does this characterization describe you?
4. Some people are generally not very happy. Although they are not depressed, they never seem as

happy they might be. To what extent does this characterization describe you?

eecc20w6.doc



3. PANAS Questionnaire
This scale consists of a number of words that describe different feelings and emotions. Read each item and
then click on to the word and select one of the responses. In dictate to what extent you feel this way right

now, that is, at the present.

1. Interested
20 Distressed
3. Excited

4. Upset

500 Strong

6. Guilty

T Scared

8. Hostile

9. Enthusiastic
10, Proud

11. Irritable

12, Alert

13, Ashamed
4. Inspired

15, Nervous

16. Determined
17. Attentive
18. Jittery

19, Active

20 e Afraid
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4. Optimism Test
Read the description of each situation and vividly imagine it happening to you, even if it’s never actually
happened. Then for why this situation happened. Choose the cause likely to apply to you. You may not like
the way some of the response choose what you think you should way or what would sound right to other
people; choose the response you’d be likelier dropdown list beside the situation and select cause A or B.
1. You and your spouse(boyfriend/girlfriend) make up after a fight.
A. I forgave him/her.
B. I’m usually forgiving.
2. You forget your spouse’s (boyfriend/girlfriend’s) birthday.
A. DI’m not good at remembering birthdays.
B. I was preoccupied with other things.
3. You get a flower from a secret admirer.
A. Tam attractive to him/her
B. Iam apopular person.
4. You run for a community office position and you win.
A. Tdevote a lot of time and energy to campaigning.
B. Iwork very hard at everything I do.
5. You miss an important engagement.
A. Sometimes my memory fails me.
B. I sometimes forget to check my appointment book.
6. You host a successful dinner.
A. 1 was particularly charming that night.
B. Iam a good host.
7. You owe the library ten dollars for an overdue book.
A. When I am really involved in what I am reading, I often forget when it’s due.
B. Iwas so involved in writhing the report that I forgot to return the book.
8. Your stocks make you a lot of money.
A. My broker decided to take a chance on something new.

B. My broker is a top notch investor.
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10.

11.

12.

13.

14.

15.

16.

17.

18.

You win an athletic contest.
A. 1 was feeling unbeatable.
B. I train hard.
You fail an important examination.
A. Twasn’t as smart as the other people taking the exam.

B. Ididn’t prepare for it well.

You prepared a special meal for a friend and he/she barely touched the food.

A. Twasn’tagood cook.
B. Imade the meal in a rush.
You lose a sporting event for which you have been training for a long time.
A. D’m not very athletic.
B. I’m not good at that sport.
You lose your temper with a friend.
A. He/she is always nagging me.
B. He/she was in a hostile mood.
You are penalized for not returning your income tax forms on time.
A. Talways put off doing my taxes.
B. I was lazy about getting my taxes done this year.
You ask a person out on a date and he/she says no.
A. Twas awreck that day.
B. I got tongue tied when I asked him/her on the date.
You are frequently asked to dance at a party.
A. Tam outgoing at parties.
B. Iwas in perfect form that night.
You do exceptionally well in a job interview.
A. [ felt extremely confident during the interview.

B. Iinterview well.

Your boss gives you too little time in which to finish a project, but you get it finished anyway.

A. Tam good at my job.
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19.

20.

21.

22.

23.

24.

25.

26.

27.

B. Iam an efficient person.

You’ve been feeling run down lately.
A. Tnever get a chance to relax.
B. 1 was exceptionally busy this week.

You save a person from choking to death.
A. Tknow a technique to stop someone from choking.
B. 1know what to do in crisis situations.

Your romantic partner wants to cool things off for a while.
A. T’'m too self centered.
B. Idon’t spend enough time with him/her.

A friend says something that hurts your feelings.

A. She always blurts things out without thinking of others.

B. My friend was in a bad mood and took it out on me.
Your employer comes to you for advice.
A. Tam an expert in the area about which I was asked.

B. Tam good at giving useful advice.

A friend thanks you for helping him/her get through a bad time.

A. Tenjoy helping him/her through tough times.
B. I care about people.

You doctor tells you that you are in good physical shape.
A. I make sure I exercise frequently.

B. Iam very health conscious.

Your spouse (boyfriend/girlfriend) takes you away for a romantic weekend.

A. He/she needed to get away for a few days.
B. He/she likes to explore new areas.
You are asked to head an important project.
A. Tjust successfully completed a similar project.

B. ITam a good supervisor.

eecc20w6.doc



28.

29.

30.

31.

32.

You fall down a great deal while skiing.
A. Skiing is difficult.
B. The trails were icy.
You win a prestigious award.
A. Tsolved an important problem.
B. I was the best employee.
Your stocks are at an all time low.
A. 1didn’t know much about the business climate at the time.
B. Imade a poor choice of stocks.
You gain weight over the holidays and you can’t lose it.
A. Diets don’t work in the long run.
B. The diet I tried didn’t work.
They won’t honor your credit card at a store.
A. 1sometimes overestimate how much money I have.

B. I sometimes forget to pay my credit card bill.
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5. Transgression Motivations Questionnaire

For the following questions, think of one specific person who has seriously hurt you recently. Please indicate

your current about the person who hurt you; that is, we want to know how you feel about the person right

now. Click on the dropdown statement and select the response that best describes how strongly you currently

agree or disagree.

I’ll make him/her pay.

I am trying to keep as much distance between us as possible.
I wish that something bad would happen to him/her.

I am living as if he/she doesn’t exist, isn’t around.

I don’t trust him/her.

I want him/her to get what he/she deserves.

I am finding it difficult to act warmly toward him/her.
I am avoiding him/her.

I’'m going to get even.

I cut off the relationship with him/her.

I want to see him/her hurt and miserable.

I withdraw from him/her.
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6. Authentic Happiness Inventory
Please read each group of statements carefully. Then pick the one statement in each group that best describes
the way for the past week, including today. Be sure to read all of the statements in each group before making
you choice the statements.
1. A.Ifeel like a failure.

B. I do not feel like a winner.

C. I feel like I have succeeded more than most people.

D. As I look back on my life, all I see are victories.

E. I feel I am extraordinarily successful.

2. A.Ilam usually in a bad mood.
B. I am usually in a neutral mood.
C. I am usually in a good mood.
D. I am usually in a great mood.

E. I am usually in an unbelievably great mood.

3. A. When I am working, I pay more attention to what is going on around me than to

what I doing.

B. When I am working, I pay as much attention to what is going on around me as to
what doing.

C. When I am working. I pay more attention to what I am doing than to what is
going on a me.

D. When I am working, I rarely notice what is going on around me.

E. When I am working, I pay so much attention to what I am doing that the outside

world practically ceases to exist.
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A. My life does not have any purpose or meaning.

B. I do not know the purpose or meaning of my life.

C. I have a hint about my purpose in life.

D. I have a pretty good idea about the purpose or meaning of my life.

E. I have a very clear idea about the purpose or meaning of my life.

A. Irarely get what I want.

B. Sometimes, I get what [ want, and sometimes not.
C. Somewhat more often than not, I get what [ want.
D. I usually get what I want.

E. I always get what [ want.

A. T have sorrow in my life.

B. I have neither sorrow nor joy in my life.

C. I have more joy than sorrow in my life.

D. I have much more joy than sorrow in my life.

E. My life is filled with joy.

A. Most of the time [ feel bored.
B. Most of the time I feel neither bored nor interested in what I am doing.
Most of the time I feel interested in what I am doing.

. Most of the time I feel quite interested in what I am doing.

m O 0

Most of the time I feel fascinated by what I am doing.

A. I feel cut off from other people.

B. I feel neither close to nor cut off from other people.

C. I feel close to friends and family members.

D. I feel close to most people, even if I do not know them well.

E. I feel close to everyone in the world.
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10.

11.

12.

13.

A. By objective standards, [ do poorly.

B. By objective standards, I do neither well nor poorly.
C. By objective standards, I do rather well.

D. By objective standards, I do quite well.

E. By objective standards, I do amazingly well.

A. T am ashamed of myself.

B. I am not ashamed of myself.
C. I am proud of myself.

D. I am very proud of myself.

E. I am extraordinarily proud of myself.

A. Time passes slowly during most of the things that I do.
B. Time passes quickly during some of the things that I do and slowly for other
things.

C. Time passes quickly during some of the things that I do.

)

. Time passes quickly during all of the things that I do.

E. Time passes so quickly during all of the things that I do that I do not even notice it.

. In the grand scheme of things, my existence may hurt the world.

. My existence neither helps nor hurts the world.

A
B
C. My existence has a small but positive effect on the world.
D. My existence makes the world a better place.

E

. My existence has a lasting, large, and positive impact on the world.

A. 1 do not do most things very well.

jos)

. I do okay at most things I am doing.

C. I do well at some things I am doing.
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D. I do well at most things I am doing.

E. I do really well at whatever [ am doing.

14. A. T have little or no enthusiasm.
B. My enthusiasm level is neither high nor low.
C. I have a good amount of enthusiasm.
D. I feel enthusiastic doing almost everything.

E. I have so much enthusiasm that I feel can do most anything.

15. A.Ido not like my work (paid or unpaid).
B. I feel neutral about my work.
C. For the most part, I like my work.
D. I really like my work.
E

. I truly love my work.

16. A.Iam pessimistic about the future.
B. I am neither optimistic nor pessimistic about the future.
. I feel somewhat optimistic about the future.

. I feel quite optimistic about the future.

m g 0

I feel extraordinarily optimistic about the future.

17. A.Thave accomplished little in life.

. I have accomplished no more in life than most people.

A
B
C. I have accomplished somewhat more in life than most people.
D. I have accomplished more in life than most people.

E

. I have accomplished a great deal more in my life than most people.
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18.

19.

20.

21.

22.

A. T am unhappy with myself.

B. I am neither happy nor unhappy with myself — [ am neutral.
C. I am happy with myself.

D. I am very happy with myself.

E. I could not be any happier with myself.

A. My skills are never challenged by the situations I encounter.

B. My skills are occasionally challenged by the situations I encounter.
C. My skills are sometimes challenged by the situations I encounter.
D. My skills are often challenged by the situations I encounter.

E. My skills are always challenged by the situations I encounter.

A. I spend all of my time doing things that are unimportant.

B. I spend a lot of time doing things that are neither important nor unimportant.
C. I spend some of my time every day doing things that are important.

D. I spend most of my time every day doing things that are important.

E. I spend practically every moment every day doing things that are important.

A If I were keeping score in life, I would be behind.

B. If I were keeping score in life, I would be about even.

C. If I were keeping score in life, I would be somewhat ahead.
D. If I were keeping score in life, [ would be ahead.

E. If I were keeping score in life, I would be far ahead

A. T experience more pain than pleasure.

B. I experience pain and pleasure in equal measure.
C. I experience more pleasure than pain.

D. I experience much more pleasure than pain.

E. My life is filled with pleasure.
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23. A. 1 do not enjoy my daily routine.
B. I feel neutral about my daily routine.
C. I like my daily routine, but I am happy to get away from it.
D. I like my daily routine so much that I rarely take breaks from it.

E. I like my daily routine so much that I almost never take breaks from it.

24. A. My life is a bad one.
B. My life is an OK one.
C. My life is a good one.
D. My life is a very good one.

E. My life is a wonderful one.
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7. VIA Signature Strengths
Please choose one option in response to each statement. All of the questions reflect statements that many
people would want you to answer only in terms of whether the statement describes what you like. Please be

honest and your strengths until you answer all of the 240 questions.

1. I find the world a very interesting place.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
2. Talways go out of my way to attend educational events.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
3. Talways identify the reasons for my actions.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
4. Being able to come up with new and different ideas is one of my strong points.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
5. Tam very aware of my surroundings.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
6. Talways have a broad outlook on what is going on.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
7. Thave taken frequent stands in the face of strong opposition.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
8. I never quit a task before it is done.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
9. I always keep my promises.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
10. T am never too busy to help a friend.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
11. T am always willing to take risk to establish a relationship.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
12. T never miss group meetings or team practices.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
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13.

14.

15.

16.

17.

18.

19.

20.

21.

22.

23.

24.

25.

26.

I always admit when I am wrong.

Very Much Like Me Like Me Neutral Unlike Me

In a group, I try to make sure everyone feels included.

Very Much Like Me Like Me Neutral Unlike Me
I have no trouble eating healthy foods.

Very Much Like Me Like Me Neutral Unlike Me
I have never deliberately hurt anyone.

Very Much Like Me Like Me Neutral Unlike Me
It is important to me that I live in a world of beauty.

Very Much Like Me Like Me Neutral Unlike Me

I always express my thanks to people who care about me.

Very Much Like Me Like Me Neutral Unlike Me
I always look on the bright side.

Very Much Like Me Like Me Neutral Unlike Me
I am a spiritual person.

Very Much Like Me Like Me Neutral Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

I am always humble about the good things that have happened to me.

Very Much Like Me Like Me Neutral Unlike Me

Very Much Unlike Me

Whenever my friends are in a gloomy mood, I try to tease them out of it.

Very Much Like Me Like Me Neutral Unlike Me

I want to fully participate in life, not just view it from the sidelines.

Very Much Like Me Like Me Neutral Unlike Me
I always let bygones be bygones.

Very Much Like Me Like Me Neutral Unlike Me
I am never bored.

Very Much Like Me Like Me Neutral Unlike Me
I love to learn new things.

Very Much Like Me Like Me Neutral Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me
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27.

28.

29.

30.

31.

32.

33.

34.

35.

36.

37.

38.

39.

40.

I always examine both sides of an issue.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me

When someone tells me how to do something, I automatically think of alternative ways to get the

thing done.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
I know how to handle myself in different social situations.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
Regardless of what is happening, I keep in mind what is most important.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
I have overcome an emotional problem by facing it head on.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
I always finish what I start.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
My friends tell me that [ know how to keep things real.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
I really enjoy doing small favors for friends.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me

There are people in my life who care as much about my feelings and well-being as they do about .

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
I really enjoy being a part od a group.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
Being able to compromise is an important part of who I am.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
As a leader, I treat everyone equally well regardless of his or her experience.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
Even when candy or cookies are under my nose, I never overeat.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
Better safe than sorry is one of my favorite mottoes.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
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41.

42.

43.

44,

45.

46.

47.

48.

49.

50.

51.

52.

53.

54.

The goodness of other people almost brings tears to my eyes.

Very Much Like Me Like Me Neutral

Unlike Me

I get chills when I hear about acts of great generosity.

Very Much Like Me Like Me Neutral

Unlike Me

I can always find the positive in what seems negative to others.

Very Much Like Me Like Me Neutral
I practice my religion.

Very Much Like Me Like Me Neutral
I do not like to stand out in a crowd.

Very Much Like Me Like Me Neutral

Most people would say I am fun to be with.

Very Much Like Me Like Me Neutral

I never dread getting up in the morning.

Very Much Like Me Like Me Neutral
I rarely hold a grudge.
Very Much Like Me Like Me Neutral

I am always busy with something interesting.

Very Much Like Me Like Me Neutral

I am thrilled when I learn something new.
Like Me

Very Much Like Me Neutral

I make decisions only when I have all of the facts.

Very Much Like Me Like Me Neutral

I like to think of new ways to do things.

Very Much Like Me Like Me Neutral

No matter what the situation, I am able to fit in.

Very Much Like Me Like Me Neutral

My view of the world is an excellent one.
Like Me

Very Much Like Me Neutral

Unlike Me

Unlike Me

Unlike Me

Unlike Me

Unlike Me

Unlike Me

Unlike Me

Unlike Me

Unlike Me

Unlike Me

Unlike Me

Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me
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55.

56.

57.

58.

59.

60.

61.

62.

63.

64.

65.

66.

67.

68.

I never haeitate to publicly express an unpopular opinion.

Very Much Like Me Like Me Neutral Unlike Me
I am a goal-oriented person.

Very Much Like Me Like Me Neutral Unlike Me
I believe honesty is the basis for trust.

Very Much Like Me Like Me Neutral Unlike Me

I go out of my way to cheer up people who appear down.

Very Much Like Me Like Me Neutral Unlike Me
There are people who accept my shortcomings.

Very Much Like Me Like Me Neutral Unlike Me
I am an extremely loyal person.

Very Much Like Me Like Me Neutral Unlike Me

I treat all people equally regardless of who they might be.

Very Much Like Me Like Me Neutral Unlike Me

One of my strengths is helping a group of people work well together even when they have their

Very Much Like Me Like Me Neutral Unlike Me
I am a highly disciplined person.

Very Much Like Me Like Me Neutral Unlike Me
I always think before I speak.

Very Much Like Me Like Me Neutral Unlike Me

I experience deep emotions when I see beautiful things.

Very Much Like Me Like Me Neutral Unlike Me
At least once a day, I stop and count my blessings.
Very Much Like Me Like Me Neutral Unlike Me

Despite challenges, I always remain hopeful about the future.

Very Much Like Me Like Me Neutral Unlike Me
My faith never deserts me during hard times.
Very Much Like Me Like Me Neutral Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me
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69.

70.

71.

72.

73.

74.

75.

76.

77.

78.

79.

80.

81.

82.

I do not act as if [ am a special person.

Very Much Like Me Like Me Neutral Unlike Me

Very Much Unlike Me

I welcome the opportunity to brighten someone else’s day with laughter.

Very Much Like Me Like Me Neutral Unlike Me
I never approach things haltheartedly.

Very Much Like Me Like Me Neutral Unlike Me
I never seek vengeance.

Very Much Like Me Like Me Neutral Unlike Me
I am always curious about the world.

Very Much Like Me Like Me Neutral Unlike Me

Every day, I look forward to the opportunity to learn and grow.

Very Much Like Me Like Me Neutral Unlike Me
I value my ability to think critically.

Very Much Like Me Like Me Neutral Unlike Me
I pride myself on being original.

Very Much Like Me Like Me Neutral Unlike Me

I have the ability to make other people feel interesting.

Very Much Like Me Like Me Neutral Unlike Me

I have never steered a friend wrong by giving bad advice.

Very Much Like Me Like Me Neutral Unlike Me

I must stand up for what I believer even if there are negative results.

Very Much Like Me Like Me Neutral Unlike Me
I finish things despite obstacles in the way.

Very Much Like Me Like Me Neutral Unlike Me
I tell the truth even if it hurts.

Very Much Like Me Like Me Neutral Unlike Me
I love to make other people happy.

Very Much Like Me Like Me Neutral Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me
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83.

84.

85.

86.

87.

88.

89.

90.

91.

92.

93.

94.

95.

96.

I am the most important person in someone else’s life.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
I work at my very best when I am a group member.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
Everyone’s rights are equally important to me.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
I am very good at planning group activities.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
I control my emotions.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
My friends believe that I make smart choices about what I say and do.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
I see beauty that other people pass by without noticing.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
If I receive a gift, [ always let the person who gave it know I appreciated it.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
I have a clear picture in my mind about what [ want to happen in the future.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
My life has a strong purpose.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
I never brag about my accomplishments.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
I try to have fun in all kinds of situations.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
I love what I do.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
I always allow others to leave their mistakes in the past and make a fresh start.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
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97.

98.

99.

100.

101.

102.

103.

104.

105.

106.

107.

108.

109.

110.

I am excited by many different activities.

Very Much Like Me Like Me Neutral Unlike Me
[ am a true life-long learner.

Very Much Like Me Like Me Neutral Unlike Me
My friends value my objectivity.

Very Much Like Me Like Me Neutral Unlike Me
I am always coming up with new ways to do things.

Very Much Like Me Like Me Neutral Unlike Me
I always know what makes someone tick.

Very Much Like Me Like Me Neutral Unlike Me
People describe me as “wise beyond my years.”

Very Much Like Me Like Me Neutral Unlike Me
I call for action while others talk.

Very Much Like Me Like Me Neutral Unlike Me
I am a hard worker.

Very Much Like Me Like Me Neutral Unlike Me
My promises can be trusted.

Very Much Like Me Like Me Neutral Unlike Me

I have voluntarily helped a neighbor in the last month.

Very Much Like Me Like Me Neutral Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

My family and close friends cannot do anything that would make me stop loving them.

Very Much Like Me Like Me Neutral Unlike Me
I never bad-mouth my group to outsiders.

Very Much Like Me Like Me Neutral Unlike Me
I give everyone a chance.

Very Much Like Me Like Me Neutral Unlike Me
To be an effective leader, I treat everyone the same.

Very Much Like Me Like Me Neutral Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me
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111. I never want things that are bad for me in the long run, even if they make me feel good in the short.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
112. T always avoid activities that are physically dangerous.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
113. T have often been left speechless by the beauty depicted in a movie.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
114. T am an extremely grateful person.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
115. If I get a bad grade or evaluation, I focus on the next opportunity , and plan to do better.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
116. In the last -24 hours, I have spent 30 minutes in prayer, meditation or contemplation.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
117. T am proud that [ am an ordinary person.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
118. I try to add some humor to whatever I do.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
119. Ilook forward to each new day.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
120. I believe it is best to forgive and forget.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
121. I have many interests.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
122. T always go out of my way to visit museums.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
123. When the topic calls for it, I can be a highly rational thinker.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
124. My friends say that I have lots of new and different ideas.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
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125.

126.

127.

128.

129.

130.

131.

132.

133.

134.

135.

136.

137.

138.

I always get along well with people I have just met.

Very Much Like Me Like Me Neutral Unlike Me

I am always able to look at things and see the big picture.

Very Much Like Me Like Me Neutral Unlike Me
I always stand up for my beliefs.

Very Much Like Me Like Me Neutral Unlike Me
I do not give up.

Very Much Like Me Like Me Neutral Unlike Me
I am true to my own values.

Very Much Like Me Like Me Neutral Unlike Me
I always call my friends when they are sick.

Very Much Like Me Like Me Neutral Unlike Me
I always feel the presence of love in my life.

Very Much Like Me Like Me Neutral Unlike Me

It is important for me to maintain harmony within my group.

Very Much Like Me Like Me Neutral Unlike Me

I am strongly committed to principles of justice and equality.

Very Much Like Me Like Me Neutral Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

I believe that our human nature brings us together to work for common goals.

Very Much Like Me Like Me Neutral Unlike Me
I can always stay on a diet.
Very Much Like Me Like Me Neutral Unlike Me

I think through the consequences every time before I act.

Very Much Like Me Like Me Neutral Unlike Me

I am always aware of the natural beauty in the environment.

Very Much Like Me Like Me Neutral Unlike Me

I go to extremes to acknowledge people who are good to me.

Very Much Like Me Like Me Neutral Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me
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139.

140.

141.

142.

143.

144.

145.

146.

147.

148.

149.

150.

151.

152.

I have a plan for what [ want to be doing five years from now.

Very Much Like Me Like Me Neutral Unlike Me
My faith makes me who I am.

Very Much Like Me Like Me Neutral Unlike Me
I prefer to let other people talk about themselves.

Very Much Like Me Like Me Neutral Unlike Me

I never allow a gloomy situation to take away my sense of humor.

Very Much Like Me Like Me Neutral Unlike Me
I have lots of energy.
Very Much Like Me Like Me Neutral Unlike Me

I am always willing to give someone a chance to make amends.

Very Much Like Me Like Me Neutral Unlike Me
I can find something of interest in any situation.

Very Much Like Me Like Me Neutral Unlike Me
I read all of the time.

Very Much Like Me Like Me Neutral Unlike Me
Thinking things through is part of who I am.

Very Much Like Me Like Me Neutral Unlike Me
I am an original thinker.

Very Much Like Me Like Me Neutral Unlike Me
I am good at sensing what other people are feeling.

Very Much Like Me Like Me Neutral Unlike Me
I have a mature view on life.

Very Much Like Me Like Me Neutral Unlike Me
I always face my fears.

Very Much Like Me Like Me Neutral Unlike Me
I never get sidetracked when I work.

Very Much Like Me Like Me Neutral Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me
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153. I take pride in not exaggerating who or what I am.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
154. T am as excited about the good fortune of others as I am about my own.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
155. I can express love to someone else.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
156. Without exception, I support my teammates or fellow group members.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
157. Irefuse to take credit for work I have not done.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
158. My friends always tell me I am a strong but fair leader.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
159. I can always say “enough is enough.’

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
160. I always keep straight right from wrong.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
161. 1 greatly appreciate all forms of art.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
162. I feel thankful for what I have received in life.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
163. 1 know that I will succeed with the goals I set for my self.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
164. 1 believe that each person has a purpose in life.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
165. Irarely call attention to myself.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
166. I have a great sense of humor.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
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167. 1 cannot wait to get started on a project.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
168. Irarely try to get even.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
169. Itis very easy for me to entertain myself.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
170. If I want to know something, | immediately go to the library or the internet and look it up.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
171. T always weigh the pro’s and con’s.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
172. My imagination stretches beyond that of my friends.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
173. T am aware of my own feelings and motives.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
174. Others come to me for advice.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
175. T have overcome pain and disappointment.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
176. I stick with whatever I decide to do.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
177. 1 would rather die than be phony.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
178. 1 enjoy being kind to others.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
179. 1 can accept love from others.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
180. Even if I disagree with them, I always respect the leaders of my group.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
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181. Even if I do not like someone, I treat him or her fairly.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
182. As aleader, I try to make all group members happy.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
183. Without exception, I do my tasks at work or school or home by the time they are due.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
184. 1 am a very careful person.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
185. T am in awe of simple things in life that others might take for granted.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
186. When I look at my life, I find many things to be grateful for.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
187. I am confident that my way of doing things will work out for the best.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
188. I believe in a universal power, a god.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
189. I have been told that modesty is one of my most notable characteristics.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
190. I find datisfaction in making others smile of laugh.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
191. I can hardly wait to see what life has in store for me in the weeks and years ahead.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
192. T am usually willing to give someone another chance.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
193. I think my life is extremely interesting.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
194. 1read a huge variety of books.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
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195. I try to have good reasons for my important decisions.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
196. In the last month I have found an original solution to a problem in my life.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
197. 1 always know what to say to make people feel good.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
198. I may not say it to others, but I consider myself to be a wise person.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
199. T always speak up in protest when I hear someone say mean things.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
200. When I make plans, [ am certain to make them work.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
201. My friends always tell me I am down to earth.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
202. I am thrilled when I can let others share the spotlight.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
203. I have a neighbor orsomeone at work or school that I really care about as a person.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
204. It is important to me to respect decisions made by my group.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
205. 1 believer that everyone should have a say.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
206. As aleader, I believe that everyone in the group should have a say in what the group does.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
207. For me, practice is as important as performance.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
208. I always make careful choices.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
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209.

210.

211.

212.

213.

214.

215.

216.

217.

218.

219.

220.

221.

222.

I often have a craving to experience great art, such as music, drama, or paintings.

Very Much Like Me Like Me Neutral Unlike Me
I feel a profound sense of appreciation every day.

Very Much Like Me Like Me Neutral Unlike Me
If I feel down, I always think about what is good in my life.
Very Much Like Me Like Me Neutral Unlike Me
My beliefs make my life important.

Very Much Like Me Like Me Neutral Unlike Me
No one would ever describe me sa arrogant.

Very Much Like Me Like Me Neutral Unlike Me
I believe life is more of a playground than a battlefield.

Very Much Like Me Like Me Neutral Unlike Me

I awaken with a sense of excitement about the day’s possibilities.

Very Much Like Me Like Me Neutral Unlike Me
I do not want to wee anyone suffer, even my worst enemy.
Very Much Like Me Like Me Neutral Unlike Me
I really enjoy hearing about other countries and cultures.

Very Much Like Me Like Me Neutral Unlike Me
I love to read nonfiction books for fun.

Very Much Like Me Like Me Neutral Unlike Me
My friends value my good judgment.

Very Much Like Me Like Me Neutral Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

I have a powerful urge to do something original during this next year.

Very Much Like Me Like Me Neutral Unlike Me
It is rare that someone can take advantage of me.

Very Much Like Me Like Me Neutral Unlike Me
Others considers me to be a wise person.

Very Much Like Me Like Me Neutral Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me
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223. 1 am a brave person.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
224. When I get what I want, it is because I worked hard for it.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
225. Others trust me to keep their secrets.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
226. I always listen to people talk about their problems.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
227. 1 easily share feeling with others.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
228. I gladly sacrifice my self-interest for the benefit of the group I am in.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
229. 1 believe that it is worth listening to everyone’s opinions.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
230. When I am in a position of authority, I never blame others for problems.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
231. I exercise on a regular basis.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
232. I cannot imagine lying or cheating.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
233. I have created something of beauty in the last year.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
234. T have been richly blessed in my life.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
235. T expect the best.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me
236. I have a calling in my life.

Very Much Like Me Like Me Neutral Unlike Me Very Much Unlike Me

eecc20w6.doc



237.

238.

239.

240.

People are drawn to me because I am humble.

Very Much Like Me Like Me Neutral Unlike Me
I am know for my good sense of humor.

Very Much Like Me Like Me Neutral Unlike Me
People describe me as full of zest.

Very Much Like Me Like Me Neutral Unlike Me

I try to respond with understanding when someone treats me badly.

Very Much Like Me Like Me Neutral Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me

Very Much Unlike Me
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8. Brief Strengths Test

Think about how you have acted in the actual situations described below during the past month (four weeks).

The questionnaire behaviors that most people find desirable, but we want you to answer only in terms of what

you actually did. If you did not described situation, please mark the “not applicable” option. Read each one

and then click on the dropdown list next to the your response.

1.

Think of actual situations in which you had the opportunity to do something that was novel or How
frequently did you show CREATIVITY or INGENUITY in these situations?

Not applicable Never/rarely ~ Occasionally ~ Halfthe time  Usually Always

Think of actual situations in which you had the opportunity to explore something new or to do
sometime different. How frequently did you show CURIOSITY or INTEREST in these situations?

Not applicable Never/rarely ~ Occasionally  Half the time  Usually Always

Think of actual situations in which you had a complex and important decision to make. How
frequently you show CRITICAL THINKING, OPEN-MINDEDNESS, or GOOD JUDGMENT in these
situations?

Not applicable Never/rarely ~ Occasionally = Half the time  Usually Always

Think of actual situations in which you had the opportunity to learn more about some topic, in or out
school. How frequently did you show LOVE OF LEARNING in these situations?

Not applicable Never/rarely ~ Occasionally = Half the time  Usually Always

Think of actual situations in which you had the opportunity to offer advice to another person who
How frequently did you show PERSPECTIVE or WISDOM in these situations?

Not applicable Never/rarely ~ Occasionally = Half the time  Usually Always

Think of actual situations in which you experienced fear or threat. How frequently did you show or

COURAGE in these situations?

Not applicable Never/rarely ~ Occasionally = Half the time  Usually Always
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10.

11.

12.

13.

Think of actual situations in which you faced a difficult and time-consuming task. How frequently did
show PERSEVERANCE, PERSSTENCE, DILIGENCE, or INDUSTRIOUSNESS in these situations

Not applicable Never/rarely ~ Occasionally = Half the time  Usually Always

Think of actual situations in which it was possible for you to present a false view of who you are or had
happened. How frequently did you show HONESTY or AUTHENTICITY in these situations?

Not applicable Never/rarely ~ Occasionally  Half'the time  Usually Always

Think of your everyday life. How frequently did you show ZEST or ENTHUSIASM when it was
possible do so?

Not applicable Never/rarely ~ Occasionally  Half'the time  Usually Always

Think of your everyday life. How frequently did you express your LOVE or ATTACHMENT to others
(friends, family members) when it was possible to do so?

Not applicable Never/rarely =~ Occasionally  Half the time  Usually Always

Think of your everyday life. How frequently did you show KINDNESS or GENEROSITY to others
which was possible to do so?

Not applicable Never/rarely =~ Occasionally = Half the time  Usually Always

Think of actual situations in which the motives of other people needed to be understood and respont.
How frequently did you show SOCIAL INTELLIGENCE or SOCIAL SKILLS in these situations?

Not applicable Never/rarely ~ Occasionally  Half'the time  Usually Always

Think of actual situations in which you were a member of a group that needed your help and loyalty

frequently did you show TEAMWORK in these situations?

Not applicable Never/rarely =~ Occasionally  Half the time  Usually Always
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14.

15.

16.

17.

18.

19.

20.

Think of actual situations in which you had some power or influence over two or more other people.
Frequently did you show FAIRNESS in these situations?

Not applicable Never/rarely =~ Occasionally = Half the time  Usually Always

Think of actual situations in which you were a member of a group that needed direction. How frequently
you show LEADERSHIP in these situations?

Not applicable Never/rarely ~ Occasionally ~ Half the time  Usually Always

Think of actual situations in which you had been hurt by someone else. How frequently did you show
FORGIVENESS or MERCY in these situations?

Not applicable Never/rarely =~ Occasionally  Half the time  Usually Always

Think of your everyday life. How frequently did you show MODESTY or HUMILITY when it was

possible do so?

Not applicable Never/rarely =~ Occasionally = Half the time  Usually Always

Think of actual situations in which you were temped to do something that you might later regret. How
frequently did you show PRUDENCE, DISCRETION, or CAUTION in these situations?

Not applicable Never/rarely ~ Occasionally = Half the time  Usually Always

Think of actual situations in which you experienced wishes, desires, desires, impulses, or emotions that
you to control. How frequently did you show SELF-CONTROL or SELF-REGULATION in these
situations.

Not applicable Never/rarely ~ Occasionally  Half'the time  Usually Always

Think of you everyday life. How frequently did you show APPRECIATION OF BEAUTY AND

EXCELLENCE or AWE when it was possible to do so?

Not applicable Never/rarely ~ Occasionally  Half the time  Usually Always
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9. VIA Strength Survey for children.

Below is a list of statements describing people who are 8 to 17 year. Please read each one, and then decide
how much it is like you a correct radio button. There are no right or wrong answers. Please honest as you
possibly can. We will rank your strengths and others strengths when you have answered all of the 198

questions.

1. TIlove art, music, dance, or theater.
Very Much Like Me Mostly Like Me Somewhat Like Me
Little Like Me Not Like Me At All

2. Istick up for other kids who are being treated unfairly.
Very Much Like Me Mostly Like Me Somewhat Like Me
Little Like Me Not Like Me At All

3. [Tlike to think of different ways to solve problems.
Very Much Like Me Mostly Like Me Somewhat Like Me
Little Like Me Not Like Me At All

4. Tdon’t have many questions about things.
Very Much Like Me Mostly Like Me Somewhat Like Me
Little Like Me Not Like Me At All

5. 1Inagroup, I give easier tasks to the people I like.
Very Much Like Me Mostly Like Me Somewhat Like Me

Little Like Me Not Like Me At All
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10. The Gratitude Survey
Read each of these statements. Then click on the dropdown list next to the word and select the response that

best agree or disagree with it.

Lo, I have so much in life to be thankful for.

20 If I had to list everything that I felt grateful for, it would be a long list.
3 When I look at the world, I don’t see much to be grateful for.

4o i I am grateful to a wide variety of people.

S As I get older I find myself more able to appreciate the events, and

situations that have been part of my life history.

6. i Long amounts of time can go by before I feel grateful to or someone.
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11. The Grit Survey
Below are 46 statements about grit. Read each one and then click on the dropdown list next to the statement

and select statement is like you. Please be honest and accurate!

Lo, I am a hard worker.

20 I have no desire to be famous.

3 I am doggedly persistent.

4 I believe that continually trying to improve leads to unhappiness.

S I often set a goal but later choose to pursue a different one.

0. o I think achievement is over-rated..

T I become interested in new pursuits every few months.

8 Everyday I try to do at least one thing a little better than I did before.

9. Achieving something of lasting importance is the highest goal in life.

10 I am not as diligent as most people.

| I am never totally satisfied with my performance.

120 I have overcome setbacks to conquer an important challenge.

13, I discipline myself by practicing a sport, musical interest,
or other skill

14, Life is more of a marathon than a sprint.

15, I am working towards a very specific and long-term goal.

16, oo, New ideas and new projects sometime distract me from old ones.

17, i, When I work, I have specific goals for improvement.

18, i, Others often tell me that I do not perform to my potential.

19, i Once I have achieved a milestone, I look for the next challenge.

20, i I am content with my current of skill.

21, I like to push myself beyond where I comfortably perform.

22, i I have been obsessed with a certain project for a short time but later
interest.

23, I prefer tasks that I can do perfectly to those at which I sometimes
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I crave constant challenge.

Setbacks don’t discourage me.

I enjoy projects that take years to complete.

I am driven to succeed.

I am not willing to do everything necessary to be the absolute best
in field.

My vision of where my life is heading has not changed much in the
I aim to be the best in the world at what I do.

I am very good at keeping New Year’s resolutions.

I practice a skill daily in order to improve.

I see no point in doing something unless I can be the best at it.

My interests are consistent from year to year.

I am easily bored.

Circumstances beyond my control have prevented me from realizing
potential.

I do not always finish what I begin.

Failures double my motivation to succeed.

I am ambitious.

Failures are a sign of learning.

I am constantly trying to correct my weaknesses.

I have achieved a goal that took years of work.

My interests change from year to year.

I have difficulty maintaining my focus on projects that take more than
months to complete.

I am diligent.

I finish whatever I begin.
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CAHPS® Health Plan Survey 3.0

Child
Medicaid Managed Care
Questionnaire’

English Version

! The Child Medicaid Managed Care Questionnaire contains the CAHPS® Health Plan Survey core items, which are applicable
across all payers and health care delivery systems, as well as Medicaid-specific items and a set of items for children with
chronic conditions. These items for children with chronic conditions are identified with yellow highlighting.
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All information that would let someone identify you
or your family will be kept private. {(VENDOR NAME}
will not share your personal information with anyone
without your OK. You may choose to answer this
survey or not. If you choose not to, this will not affect
the benefits you get.

You may notice a number on the cover of this
survey. This number is ONLY used to let us know if
you returned your survey so we don’t have to send
you reminders.

If you want to know more about this study, please
call XXX.
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SURVEY INSTRUCTIONS

¢ Answer all the questions by checking the box to the left of your answer.

4 You are sometimes told to skip over some questions in this survey. When this

happens you will see an arrow with a note that tells you what question to answer
next, like this:

M vYes=> If Yes, Go to Question 1 on Page 1
O No

cel55ad engchildmed mgdcare 3.0.doc 1-18-06



This page left intentionally blank

cel55ad engchildmed mgdcare 3.0.doc 1-18-06



Please answer the questions for the child
listed on the envelope. Please do not
answer for any other children.

1.  Our records show that your child is
now in {Health Plan Name/State
Medicaid Program Name}. Is that
right?

"0 Yes = If Yes, Go to Question 3
20 No

2. What is the name of your child’s
health plan? (please print)

3. How many months or years in a row
has your child been in this plan?

"0 Less than 6 months

20 At least 6 months but less than
1 year

3] Atleast 1 year but less than 2
years

‘0 Atleast 2 years but less than
5 years

*[] 5 or more years

YOUR CHILD’S PERSONAL
DOCTOR OR NURSE

The next questions ask about your child’s
health care. Do not include care your child
got when he or she stayed overnight in a
hospital. Do not include the times your child
went for dental care visits.

4,

A personal doctor or nurse is the
health provider who knows your child
best. This can be a general doctor, a
specialist doctor, a nurse practitioner,
or a physician assistant.

Do you have one person you think of
as your child’s personal doctor or
nurse? If your child has more than one
personal doctor or nurse, choose the
person your child sees most often.

'O Yes

20 No=> If No, Go to Question 7
on Page 2

Using any number from 0 to 10 where
0 is the worst personal doctor or
nurse possible, and 10 is the best
personal doctor or nurse possible,
what number would you use to rate
your child’s personal doctor or
nurse?

°O

o

Worst personal doctor or
nurse possible
' 1
20 2
0 3
‘0 4
°O s
°] 6
a7
1 8
°O0 9
"°] 10 Best personal doctor or
nurse possible
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Did your child have the same
personal doctor or nurse before you
joined this health plan?

"0 Yes = If Yes, Go to Question 8
2O No

Since you joined your health plan,
how much of a problem, if any, was it
to get a personal doctor or nurse for
your child you are happy with?

'] A big problem

20 A small problem
*d Not a problem

In the last 6 months, did your child’s
personal doctor or nurse talk with
you about how your child is feeling,
growing or behaving?

'O Yes
20 No

Does your child have any medical,
behavioral or other health conditions
that have lasted for more than 3
months?

'O Yes

2] No=> If No, Go to Question 12
on page 3

10.

1.

Does your child’s personal doctor or
nurse understand how these medical,
behavioral or other health conditions
affect your child’s day-to-day life?
'O Yes

20 No

Does your child’s personal doctor or
nurse understand how your child’s
medical, behavioral or other health
conditions affect your family’s day-
to-day life?

'O vYes
0 No

Option: Insert additional questions about

personal doctor or nurse here.
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GETTING HEALTH CARE
FROM A SPECIALIST

When you answer the next questions,
do not include dental visits.

12.

13.

14.

Specialists are doctors like
surgeons, heart doctors, allergy
doctors, skin doctors, and others
who specialize in one area of health
care.

In the last 6 months, did you or a
doctor think your child needed to see
a specialist?

"0 Yes

20 No = If No, Go to Question 14

In the last 6 months, how much of a
problem, if any, was it to see a
specialist that your child needed to
see?

"0 A big problem

20 A small problem

30 Not a problem

In the last 6 months, did your child
see a specialist?

'O Yes

20 No = If No, Go to Question 17
on Page 4

15.

16.

We want to know your rating of the
specialist your child saw most often
in the last 6 months. Using any
number from 0 to 10, where 0 is the
worst specialist possible, and 10 is
the best specialist possible, what
number would you use to rate your
child’s specialist?

°C0 0 Worst specialist possible
' 1
20 2
0 3
‘0 4
° s
°] 6
a7
1 8
°O0 9
10D 1

0 Best specialist possible

In the last 6 months, was the
specialist your child saw most often
the same doctor as your child’s
personal doctor?

'O Yes
20 No

Option: Insert additional questions about

specialist care here.
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YOUR CHILD’S HEALTH CARE
IN THE LAST 6 MONTHS

17.

18.

19.

20.

In the last 6 months, did you call a
doctor’s office or clinic during
regular office hours to get help or
advice for your child?

'O Yes
2] No = If No, Go to Question 19

In the last 6 months, when you called
during regular office hours, how
often did you get the help or advice
you needed for your child?

' Never
20 sometimes

30 usually
‘0O Always

In the last 6 months, did your child
have an illness, injury or condition
that needed care right away in a
clinic, emergency room or doctor’s
office?

'O Yes
20 No = If No, Go to Question 21

In the last 6 months, when your child
needed care right away for an illness,
injury, or condition how often did
your child get care as soon as you
wanted?

"0 Never
20 sometimes
*d uUsually
‘0O Always

21.

22,

23.

A health provider could be a general
doctor, a specialist doctor, a nurse
practitioner, a physician assistant, a
nurse or anyone else your child
would see for health care.

In the last 6 months, not counting the
times your child needed health care
right away, did you make any
appointments for your child with a
doctor or other health provider for
health care?

'O Yes
20 No = If No, Go to Question 23

In the last 6 months, not counting the
times you needed health care right
away, how often did your child get an
appointment for health care as soon
as you wanted?

"0 Never

20 sometimes

* usually

‘0O Always

In the last 6 months, how many times
did your child go to an emergency
room?

°] None

'O 1

2 2

*0 3

‘O 4

°0 5t09

°J 10 or more
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24,

25.

26.

27.

In the last 6 months (not counting
times your child went to an
emergency room), how many times
did your child go to a doctor’s office
or clinic?

°d None = If None, Go to Question
50 on Page 8
" 1

2 2

0 3

‘0 4

°d 5t09

°d 10 or more

In the last 6 months, did you or a
doctor believe your child needed any
care, tests or treatment?

'O vYes
20 No=> If No, Go to Question 27

In the last 6 months, how much of a
problem, if any, was it to get care for
your child that you or a doctor
believed necessary?

"0 A big problem

20 A small problem

30 Not a problem

In the last 6 months, did your child
need approval from your health plan
for any care, tests or treatment?

'O Yes
2[00 No = If No, Go to Question 29

28.

29.

30.

31.

32.

In the last 6 months, how much of a
problem, if any, were delays in your
child’s health care while you waited
for approval from your child’s health
plan?

"0 A big problem

20 A small problem
*d Not a problem

In the last 6 months, how often was
your child taken to the exam room
within 15 minutes of his or her
appointment?

'O Never
2O sometimes
* usually
‘0O Aways

In the last 6 months, how often did
office staff at your child’s doctor’s
office or clinic treat you and your
child with courtesy and respect?

'O Never
2O sometimes
* usually
‘0O Aways

In the last 6 months, how often were
office staff at your child’s doctor’s
office or clinic as helpful as you
thought they should be?

'O Never
2O sometimes
O usually
‘0O Aways

In the last 6 months, how often did
your child’s doctors or other health
providers listen carefully to you?

'O Never
2O sometimes
* usually
‘0O Aways
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33.

34.

35.

36.

37.

In the last 6 months, how often did
you have a hard time speaking with
or understanding your child’s
doctors or other health providers
because they spoke different
languages?

' Never
2] sometimes

3 usually
‘0O Always

In the last 6 months, how often did
your child’s doctors or other health
providers explain things in a way you
could understand?

"0 Never

20 sometimes

* Usually

‘0O Always

In the last 6 months, how often did
your child’s doctors or other health
providers show respect for what you

had to say?
"0 Never

2[00 sometimes
30 Usually
‘0O Always

Is your child able to talk with doctors
about his or her health care?

'O Yes
20 No = If No, Go to Question 39

In the last 6 months, how often did
your child have a hard time speaking

38.

39.

40.

with or understanding doctors or
other health providers because they
spoke different languages?

"0 Never

20 Sometimes

30 usually

‘0O Aways

In the last 6 months, how often did
doctors or other health providers
explain things in a way your child
could understand?

"0 Never

20 Sometimes

*O usually

‘0O Always

In the last 6 months, how often did
doctors or other health providers
spend enough time with your child?
'O Never

2O sometimes

* usually

‘0O Aways

In the last 6 months, did you have
any questions or concerns about
your child’s health or health care?

'O Yes

20 No = If No, Go to Question 44
on Page 7
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41. In the last 6 months, how often did
your child’s doctors or other health
providers make it easy for you to
discuss your questions or concerns?
'[] Never
[0 sometimes
0 uUsually
‘0O Always

42. In the last 6 months, how often did
you get the specific information you
needed from your child’s doctors or
other health providers?

"0 Never

20 Sometimes
300 Usually
‘0O Always

43. In the last 6 months, how often did
you have your questions answered
by your child’s doctors or other
health providers?

'[] Never

20 sometimes
3 usually
‘0O Always

We want to know how you, your child’s
doctors and other health providers make
decisions about your child’s health care.

44. In the last 6 months, were any
decisions made about your child’s
health care?

'O Yes

20 No = If No, Go to Question 49
on page 8

45.

46.

47.

When decisions were made in the
last 6 months, how often did your
child’s doctors or other health
providers offer you choices about
your child’s health care?

"0 Never
20 sometimes
3 usually
‘0O Always

When decisions were made in the
last 6 months, how often did your
child’s doctors or other health
providers discuss with you the good
and bad things about each of the
different choices for your child’s
health care?

'O Never
2[00 Sometimes

* usually
‘0O Always

When decisions were made in the
last 6 months, how often did your
child’s doctors or other health
providers ask you to tell them what
choices you prefer?

"0 Never
20 Sometimes
3 usually
‘0O Always
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48.

49,

50.

When decisions were made in the
last 6 months, how often did your
child’s doctors or other health
providers involve you as much as
you wanted?

"0 Never
20 sometimes
3 usually
‘0O Always

Using any number from 0 to 10,
where 0 is the worst health care
possible, and 10 is the best health
care possible, what number would
you use to rate all your child’s health
care in the last 6 months?

°C] 0 Worst health care possible
' 1
2 2
0 3
‘0 4
° 5
°d 6
07
1 8
°O 9
o] 10 Best health care possible

Is your child now enrolled in any
kind of school or daycare?

'O Yes
21 No = If No, Go to Question 53

51.

52.

53.

54.

In the last 6 months, did you need
your child’s doctors or other health
providers to contact a school or
daycare center about your child’s
health or health care?

MO Yes
2 No =>If No, Go to Question 53

In the last 6 months, did you get the
help you needed from your child’s
doctors or other health providers in
contacting your child’s school or
daycare?

'O Yes
20 No

An interpreter is someone who
repeats or signs what one person
says in a language used by another
person.

In the last 6 months, did you need an
interpreter to help you speak with
your child’s doctors or other health
providers?

'O Yes

2O No = If No, Go to Question 55
on page 9

In the last 6 months, when you
needed an interpreter to help you
speak with your child’s doctors or
other health providers, how often did
you get one?

'O Never
2[00 Sometimes

3 Usually
‘0O Aways
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55.

56.

57.

58.

59.

60.

In the last 6 months, did your child
need an interpreter to help him or her
speak with doctors or other health
providers?

'O Yes
2] No = If No, Go to Question 57

In the last 6 months, when your child
needed an interpreter to help him or
her speak with doctors or other
health providers, how often did he or
she get one?

"0 Never
20 Sometimes
30 usually
‘0O Always

Is your child 2 years old or younger?

'O Yes

20 No = If No, Go to Question 61
on Page 10

Reminders from the doctor's office
or clinic, or from the health plan can
come to you by mail, by telephone,
or in-person during a visit.

After your child was born, did you
get any reminders to bring him or her
in for a check-up to see how he or
she was doing or for shots or drops?

'O Yes
20 No

Since your child was born, has he or
she gone to a doctor or other health
provider for a check-up to see how
he or she was doing or for shots or
drops?

'O Yes

2] No =If No, Go to Question 61
on Page 10

Did you get an appointment for your

child’s first visit to a doctor or other

health provider for a check-up, or for
shots or drops, as soon as you wanted?

'O Yes
20 No

Option: Insert additional questions about

general health care here.
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SPECIALIZED SERVICES

61.

62.

63.

64.

65.

In the last 6 months, did you get or
try to get any special medical
equipment or devices for your child,
such as a walker, wheelchair,
nebulizer, feeding tubes, or oxygen
equipment?

'O Yes
2] No=> If No, Go to Question 64

In the last 6 months, how much of a
problem, if any, was it to get special
medical equipment for your child?

"0 A big problem

20 A small problem

30 Not a problem = If Not, Go to
Question 64

Did anyone from your child’s health
plan, doctor’s office or clinic help
you with this problem?

'O Yes
20 No

In the last 6 months, did you get or
try to get special therapy for your
child, such as physical,
occupational, or speech therapy?

'O Yes
20 No = If No, Go to Question 67

In the last 6 months, how much of a
problem, if any, was it to get special
therapy for your child?

"0 A big problem

2 A small problem

30 Not a problem = If Not, Go to
Question 67

66.

67.

68.

69.

70.

Did anyone from your child’s health
plan, doctor’s office or clinic help you
with this problem?

'O Yes

20 No

In the last 6 months, did you get or try
to get treatment or counseling for your
child for an emotional, developmental
or behavioral problem?

O vYes
20 No=> If No, Go to Question 70

In the last 6 months, how much of a
problem, if any, was it to get this
treatment or counseling for your child?

'] A big problem

20 A small problem

*d Not a problem = If Not, Go to
Question 70

Did anyone from your child’s health
plan, doctor’s office or clinic help you
with this problem?

'O Yes
20 No

In the last 6 months, did your child get
care from more than one kind of health
care provider or use more than one
kind of health care service?

'O Yes

20 No=> If No, Go to Question 72
on page 11
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71.

In the last 6 months, did anyone from
your child’s health plan, doctor’s
office or clinic help coordinate your
child’s care among these different
providers or services?

'O Yes
2 No

Option: Insert additional questions about

specialized services here.

YOUR CHILD’S HEALTH PLAN

The next questions ask about your
experience with your child’s health plan.

72.

73.

74.

Some states pay health plans to care
for people covered by
{Medicaid/State name for Medicaid}.
With these health plans, you may
have to choose your child’s doctor
from the health plan list or take your
child to a clinic or health care center
on the plan list.

Is your child covered by a health
plan like this?

'O Yes

2] No=> If No Go to Question 76
on page 12

Did you choose your child’s health
plan or were you told which plan
your child was in?

'[] | chose my child’s plan.

2[ | was told which plan my child
was in.

You can get information about your
child’s plan services in writing, by
telephone, on the Internet, or in-
person.

Did you get any information about
your child’s health plan before you
signed him or her up for it?

'O Yes

20 No = If No, Go to Question 76
on page 12
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75.

76.

77.

78.

79.

How much of the information you
were given before you signed your
child up for the plan was correct?
'O Al of it

20 Most of it

30 Some of it

*J None of it

In the last 6 months, did you look for
any information about how your
child's health plan works in written
material or on the Internet?

'O Yes
20 No=> If No, Go to Question 78

In the last 6 months, how much of a
problem, if any, was it to find or
understand information?

'] A big problem

20 A small problem

30 Not a problem

In the last 6 months, did you call the
health plan’s customer service to get
information or help for your child?

'O Yes
20 No = If No, Go to Question 80

In the last 6 months, how much of a
problem, if any, was it to get the help
you needed when you called your
child’s health plan’s customer
service?

"0 A big problem
20 A small problem
30 Not a problem

80.

81.

82.

In the last 6 months, did you have to
fill out any paperwork for your
child’s health plan?

' Yes

20 No=> If No, Go to Question 82

In the last 6 months, how much of a
problem, if any, did you have with
paperwork for your child’s health
plan?

[0 A big problem

20 A small problem

*d Not a problem

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

°C] 0 Worst health plan possible
'O 1

2 2

0 3

‘O 4

°O 5

°C] 6

a7

1 8

°O0 9

o[ 10 Best health plan possible

Option: Insert additional questions about

the health plan here.
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PRESCRIPTION MEDICATIONS

ABOUT YOUR CHILD AND YOU

83.

84.

85.

In the last 6 months, did your child
get a prescription for medicine or did
you refill a prescription for your
child?

'O Yes
2] No=> If No, Go to Question 86

In the last 6 months, how much of a
problem, if any, was it to get your
child’s prescription medicine?

'] A big problem

20 A small problem

30 Not a problem = If Not, Go to
Question 86

Did anyone from your child’s health
plan, doctor’s office, or clinic help
you with this problem?

'O Yes
2 No

86.

87.

88.

89.

90.

In general, how would you rate your
child’s overall health now?

"0 Excellent

2O Very Good

30 Good

‘0O Fair

*d Poor

Does your child currently need or
use medicine prescribed by a doctor
(other than vitamins)?

O Yes
20 No=> If No, Go to Question 90

Is this because of any medical,
behavioral or other health condition?

'O Yes
20 No=> If No Go to Question 90

Is this a condition that has lasted or
is expected to last for at least 12
months?

'O Yes
20 Noo

Does your child need or use more
medical care, mental health or
educational services than is usual
for most children of the same age?

'O Yes

20 No = If No, Go to Question 93
on page 14
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91.

92.

93.

94.

95.

96.

97.

Is this because of any medical,
behavioral or other health condition?

'O Yes

2] No=> If No, Go to Question 93
on page 14

Is this a condition that has lasted or
is expected to last for at least 12
months?

'O Yes
2 No

Is your child limited or prevented in
any way in his or her ability to do the
things most children of the same age
can do?

'O Yes
21 No=> If No, Go to Question 96

Is this because of any medical,
behavioral or other health condition?

'O Yes
20 No=> If No, Go to Question 96

Is this a condition that has lasted or
is expected to last for at least 12
months?

'O Yes
2] No

Does your child need or get special
therapy, such as physical,
occupational or speech therapy?

'O Yes
20 No = If No, Go to Question 99

Is this because of any medical,
behavioral or other health condition?

'O Yes
20 No=> If No, Go to Question 99

98.

99.

100.

101.

102.

103.

Is this a condition that has lasted or
is expected to last for at least 12
months?

'O Yes
20 No

Does your child have any kind of
emotional, developmental or
behavioral problem for which he or
she needs or gets treatment or

counseling?

O Yes
20 No=> If No, Go to Question 101

Has this problem lasted or is it
expected to last for at least 12
months?

'O Yes
20 No

What is your child’s age now?

'[J Less than one year old
YEARS OLD (write in)

Is your child male or female?

'O Male
20 Female

Is your child of Hispanic or Latino
origin or descent?

" Yes, Hispanic or Latino
20 No, Not Hispanic or Latino
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104.

105.

106.

107.

What is your child’s race? Please
mark one or more.

'O white

2[ Black or African-American

3 Asian

4] Native Hawaiian or other
Pacific Islander

5[ American Indian or Alaska Native
° other

What is your age now?

°d uUnder 18
' 18 to 24
[0 2510 34
30 351044
‘0O 4510 54
1 55 to 64
°d 65to 74
'O 75 or older

Are you male or female?

'O male
20 Female

What is the highest grade or level of
school that you have completed?
"0 8th grade or less

20 Some high school, but did not
graduate

O High school graduate or GED
‘00 some college or 2-year degree
° 4-year college graduate

°] More than 4-year college degree

108.

109.

110.

111.

What language do you mainly speak
at home?
"0 English
20 spanish
30 Some other language
(please print)

What language does your child

mainly speak at home?

"0 English

2O spanish

30 Some other language
(please print)

How are you related to the child?

'] Mother or father

20 Grandparent

30 Aunt or uncle

“0 older brother or sister

°[d Other relative

® Legal guardian

"0 someone else (please print)

Are you listed as the child’s payee or
guardian on Medicaid records?

'O Yes
20 No
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112. Did someone help you complete Option: Insert other child specific,
this survey? member specific or other general

1 questions here.
O Yes & If Yes, Go to

Question 113

20 No = Thank you.
Please return the
completed survey in
the postage —paid
envelope.

113. How did that person help
you?Check all that apply.
"0 Read the questions to me
20 Wrote down the answers | gave
30 Answered the questions for me

*0O Translated the questions into my
language

] Helped in some other way
(Please print)
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Please return the completed survey in the postage-paid envelope.
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CAHPS® Health Plan Survey 3.0

Child
Medicaid Fee-for-Service
Questionnaire?

English Version

2 The Child Medicaid Managed Care Questionnaire contains the CAHPS®™ Health Plan Survey core items, which are applicable
across all payers and health care delivery systems, as well as Medicaid-specific items and a set of items for children with
chronic conditions. These items for children with chronic conditions are identified with yellow highlighting.
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All information that would let someone identify you
or your family will be kept private. {(VENDOR NAME}
will not share your personal information with anyone
without your OK. You may choose to answer this
survey or not. If you choose not to, this will not affect
the benefits you get.

You may notice a number on the cover of this
survey. This number is ONLY used to let us know if
you returned your survey so we don’t have to send
you reminders.

If you want to know more about this study, please
call XXX.
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SURVEY INSTRUCTIONS

4 Answer all the questions by checking the box to the left of your answer.

4 You are sometimes told to skip over some questions in this survey. When this happens
you will see an arrow with a note that tells you what question to answer next, like this:

M Yes= If Yes, Go to Question 1 on Page 1
1 No
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Please answer the questions for the
child listed on the envelope. Please do
not answer for any other children.

1.

Our records show that your child is
now in {Medicaid/State name for
Medicaid}. Is that right?

"0 Yes = If Yes, Go to Question 3
2O No

What is the name of your child’s
health plan? (please print)

How many months or years in a row
has your child been in this health
plan?

"0 Less than 6 months

20 At least 6 months but less than 1
year

30 Atleast 1 year but less than 2
years

*] At least 2 years but less than 5
years

°d 5 or more years

YOUR CHILD’S PERSONAL
DOCTOR OR NURSE

The next questions ask about your child’s
health care. Do not include care your child
got when he or she stayed overnight in a
hospital. Do not include the times your
child went for dental care visits.

4,

A personal doctor or nurse is the
health provider who knows your child
best. This can be a general doctor, a
specialist doctor, a nurse practitioner,
or a physician assistant. Do you have
one person you think of as your
child’s personal doctor or nurse? If
your child has more than one
personal doctor or nurse, choose the
person your child sees most often.

'O Yes

20 No = If No, Go to Question 7
on Page 2

Using any number from 0 to 10, where
0 is the worst personal doctor or
nurse possible and 10 is the best
personal doctor or nurse possible,
what humber would you use to rate
your child’s personal doctor or
nurse?

°CJ 0 Worst personal doctor or
nurse possible
' 1

22
30 3
‘0 4
0 5
O 6
a7
! 8
O 9
'°[] 10 Best personal doctor or nurse
possible
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Did you have the same personal
doctor or nurse before you joined
this health plan?

"0 Yes=> If Yes, Go to Question 8
2O No

Since you joined your health plan,
how much of a problem, if any, was
it to get a personal doctor or nurse
you are happy with?

'] A big problem

20 A small problem
®d Not a problem

In the last 6 months, did your child’s
doctor or nurse talk with you about
how your child is feeling, growing,

or behaving?
' Yes
20 No

Does your child have any medical,
behavioral, or other health
conditions that have lasted for more
than 3 months?

'O vYes

2[00 No = If No, Go to Question 12
on Page 3

10.

11.

Does your child’s personal doctor
or nurse understand how these
medical, behavioral, or other health
conditions affect your child’s day-
to-day life?

'O vYes
20 No

Does your child’s personal doctor
or nurse understand how your
child’s medical, behavioral, or other
health conditions affect your
family’s day-to-day life?

'O vYes
20 No

Option: Insert additional questions about

personal doctor or nurse here.
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GETTING HEALTH CARE 15. We want to know your rating of the
FROM A SPECIALIST §peciaI;st your child saw
most often in the last 6 months.
When you answer the next questions, Using any number from 0 to 10
do not include dental visits in your Whe"_eb(l) is t:e1‘6V9TiLSPI:CI?|ISt
answers. possinle an IS the bes
specialist possible, what number
12. Specialists are doctors like would you use to rate your child’s
surgeons, heart doctors, allergy specialist?
doctors, s_k||_1 dc_>ctors, and others °Od o Worst specialist possible
who specialize in one area of 0
health care. , 1
In the last 6 months, did you or a 3D 2
doctor think your child needed to O 3
see a specialist? ‘O a4
' Yes ‘0 5
20 No = If No, Go to Question 14 ‘O 6
a7
13. In the last 6 months, how much of a 8] s
problem, if any, was it to see a ] o
specialist that your child needed to
see? "] 10 Best specialist possible
"0 A big problem 16. In the last 6 months, was the
20 A small problem specialist your child saw most
30 Not a problem often the same doctor as your
child’s personal doctor?
14. In the last 6 rl1_10tr;ths, did your child O Yes
see a specialist? 27 No
"0 Yes
20 No = If No, Go to Question 17 Option: Insert additional questions about
on page 4 personal doctor or nurse here.
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YOUR CHILD’S HEALTH CARE
IN THE LAST 6 MONTHS

17.

18.

19.

20.

In the last 6 months, did you call
a doctor’s office or clinic during
regular office hours to get help or
advice for your child?

'O vYes
2] No=> If No, Go to Question 19

In the last 6 months, when you
called during regular office hours,
how often did you get the help or
advice you needed for your child?

' Never
20 Sometimes

30 usually
‘0O Aways

In the last 6 months, did your child
have an illness, injury, or condition
that needed care right away in a
clinic, emergency room, or doctor’s
office?

'O Yes
20 No = If No, Go to Question 21

In the last 6 months, when your
child needed care right away for an
iliness, injury, or condition, how
often did your child get care as
soon as you wanted?

"0 Never
20 sometimes
* usually
‘0O Always

21.

22.

23.

A health provider could be a
general doctor, a specialist doctor,
a nurse practitioner, a physician
assistant, a nurse, or anyone else
your child would see for health
care. In the last 6 months, not
counting the times your child
needed health care right away, did
you make any appointments for
your child with a doctor or other
health provider for health care?

'O vYes
20 No = If No, Go to Question 23

In the last 6 months, not counting
the times your child needed health
care right away, how often did your
child get an appointment for health
care as soon as you wanted?

"0 Never

20 sometimes

30 usually

‘0O Always

In the last 6 months, how many
times did your child go to an
emergency room?

° None

0 1

20 2

0 3

‘0O 4

°d 5t09

®d 10 or more
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24,

25.

26.

27.

In the last 6 months (not counting
times your child went to an
emergency room), how many times
did your child go to a doctor’s
office or clinic?

°0 None =>If None, Go to
Question 50 on Page 8
' 1

2 2

0 3

‘0O 4

0 5t09

*J 10 or more

In the last 6 months, did you or a
doctor believe your child needed
any care, tests, or treatment?

'O Yes
20 No = If No, Go to Question 27

In the last 6 months, how much of a
problem, if any, was it to get care
for your child that you or a doctor
believed necessary?

'] A big problem
20 A small problem
30 Not a problem

In the last 6 months, did you need
approval from your health plan for
any care, tests, or treatment?

'O Yes
20 No = If No, Go to Question 29

28.

29.

30.

31.

In the last 6 months, how much of a
problem, if any, were delays in your
child’s health care while you waited
for approval from your child’s
health plan?

"0 A big problem

20 A small problem
®d Not a problem

In the last 6 months, how often was
your child taken to the exam room
within 15 minutes of his or her
appointment?

'O Never

2O sometimes

3 usually

‘O Aways

In the last 6 months, how often did
office staff at your child’s doctor’s
office or clinic treat you and your
child with courtesy and respect?
'O Never

20 Sometimes

30 usually

‘O Always

In the last 6 months, how often
were office staff at your child’s
doctor’s office or clinic as helpful
as you thought they should be?
'O Never

20 Sometimes

30 usually

‘0O Aways

cel56ad_engchildmed ffs 3.0.doc

1-18-06



32.

33.

34.

35.

In the last 6 months, how often
did your child’s doctors or other
health providers listen carefully to

you?

"0 Never

2] sometimes
0 usually
‘0O Always

In the last 6 months, how often
did you have a hard time speaking
with or understanding your child’s
doctors or other health providers
because you spoke different
languages?

' Never
2[00 sSometimes

* usually
‘0O Aways

In the last 6 months, how often

did your child’s doctors or other
health providers explain things in a
way you could understand?

"0 Never

20 sometimes

3 usually

‘0O Always

In the last 6 months, how often
did your child’s doctors or other
health providers show respect for
what you had to say?

'] Never

20 sometimes

30 usually

‘0O Always

36.

37.

38.

39.

40.

Is your child able to talk with doctors
about his or her health care?

O Yes
20 No =>If No, Go to Question 39

In the last 6 months, how often
did your child have a hard time
speaking with or understanding
doctors or other health providers
because they spoke different
languages?

'O Never
2[00 Sometimes

30 usually
‘0O Aways

In the last 6 months, how often did
doctors or other health providers

explain things in a way your child
could understand?

' Never
20 Sometimes
* usually
‘O Aways

In the last 6 months, how often did
doctors or other health providers
spend enough time with your
child?

'O Never

20 Sometimes

300 usually

‘0O Aways

In the last 6 months, did you have
any questions or concerns about
your child’s health or health care?

'O Yes

20 No = If No, Go to Question 44
on Page 7
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41.

42,

43.

44.

In the last 6 months, how often did
your child’s doctors or other health
providers make it easy for you to
discuss your questions or
concerns?

"0 Never
20 sometimes
3 usually
‘0O Always

In the last 6 months, how often did
you get the specific information
you needed from your child’s
doctors or other health providers?
"0 Never

20 Sometimes

* usually

‘0O Always

In the last 6 months, how often did
you have your questions answered
by your child’s doctors or other
health providers?

"0 Never

20 sometimes

3 usually

‘0O Always

We want to know how you, your
child’s doctors, and other health
providers make decisions about
your child’s health care. In the last
6 months, were any decisions
made about your child’s health
care?

'O Yes

20 No = If No, Go to Question 49
on Page 8

45.

46.

47.

48.

When decisions were made in the
last 6 months, how often did your
child’s doctors or other health
providers offer you choices about
your child’s health care?

"0 Never
[0 sometimes
* usually
‘0O Always

When decisions were made in the
last 6 months, how often did your
child’s doctors or other health
providers discuss with you the
good and bad things about each of
the different choices for your
child’s health care?

'O Never
2[00 Sometimes

* usually
‘0O Always

When decisions were made in the
last 6 months, how often did your
child’s doctors or other health
providers ask you to tell them what

choices you prefer?
"0 Never

20 Sometimes

*0 usually

‘0O Always

When decisions were made in the
last 6 months, how often did your
child’s doctors or other health
providers involve you as much as
you wanted?

"0 Never
20 sometimes
* usually
‘O Aways
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49,

50.

51.

52.

Using any number from 0 to 10
where 0 is the worst health care
possible and 10 is the best health
care possible, what number would
you use to rate all your child’s
health care in the last 6 months?

°C] 0 Worst health care possible
' 1
22
0 3
‘0 4
5
°C 6
07
8 s
°Oo9
"] 10 Best health care possible

Is your child now enrolled in any
kind of school or daycare?

'O Yes
20 No =If No, Go to Question 53

In the last 6 months, did you need
your child’s doctors or other health
providers to contact a school or
daycare center about your child’s
health or health care?

'O Yes
2] No=> If No, Go to Question 53

In the last 6 months, did you get

the help you needed from your
child’s doctors or other health

providers in contacting your child’s
school or daycare?

'O Yes
2] No

53.

54.

55.

56.

An interpreter is someone who
repeats or signs what one person
says in a language used by another
person.

In the last 6 months, did you need
an interpreter to help you speak
with your child’s doctors or other
health providers?

'O Yes
20 No = If No, Go to Question 55

In the last 6 months, when you
needed an interpreter to help you
speak with your child’s doctors or
other health providers, how often
did you get one?

"0 Never
2 Sometimes

*O usually
‘0O Always

In the last 6 months, did your child
need an interpreter to help him or
her speak with doctors or other
health providers?

'O Yes

20 No = If No, Go to Question 57
on page 9

In the last 6 months, when your
child needed an interpreter to help
him or her speak with doctors or
other health providers, how often
did he or she get one?

'] Never
20 sometimes
30 usually
‘O Always
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57.

58.

59.

60.

Is your child 2 years old or younger?

'O Yes
20 No = If No, Go to Question 61

Reminders from the doctor’s office
or clinic or from the health plan can
come to you by mail, by telephone,
or in-person during a visit.

After your child was born, did you
get any reminders to bring him or
her in for a check-up to see how he
or she was doing or for shots or
drops?

'O Yes
20 No

Since your child was born, has he
or she gone to a doctor or other
health provider for a check-up to
see how he or she was doing or for
shots or drops?

O Yes
20 No = If No, Go to Question 61

Did you get an appointment for
your child’s first visit to a doctor or
other health provider for a check-
up, or for shots or drops, as soon
as you wanted?

'O Yes
20 No

SPECIALIZED SERVICES

61.

62.

63.

64.

65.

In the last 6 months, did you get or
try to get any special medical
equipment or devices for your
child, such as a walker, wheelchair,
nebulizer, feeding tubes, or oxygen
equipment?

O Yes
20 No = If No, Go to Question 64

In the last 6 months, how much of a
problem, if any, was it to get special
medical equipment for your child?

'] A big problem
20 A small problem

30 Not a problem = If Not, Go to
Question 64

Did anyone from your child’s
health plan, doctor’s office, or
clinic help you with this problem?

'O Yes
20 No

In the last 6 months, did you get or
try to get special therapy for your
child, such as physical,
occupational, or speech therapy?

'O Yes

20 No = If No, Go to Question 67
on Page 10

In the last 6 months, how much of a
problem, if any, was it to get
special therapy for your child?

"0 A big problem

20 A small problem

30 Not a problem = If Not, Go to
Question 67
on Page 10
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66.

67.

68.

69.

70

Did anyone from your child’s
health plan, doctor’s office, or
clinic help you with this problem?

'O Yes
2 No

In the last 6 months, did you get or
try to get treatment or counseling
for your child for an emotional,
developmental, or behavioral
problem?

'O Yes
20 No = If No, Go to Question 70

In the last 6 months, how much of a
problem, if any, was it to get this
treatment or counseling for your
child?

'] A big problem

20 A small problem

30 Not a problem = If Not, Go to
Question 70

Did anyone from your child’s
health plan, doctor’s office or clinic
help you with this problem?

'O Yes
2 No

In the last 6 months, did your child
get care from more than one kind
of health care provider or use more
than one kind of health care
service?

'O Yes

21 No=> If No, Go to Question 72
on Page 11

71.

In the last 6 months, did anyone
from your child’s health plan,
doctor’s office, or clinic help
coordinate your child’s care among
these different providers or
services?

'O Yes
2 No

Option: Insert additional questions about

general health care here.
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YOUR CHILD’S HEALTH PLAN

The next questions ask about your
experience with your child’s health plan.

72. In the last 6 months, did you look
for any_information about how your
child’s health plan works in written
material or on the Internet?

'O Yes
20 No = If No, Go to Question 74

73. In the last 6 months, how much of a
problem, if any, was it to find or
understand this information?

'] A big problem

2 A small problem
*d Not a problem

74. In the last 6 months, did you call
the health plan’s customer service
to get information or help for your
child?

'O Yes
20 No = If No, Go to Question 76

75. In the last 6 months, how much of a
problem, if any, was it to get the
help you needed when you called
your child’s health plan’s customer
service?

'] A big problem
20 A small problem
30 Not a problem

76. In the last 6 months, did you have
to fill out any paperwork for your
child’s health plan?

'O Yes
20 No = If No, Go to Question 78

77.

78.

In the last 6 months, how much of a
problem, if any, did you have with
paperwork for your child’s health
plan?

"0 A big problem
20 A small problem
30 Not a problem

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

°C] 0 Worst health plan possible
' 1
22
0 3
‘0O 4
O s
‘O e
07
1 8
O
'°[] 10 Best health plan possible

Option: Insert additional questions about

the health plan here.
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PRESCRIPTION MEDICATIONS

ABOUT YOUR CHILD AND YOU

79.

80.

81.

In the last 6 months, did your child
get a prescription for medicine or
did you refill a prescription for your
child?

'O Yes
2] No=> If No, Go to Question 82

In the last 6 months, how much of a
problem, if any, was it to get your
child’s prescription medicine?

'] A big problem

20 A small problem

30 Not a problem = If Not, Go to
Question 82

Did anyone from your child’s
health plan, doctor’s office, or
clinic help you with this problem?
'O Yes

20 No

82.

83.

84.

85.

86.

In general, how would you rate
your child’s overall health now?
'] Excellent

2O Very Good

30 Good

‘0O Fair

1 Poor

Does your child currently need or
use medicine prescribed by a
doctor (other than vitamins)?

'O Yes
20 No=> If No, Go to Question 86

Is this because of any medical,
behavioral, or other health
condition?

'O Yes

20 No = If No, Go to Question 86

Is this a condition that has lasted
or is expected to last for at least 12
months?

'O Yes
20 No

Does your child need or use more
medical care, mental health, or
educational services than is usual
for most children of the same age?

'O Yes

20 No = If No, Go to Question 89
on Page 13
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87.

88.

89.

90.

91.

93.

Is this because of any medical,
behavioral or other health
condition?

'O Yes

2] No=> If No, Go to Question 89

Is this a condition that has lasted
or is expected to last for at least 12
months?

'O Yes
2 No

Is your child limited or prevented in
any way in his or her ability to do
the things most children of the
same age can do?

'O Yes
20 No = If No, Go to Question 92

Is this because of any medical,
behavioral or other health
condition?

'O Yes

20 No =If No, Go to Question 92

Is this a condition that has lasted
or is expected to last for at least 12
months?

'O Yes
2 No

Does your child need or get special
therapy, such as physical,
occupational or speech therapy?

'O Yes
2] No=> If No, Go to Question 95

93.

94.

95.

96.

97.

98.

99.

Is this because of any medical,
behavioral or other health
condition?

'O Yes

20 No = If No, Go to Question 95

Is this a condition that has lasted
or is expected to last for at least 12
months?

'O Yes
20 No

Does your child have any kind of
emotional, developmental, or
behavioral problem for which he or
she needs or gets treatment or

counseling?

'O Yes
2[00 No = If No Go to Question 97

Has this problem lasted or is it
expected to last for at least 12
months?

'O Yes

20 No
What is your child’s age now?

'] Less than one year old
YEARS OLD (write in)

Is your child male or female?

'O Male
20 Female

Is your child of Hispanic or Latino
origin or descent?

"0 Yes, Hispanic or Latino
20 No, Not Hispanic or Latino
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100. What is your child’s race? Please 104. What language do you mainly

mark one or more. speak at home?
'] white "0 English
[0 Black or African-American 2O Spanish
3 .
4|:| Asian 30 Some other language (please
[0 Native Hawaiian or other Pacific print)

Islander
*[0 American Indian or Alaska Native
°d other

105. What language does your child
101. What is your age now? mainly speak at home?

°0 under 18 "0 English
"0 18to0 24 2O Spanish
20 2510 34 30 Some other language
30 35t044 (please print)
‘00 45t0 54
500 55 to 64
°[1 65to 74
"0 75 or older 106. How are you related to the child?

;
102. Are you male or female? 2|:| Mother or father
0 Grandparent

1
2I:I Male 30 Aunt or uncle
[0 Female “ older brother or sister

5 .
103. What is the highest grade or level LI Other relative

of school that you have °0] Legal guardian
completed?
] 107. Are you listed as the child’s payee
L] 8th grade or less or guardian on Medicaid records?
[0 Some high school, but did not 0
graduate ) Yes
30 High school graduate or GED 0 No

‘0O some college or 2-year degree
[ 4-year college graduate
°0 More than 4-year college degree
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108. Did someone help you complete
this survey?

O Yes > If Yes, Go to
Question 109
O No > Thank you.

Please return
the completed
survey in the
postage —paid
envelope.

109. How did that person help you?
Check all that apply.

"0 Read the questions to me
20 wrote down the answers | gave
30 Answered the questions for me

*00 Translated the questions into my
language

] Helped in some other way
(Please print)

Option: Insert other child-specific,
member-specific or other general

questions here.
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THANK YOU

Please return the completed survey in the postage-paid envelope.
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CAHPS® Health Plan Survey 3.0

Child Commercial
Questionnaire’

English Version

3 The Child Commercial Questionnaire contains the CAHPS® Health Plan Survey core items, which are applicable across all
payers and health care delivery systems, as well as a set of items for children with chronic conditions. These items are identified
with yellow highlighting.
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All information that would let someone identify you
or your family will be kept private. {(VENDOR NAME}
will not share your personal information with anyone
without your OK. You may choose to answer this
survey or not. If you choose not to, this will not affect
the benefits you get.

If you want to know more about this study, please
call XXX.
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SURVEY INSTRUCTIONS

¢ Answer all the questions by checking the box to the left of your answer.

4 You are sometimes told to skip over some questions in this survey. When this

happens you will see an arrow with a note that tells you what question to answer
next, like this:

M Yes>If Yes, Go to Question 1 on Page 1
I No
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Please answer the questions for the child
listed on the envelope. Please do not
answer for any other children.

1.  Our records show that your child is
in {Health Plan Name}. Is that right?

'OYes = If Yes, Go to Question 3
2[No

2.  What is the name of your child’s
health plan? (please print)

3. How many months or years in a row
has your child been in this health
plan?

‘OLess than 1 year
2[JAt least 1 year but less than 2 years

3CJAt least 2 years but less than 5
years

15 or more years

YOUR CHILD’S PERSONAL
DOCTOR OR NURSE

The next questions ask about your child’s
health care. Do not include care your
child got when he or she stayed overnight
in a hospital. Do not include the times
your child went for dental care visits.

4. A personal doctor or nurse is the
health provider who knows your
child best. This can be a general
doctor, a specialist doctor, a nurse
practitioner, or a physician assistant.

Do you have one person you think of
as your child’s personal doctor or
nurse? If your child has more than
one personal doctor or nurse,
choose the person your child sees
most often.

'Oyes

2[CDNo = If No, Go to Question 7 on
Page 2

5. Using any humber from 0 to 10
where 0 is the worst personal doctor
or nurse possible and 10 is the best
personal doctor or nurse possible,
what number would you use to rate
your child’s personal doctor or
nurse?

0 0o worst personal doctor or
nurse possible

‘4
22
)O3
‘C4
s0s
sCle
‘07
s[ds
°Oo
] 10 Best personal doctor or nurse
possible
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Did you have the same personal
doctor or nurse before you joined
this health plan?

'] Yes = If Yes, Go To Question 8
20 No

Since you joined your health plan,
how much of a problem, if any, was
it to get a personal doctor or nurse
you are happy with?

"0 A big problem

2] A small problem
3] Not a problem

In the last 12 months, did your
child’s personal doctor or nurse talk
with you about how your child is
feeling, growing or behaving?

' Yes
21 No

Does your child have any medical,
behavioral or other health conditions

that have lasted for more than 3
months?

' Yes

20 No = If No, Go to Question 12
on Page 3

10.

11.

Does your child’s personal doctor or
nurse understand how these
medical, behavioral or other health
conditions affect your child’s day-to-
day life?

'] Yes
2 No

Does your child’s personal doctor or
nurse understand how your child’s
medical, behavioral or other health
conditions affect your family’s day-
to-day life?

'] Yes
2 No

Option: Insert additional questions about

personal doctor or nurse here.
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GETTING HEALTH CARE
FROM A SPECIALIST

When you answer the next questions, do
not include dental visits.

12.

13.

14.

Specialists are doctors like
surgeons, heart doctors, allergy
doctors, skin doctors, and others
who specialize in one area of health
care.

In the last 12 months, did you or a
doctor think your child needed to
see a specialist?

'Oves

2] No = If No, Go to Question 14

In the last 12 months, how much of a
problem, if any, was it to see a
specialist that your child needed to
see?

' A big problem

2 A small problem

30 Not a problem

In the last 12 months, did your child
see a specialist?
'O vYes

2] No=> If No, Go to Question 17
on Page 4

15. We want to know your rating of the
specialist your child saw most often in
the last 12 months. Using any number
from 0 to 10 where 0 is the worst
specialist possible and 10 is the best
specialist possible, what number would
you use to rate your child’s specialist?

1 0 Worst specialist possible
‘0O 1
O 2
‘O 3
‘0 4
O s
‘O 6
‘O 7
'O s
O o9
10D 1

0 Best specialist possible

16. In the last 12 months, was the
specialist your child saw most often
the same doctor as your child’s
personal doctor?

' Yes
2] No

Option: Insert additional questions about
specialist care here.
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YOUR CHILD’S HEALTH CARE
IN THE LAST 12 MONTHS

17.

18.

19.

20.

In the last 12 months, did you call a
doctor’s office or clinic during
regular office hours to get help or
advice for your child?

'O Yes
2] No=> If No, Go to Question 19

In the last 12 months, when you
called during regular office hours,
how often did you get the help or
advice you needed for your child?

'] Never
2[] sometimes

301 Usually
‘O Always

In the last 12 months, did your child
have an illness, injury or condition
that needed care right away in a
clinic, emergency room, or doctor’s
office?

' Yes
2] No=> If No, Go to Question 21

In the last 12 months, when your
child needed care right away for an
iliness, injury or condition how often
did your child get care as soon as
you wanted?

'O Never
2] Sometimes
300 Usually
‘00 Always

21.

22,

23.

A health provider could be a general
doctor, a specialist doctor, a nurse
practitioner, a physician assistant, a
nurse, or anyone else your child
would see for health care.

In the last 12 months, not counting
the times you needed health care
right away, did you make any
appointments for your child with a
doctor or other health provider for
health care?

'O vYes

2] No=> If No, Go to Question 23

In the last 12 months, not counting
times you needed health care right
away, how often did your child get
an appointment for health care as
soon as you wanted?

'O Never

2[1 Sometimes

300 usually

‘O Always

In the last 12 months, how many
times did your child go to an
emergency room?

°C1 None

'O 1

2] 2

0 3

‘0 4

0] 5t09

1 10 or more
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24,

25.

26.

27.

28.

In the last 12 months (not counting
times your child went to an
emergency room), how many times
did your child go to a doctor’s office
or clinic?

°C] None=> If None, Go to
Question 48 on Page 7

' 1

2] 2

0 3

‘00 4

5[] 5t09

sC1 10 or more

In the last 12 months, did you or a
doctor believe your child needed any
care, tests, or treatment?

' Yes

2] No If No, Go to Question 27

In the last 12 months, how much of a
problem, if any, was it to get the
care, tests, or treatment you or a
doctor believed necessary?

' A big problem

21 A small problem
30 Not a problem

In the last 12 months did you need
approval from your child's health
plan for any care, tests or treatment?

' Yes

2] No If No, Go to Question 29

In the last 12 months, how much of a
problem, if any, were delays in
health care while you waited for
approval from your child's health
plan?

' A big problem
2[1 A small problem
3] Not a problem

29.

30.

31.

32.

33.

In the last 12 months, how often was
your child taken to the exam room
within 15 minutes of his or her
appointment?

'O Never

20 Sometimes

300 Usually

‘00 Always

In the last 12 months, how often did
office staff at your child’s doctor’s
office or clinic treat you and your
child with courtesy and respect?
'O Never

[ Sometimes

300 usually

‘00 Always

In the last 12 months, how often
were office staff at your child’s
doctor’s office or clinic as helpful as
you thought they should be?

'O Never

2] Sometimes

300 usually

‘0 Always

In the last 12 months, how often did
your child’s doctors or other health
providers listen carefully to you?
'O Never

2] Sometimes

300 Usually

‘00 Always

In the last 12 months, how often did
your child’s doctors or other health
providers explain things in a way
you could understand?

"0 Never

2] Sometimes

300 Usually

‘00 Always
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34.

35.

36.

37.

38.

In the last 12 months, how often did
your child’s doctors or other health
providers show respect for what you

had to say?
'] Never
2] sSometimes
300 Usually
‘00 Always

Is your child able to talk with doctors
about his or her health care?

'O Yes

2] No=> If No, Go to Question 37

In the last 12 months, how often did
doctors or other health providers
explain things in a way your child
could understand?

'O Never

2 Sometimes

301 Usually

‘O Always

In the last 12 months, how often did
doctors or other health providers
spend enough time with your child?
'O Never

2] Sometimes

00 Usually

‘O Always

In the last 12 months, did you have
any guestions or concerns about
your child’s health or health care?

' Yes
2] No=> If No, Go to Question 42

39.

40.

41.

In the last 12 months, how often did
your child’s doctors or other health
providers make it easy for you to
discuss your questions or concerns?
"0 Never

2[] Sometimes

301 Usually

‘00 Always

In the last 12 months, how often did
you get the specific information you
needed from your child’s doctors or
other health providers?

'O Never

2[1 Sometimes

301 Usually

‘00 Always

In the last 12 months, how often did
you have your questions answered
by your child’s doctors or other
health providers?

'O Never

[ Sometimes

300 usually

‘O Always

We want to know how you, your child’s
doctors and other health providers make
decisions about your child’s health care.

42.

In the last 12 months, were any
decisions made about your child’s
health care?

' Yes

2] No=> If No, Go to Question 47
on Page 7
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43.

44,

45.

46.

47.

When decisions were made in the
last 12 months, how often did your
child’s doctors or other health
providers offer you choices about
your child’s health care?

'O Never
[0 Sometimes
3] Usually
‘00 Always

When decisions were made in the
last 12 months, how often did your
child’s doctors or other health
providers discuss with you the good
and bad things about each of the
different choices for your child’s
health care?

'] Never
2[] sSometimes

30 Usually
‘00 Always

When decisions were made in the
last 12 months, how often did your
child’s doctors or other health
providers ask you to tell them what
choices you prefer?

'] Never
2] sSometimes

300 Usually
‘00 Always

When decisions were made in the
last 12 months, how often did your
child’s doctors or other health
providers involve you as much as
you wanted?

'O Never
[ Sometimes
30 Usually
‘O Always

Using any number from 0 to 10
where 0 is the worst health care

48.

49.

50.

possible and 10 is the best health
care possible, what number would
you use to rate all your child’s health
care in the last 12 months?

°C1 0 Worst health care possible
O 1
20 2
)0 3
‘0 4
O 5
‘0O 6
‘a7
)0 s
°O 9
10D 1

0 Best health care possible

Is your child now enrolled in any
kind of school or daycare?

' Yes

20 No=> If No, Go to Question 51
on Page 8

In the last 12 months, did you need
your child’s doctors or other health
providers to contact a school or
daycare center about your child’s
health or health care?

' Yes

2] No=> If No, Go to Question 51
on Page 8

In the last 12 months, did you get the
help you needed from your child’s
doctors or other health providers in
contacting your child’s school or
daycare?

' Yes
2] No
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SPECIALIZED SERVICES

51.

52.

53.

54.

55.

In the last 12 months, did you get or
try to get any special medical
equipment or devices for your child,
such as a walker, wheelchair,
nebulizer, feeding tubes, or oxygen
equipment?

'O vYes
2] No=> If No, Go to Question 54

In the last 12 months, how much of a
problem, if any, was it to get special
medical equipment for your child?

' A big problem

2] A small problem

30 Not a problem=> If Not, Go to
Question 54

Did anyone from your child’s health
plan, doctor’s office or clinic help
you with this problem?

' Yes
2] No

In the last 12 months, did you get or
try to get special therapy for your
child, such as physical,
occupational, or speech therapy?

'O Yes
20 No=> If No, Go to Question 57

In the last 12 months, how much of a
problem, if any, was it to get special
therapy for your child?

' A big problem

2 A small problem

3] Not a problem=> If Not, Go to
Question 57

56.

57.

58.

59.

60.

Did anyone from your child’s health
plan, doctor’s office or clinic help
you with this problem?

'Oyes
2[INo

In the last 12 months, did you get or
try to get treatment or counseling for
your child for an emotional,
developmental or behavioral

problem?

'O Yes
2] No = If No, Go to Question 60

In the last 12 months, how much of a
problem, if any, was it to get this
treatment or counseling for your
child?

' A big problem

2[] A small problem

3] Not a problem=> If Not, Go to
Question 60

Did anyone from your child’s health
plan, doctor’s office or clinic help
you with this problem?

' Yes
2] No

In the last 12 months, did your child
get care from more than one kind of
health care provider or use more
than one kind of health care service?

' Yes

2] No=> If No, Go to Question 62
on Page 9
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61. In the last 12 months, did anyone
from your child’s health plan,
doctor’s office or clinic help
coordinate your child’s care among
these different providers or
services?

' Yes
21 No

Option: Insert additional questions about
specialized services here.

YOUR CHILD’S HEALTH PLAN

The next questions ask about your
experience with your child’s health plan.

62.

63.

64.

65.

66.

In the last 12 months, did you look
for any information about how your
health plan works in written material
or on the Internet?

' Yes
2] No = If No, Go to Question 64

In the last 12 months, how much of a
problem, if any, was it to find or
understand this information?

' A big problem

20 A small problem
30 Not a problem

In the last 12 months, did you call
the health plan’s customer service to
get information or help for your
child?

'O Yes
2] No=> If No, Go to Question 66

In the last 12 months, how much of a
problem, if any, was it to get the help
you needed when you called your
child’s health plan’s customer
service?

'00 A big problem

2] A small problem
3] Not a problem

In the last 12 months, did you have
to fill out any paperwork for your
child’s health plan?

' Yes

2] No=> If No, Go to Question 68
on Page 10
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67.

68.

In the last 12 months, how much of a
problem, if any, did you have with
paperwork for your child’s health
plan?

' A big problem

2] A small problem

3] Not a problem

Using any number from 0 to 10
where 0 is the worst health plan
possible, and 10 is the best health
plan possible, what number would
you use to rate your child’s health
plan?
‘Oo
'O 1
22
‘O3
‘0 4
s0 5
‘Oe
v
*Cls
‘Oo
°[] 10 Best health plan possible

Worst health plan possible

Option: Insert additional questions about the

health plan here.

PRESCRIPTION MEDICATIONS

69.

70.

71.

In the last 12 months, did your child
get a prescription for medicine or did
you refill a prescription for your
child?

'O Yes

2] No=> If No, Go to Question 72
on Page 11

In the last 12 months, how much of a
problem, if any, was it to get your
child’s prescription medicine?

' A big problem

20 A small problem

3] Not a problem =>If No, Go to
Question 72
on Page 11

Did anyone from your child’s health
plan, doctor’s office or clinic help
you with this problem?

'O Yes
21 No

cel54ad_engchildcom_3.0.doc
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ABOUT YOUR CHILD AND YOU

72,

73.

74.

75.

76.

77.

In general, how would you rate your
child’s overall health now?
'OExcellent

?[IVery Good

*CGood

‘OFair

sOpPoor

Does your child currently need or
use medicine prescribed by a doctor
(other than vitamins)?

'Oves

2[CJNo = If No, Go to Question 76

Is this because of any medical,
behavioral or other health condition?
'Cyes

2[CJNo = If No, Go to Question 76

Is this a condition that has lasted or
is expected to last for at least 12
months?

'Cyes

2[INo

Does your child need or use more
medical care, mental health or
educational services than is usual
for most children of the same age?
'Oyes

2ONo = If No, Go to Question 79
Is this because of any medical,

behavioral or other health condition?

'Oves
2ONo = If No, Go to Question 79

78.

79.

80.

81.

82.

83.

84.

Is this a condition that has lasted or
is expected to last for at least 12
months?

'Oyes
2[INo

Is your child limited or prevented in
any way in his or her ability to do the
things most children of the same age
can do?

'Ovyes
2[CDNo = If No, Go to Question 82

Is this because of any medical,
behavioral or other health condition?
'Oyes

2[CDNo = If No, Go to Question 82

Is this a condition that has lasted or
is expected to last for at least 12
months?

'Oyes

2[INo

Does your child need or get special
therapy, such as physical,
occupational or speech therapy?
‘Oyes

2ONo = If No, Go to Question 85
on Page 12

Is this because of any medical,
behavioral or other health condition?
‘Oyes

2ONo = If No, Go to Question 85
on Page 12

Is this a condition that has lasted or
is expected to last for at least 12
months?

'Oyes
2[INo
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85.

86.

87.

88.

89.

90.

Does your child have any kind of
emotional, developmental or
behavioral problem for which he or
she needs or gets treatment or

counseling?

'O Yes
2] No=> If No, Go to Question 87

Has this problem lasted or is it
expected to last for at least 12
months?

' Yes
21 No

What is your child’s age now?

"0 Less than 1 year old
YEARS OLD (write in)

Is your child male or female?

'O Male
2 Female

Is your child of Hispanic or Latino
origin or descent?

'O Yes, Hispanic or Latino

21 No, not Hispanic or Latino

What is your child’s race? Please
mark one or more.

'O white

2] Black or African-American

3
<

Asian

Native Hawaiian or other Pacific
Islander

American Indian or Alaska Native
Other

s
O

91.

92.

93.

94.

What is your age now?

°C] under 18
'O 18t0 24
[ 25t0 34
00 35t044
‘1 45to0 54
] 55t064
s[1 65to 74
' 75 or older

Are you male or female?

'O Male
2] Female

What is the highest grade or level of
school that you have completed?

'O
2

8th grade or less

Some high school, but did not
graduate

High school graduate or GED
Some college or 2-year degree
4-year college graduate

More than 4-year college degree

O
‘O
s
O

How are you related to the
policyholder?

'O
2
)
‘O
0]
s

| am the policyholder

Spouse or partner of policyholder
Child of policyholder

Other family member

Friend

Someone else (please print)
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95. How are you related to the child?

‘00 Mother or father
20 Grandparent
3] Aunt or uncle
‘] oOlder sibling
sC] Other relative
(] Legal guardian

96. Did someone help you complete this
survey?

'O Yes= If Yes, Go to
Question 97

2] No = Thank you.
Please return the
completed survey in the
postage-paid envelope.

97. How did that person help you?
Check all that apply.

'0 Read the questions to me
2[1 Wrote down the answers | gave
3] Answered the questions for me

‘] Translated the questions into
my language
[ Helped in some other way

(Please print)

Option: Insert other child specific, member
specific or other general questions here.
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CAHPS® Health Plan Survey 4.0

Adult Commercial
Questionnaire
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SURVEY INSTRUCTIONS

¢ Answer all the questions by checking the box to the left of your answer.

4 You are sometimes told to skip over some questions in this survey. When this

happens you will see an arrow with a note that tells you what question to answer
next, like this:

M Yes & i Yes, Go to Question 1 on Page 1

] No

{This box should be placed on the Cover Page}

All information that would let someone identify you or your family will be kept
private. {VENDOR NAME} will not share your personal information with
anyone without your OK. You may choose to answer this survey or not. If
you choose not to, this will not affect the benefits you get.

Your responses to this survey are completely confidential. Once you
complete the survey, place it in the envelope that was provided, seal the
envelope, and return the envelope to [INSERT VENDOR ADDRESS].

You may notice a number on the cover of this survey. This number is only
used to let us know if you returned your survey so we don't have to send you
reminders.

If you want to know more about this study, please call XXX-XXX-XXXX.
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1.

2.

Our records show that you are now
in {INSERT HEALTH PLAN NAME}.
Is that right?

'O Yes= If Yes, Go to Question 3
20 No

What is the name of your health
plan? (Please print)

YOUR HEALTH CARE IN THE
LAST 12 MONTHS

These questions ask about your own
health care. Do not include care you
got when you stayed overnight in a
hospital. Do not include the times you
went for dental care visits.

3.

In the last 12 months, did you have
an illness, injury, or condition that

needed care right away in a clinic,
emergency room, or doctor’s

office?

O Yes
20 No=> If No, Go to Question 5

In the last 12 months, when you
needed care right away, how often
did you get care as soon as you
thought you needed?

'O Never

2[00 Sometimes

3 usually

‘0O Always

1151a_engadultcom 40.doc

5.

In the last 12 months, not counting
the times you needed care right
away, did you make any
appointments for your health care
at a doctor’s office or clinic?

O Yes
2[00 No= If No, Go to Question 7

In the last 12 months, not counting
the times you needed care right
away, how often did you get an
appointment for your health care at
a doctor's office or clinic as soon
as you thought you needed?

'O Never
2[00 Sometimes

* usually
‘O Always

In the last 12 months, not counting
the times you went to an
emergency room, how many times
did you go to a doctor’s office or
clinic to get health care for
yourself?

°C0 None= If None, Go to
Question 9 on
Next Page

'O
2]
*d
‘0O 4

°d 5109

®d 10 or more

W N -
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8. Using any number from 0 to 10,

where 0 is the worst health care
possible and 10 is the best health
care possible, what number would
you use to rate all your health care
in the last 12 months?

° 0 Worst health care possible
' 1
2[J 2
0 3
‘0 4
°0 5
°0 6
a7
81 8
°O0 9
10D 1

0 Best health care possible

YOUR PERSONAL DOCTOR

9. A personal doctor is the one you

would see if you need a checkup,
want advice about a health problem,
or get sick or hurt. Do you have a
personal doctor?

' Yes

[ No=> If No, Go to Question 16
on Next Page

10. In the last 12 months, how many times
did you visit your personal doctor to get care

for yourself?

°] None= If None, Go to
Question 15 on
Next Page

1
22
03
‘0O 4
*O5t09

1151a_engadultcom 40.doc

11.

12.

13.

14.

] 10 or more

In the last 12 months, how often
did your personal doctor explain
things in a way that was easy to
understand?

'] Never

20 sometimes

30 Usually

‘0O Always

In the last 12 months, how often
did your personal doctor listen
carefully to you?

"0 Never
20 sometimes
O Usually
‘O Aways

In the last 12 months, how often
did your personal doctor show
respect for what you had to say?
"] Never

20 sometimes

30 usually

‘0O Always

In the last 12 months, how often
did your personal doctor spend
enough time with you?

"] Never

20 sometimes

30 usually

‘0O Always
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15. Using any number from 0 to 10,
where 0 is the worst personal
doctor possible and 10 is the best
personal doctor possible, what
number would you use to rate
your personal doctor?

°0 o worst personal doctor
possible
' 1
20 2
0 3
‘0O 4
° 5
°] 6
0 7
1 8
°O0 9
"] 10 Best personal doctor
possible

GETTING HEALTH CARE FROM
SPECIALISTS

When you answer the next questions,
do_not include dental visits or care you
got when you stayed overnight in a
hospital.

16. Specialists are doctors like
surgeons, heart doctors, allergy
doctors, skin doctors, and other
doctors who specialize in one
area of health care. In the last 12
months, did you try to make any
appointments to see a specialist?

'O Yes

2[] No= If No, Go to Question 20
on Next Page

1151a_engadultcom 40.doc

17.

18.

19.

1OD

In the last 12 months, how often
was it easy to get appointments
with specialists?

'] Never

20 sometimes

30 Usually

‘0O Always

How many specialists have you
seen in the last 12 months?

°C] None= If None, Go to
Question 20 on

Next Page
"0 1 specialist
20 2
00 3
‘0O 4

°d 5 or more specialists

We want to know your rating of
the specialist you saw most often
in the last 12 months. Using any
number from 0 to 10, where 0 is
the worst specialist possible and
10 is the best specialist possible,
what number would you use to
rate the specialist?

°C0 0 worst specialist possible
' 1
20 2
0 3
‘0O 4
0 5
°] 6
a7
! s
°O0 9
1

0 Best specialist possible
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YOUR HEALTH PLAN

The next questions ask about your
experience with your health plan.

20. In the last 12 months, did you try
to get any kind of care, tests, or
treatment through your health
plan?

'O Yes
20 No= If No, Go to Question 22

21. In the last 12 months, how often
was it easy to get the care, tests,
or treatment you thought you
needed through your health plan?
'O Never
[0 Sometimes
30 Usually
‘O Always

22. In the last 12 months, did you try
to get information or help from
your health plan’s customer
service?

'O Yes

20 No= If No, Go to Question 25

23. In the last 12 months, how often
did your health plan’s customer
service give you the information
or help you needed?

'] Never

20 sometimes
30 uUsually
‘0O Always

1151a_engadultcom 40.doc

24,

25.

26.

27.

In the last 12 months, how often
did your health plan’s customer
service staff treat you with
courtesy and respect?

'] Never

20 sometimes

30 Usually

‘0O Always

In the last 12 months, did your
health plan give you any forms to
fill out?

'O Yes
270 No= If No, Go to Question 27

In the last 12 months, how often
were the forms from your health
plan easy to fill out?

"0 Never

20 Sometimes

O Usually

‘O Aways

Using any number from 0 to 10,
where 0 is the worst health plan
possible and 10 is the best health
plan possible, what number
would you use to rate your health
plan?
°C] 0 Worst health plan possible
'O 1
20 2
0 3
‘0O 4
°O 5
°] 6
a7
1 s
°0O0 9
1

"] 10 Best health plan possible
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ABOUT YOU

28.

29.

30.

31.

32.

In general, how would you rate
your overall health?

'] Excellent

20 Very good

0 Good

‘0O Fair

] Poor

In the past 12 months, have you
seen a doctor or other health
provider 3 or more times for the
same condition or problem?

'O vYes
20 No= If No, Go to Question 31

Is this a condition or problem that
has lasted for at least 3 months?
Do not include pregnancy or
menopause.

'O Yes
[ No

Do you now need or take
medicine prescribed by a doctor?
Do not include birth control.

'] Yes

20 No= If No, Go to Question 33

Is this medicine to treat a
condition that has lasted for at
least 3 months? Do not include
pregnancy or menopause.

'O Yes
20 No

1151a_engadultcom 40.doc

33.

34.

35.

36.

37.

What is your age?

0 18to0 24
20 2510 34
30 3510 44
‘0O 45t054
°[0 55 to 64
°d 65 to 74
'O 75 or older

Are you male or female?

'O male
2[00 Female

What is the highest grade or level
of school that you have
completed?

[0 8th grade or less

20 some high school, but did not
graduate

*O High school graduate or GED
‘00 some college or 2-year degree
[0 4-year college graduate

°0 More than 4-year college
degree

Are you of Hispanic or Latino
origin or descent?

"0 Yes, Hispanic or Latino
20 No, Not Hispanic or Latino

What is your race? Please mark
one or more.

'O white
2[00 Black or African-American

3 Asian

“] Native Hawaiian or other
Pacific Islander

SO0 American Indian or Alaska
Native

° oOther
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38. Did someone help you complete 39. How did that person help you?
this survey? Check all that apply.
"0 Yes= If Yes, Go to "0 Read the questions to me
Question 39 20 Wrote down the answers | gave
2
[J No> Thank you. 30 Answered the questions for me
Please return the “00 Translated the questions into
completed survey in my language
Lr:ig;spt:ge-pald °[0 Helped in some other way
) (Please print)
THANK YOU

Please return the completed survey in the postage-paid envelope.
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CAHPS Clinician & Group Survey Adult Primary Care Questionnaire

SURVEY INSTRUCTIONS

¢ Answer all the questions by checking the box to the left of your
answer.

¢ You are sometimes told to skip over some questions in this survey.
When this happens you will see an arrow with a note that tells you
what question to answer next, like this:

M Yes & If Yes, Go to Question 1 on Page 1
] No

{This box should be placed on the Cover Page}
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CAHPS Clinician & Group Survey Adult Primary Care Questionnaire

All information that would let someone identify you or
your family will be kept private. {VENDOR NAME} will not
Share your personal information with anyone without your
OK. You may choose to answer this survey or not. If you
choose not to, this will not affect the health care you get.

Your responses to this survey are completely
confidential. Once you complete the survey, place it in
the envelope that was provided, seal the envelope, and
return the envelope to [INSERT VENDOR ADDRESS].

You may notice a number on the cover of this survey.
This number is only used to let us know if you returned
your survey so we don't have to send you reminders.

If you want to know more about this study, please call
XXX-XXX-XXXX.
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CAHPS Clinician & Group Survey Adult Primary Care Questionnaire

About the Never/Always Response Scale

This survey employs a six-point response scale —
“Never/Almost Never/Sometimes/Usually/Almost
Always/Always” — rather than the more common CAHPS
four-point response scale of “Never/Sometimes/
Usually/Always.” This expanded scale, which was tested
by several early adopters of the survey, is recommended
by the CAHPS Consortium.

Survey sponsors have the option of substituting the four-
point scale. The Agency for Healthcare Research &
Quality requests that users of the shorter scale notify the
CAHPS User Network (cahps1@ahrg.gov) so that the
Consortium can continue to examine the performance of
the two response scales in the context of this survey.
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CAHPS Clinician & Group Survey

YouRr DOCTOR

1. Our records show that you
got care from the doctor
named below in the last 12
months.

NAME OF DOCTOR LABEL GOES HERE

Is that right?

'O Yes= If Yes, Go to

Question 2
0 No=> If No, Go to
Question 26

The questions in this survey
booklet will refer to the doctor
named in Question 1 as “this
doctor.” Please think of that
doctor as you answer the
survey.

2. s this the doctor you
usually see if you need a
check-up, want advice
about a health problem, or
get sick or hurt?

0 Yes
0 No

3. How long have you been
going to this doctor?

351a_Adult_Prim_Eng.doc

Adult Questionnaire — Core Items

'0 Less than 6 months

20 At least 6 months but
less than 1 year

0 At least 1 year but less
than 3 years

0 At least 3 years but less
than 5 years
°0 5 years or more
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CAHPS Clinician & Group Survey

YourR CARE FROM THIS DOCTOR IN THE
LAST 12 MONTHS

These questions ask about
your own health care. Do not
include care you got when you
stayed overnight in a hospital.
Do not include the times you
went for dental care visits.

4. In the last 12 months, how
many times did you visit
this doctor to get care for
yourself?

"0 None=> If None, Go to
Question 26

0 1 time

°0 2

‘0 3

°0 4

°0 5t09

00 10 or more times

5. In the last 12 months, did you phone this
doctor’s office to get an appointment for
an illness, injury or condition that needed
care right away?

'O Yes
’0 No=> If No, Go to
Question 7

on Next Page

351a_Adult_Prim_Eng.doc

Adult Questionnaire — Core Items

In the last 12 months, when you phoned
this doctor’s office to get an appointment
for care you needed right away, how often
did you get an appointment as soon as you
thought you needed?

'O Never

0 Almost Never
30 Sometimes
‘00 Usually

°O Almost Always
°0 Always

In the last 12 months, did
you make any
appointments for a check-
up or routine care with this
doctor?

'3 Yes

°’0 No=> If No, Go to
Question 9

In the last 12 months,
when you made an
appointment for a check-
up or routine care with this
doctor, how often did you
get an appointment as
soon as you thought you
needed?
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CAHPS Clinician & Group Survey

10.

11.

'O Never

0 Almost Never
30 Sometimes
‘00 Usually

°0 Almost Always
°0 Always

In the last 12 months, did
you phone this doctor’s
office with a medical
question during regular
office hours?

'O0 Yes

00 No=> If No, Go to
Question 11

In the last 12 months,
when you phoned this
doctor’s office during
regular office hours, how
often did you get an
answer to your medical
question that same day?

'O Never

0 Almost Never
0 Sometimes
‘00 Usually

°O Almost Always
°0 Always

In the last 12 months, did
you phone this doctor’s
office with a medical

351a_Adult_Prim_Eng.doc

Adult Questionnaire — Core Items

12.

question after regular
office hours?

'3 Yes

°’0 No=> If No, Go to
Question 13 on
Next Page

In the last 12 months,
when you phoned this
doctor’s office after
regular office hours, how
often did you get an
answer to your medical
question as soon as you
needed?

'O Never

0 Almost Never
30 Sometimes
‘0 Usually

° Almost Always
°0 Always
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CAHPS Clinician & Group Survey

13.

14.

15.

Wait time includes time
spent in the waiting room
and exam room. In the last
12 months, how often did
you see this doctor within
15 minutes of your
appointment time?

'O Never

0 Almost Never
30 Sometimes
‘00 Usually

°O Almost Always
°0 Always

In the last 12 months, how
often did this doctor
explain things in a way
that was easy to
understand?

'O Never

0 Almost Never
30 Sometimes
‘00 Usually

° Almost Always
°0O Always

In the last 12 months, how
often did this doctor listen
carefully to you?

'O Never
20 Almost Never

300 Sometimes
*00 Usually

351a_Adult_Prim_Eng.doc

Adult Questionnaire — Core Items

16.

17.

18.

° Almost Always
°0 Always

In the last 12 months, did
you talk with this doctor
about any health problems
or concerns?

0 Yes

°’0 No=> If No, Go to
Question 18

In the last 12 months, how
often did this doctor give
you easy to understand
instructions about taking
care of these health
problems or concerns?

'O Never

0 Almost Never
30 Sometimes
‘00 Usually

> Almost Always
°0 Always

In the last 12 months, how often did
this doctor seem to know the
important information about your
medical history?

'O Never

°’0 Almost Never
30 Sometimes
‘0 Usually

° Almost Always
°0 Always
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CAHPS Clinician & Group Survey

19.

20.

21.

22,

In the last 12 months, how often did
this doctor show respect for what
you had to say?

'O Never

20 Almost Never
30 Sometimes
‘00 Usually

°0 Almost Always
°0 Always

In the last 12 months, how
often did this doctor spend
enough time with you?

'O Never

0 Almost Never
300 Sometimes
‘00 Usually

° Almost Always
°0O Always

In the last 12 months, did this
doctor order a blood test, x-ray or
other test for you?

'O Yes

’0 No=> If No, Go to
Question 23

In the last 12 months, when this

351a_Adult_Prim_Eng.doc

Adult Questionnaire — Core Items

23.

doctor ordered a blood test, x-ray or
other test for you, how often did
someone from this doctor’s office
follow up to give you those results?

'O Never

0 Almost Never
30 Sometimes
‘00 Usually

° Almost Always
°0 Always

Using any number from 0
to 10, where 0 is the worst
doctor possible and 10 is
the best doctor possible,
what number would you
use to rate this doctor?

"Clo Worst doctor possible
'O
02
‘O3
‘04
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CAHPS Clinician & Group Survey Adult Questionnaire — Core ltems

s0s 'O Never
20 Almost Never

6
Ll 30 Sometimes
007 :EI Usually
OO Almost Always
SO °0 Always
‘0o
| ABOUT You
10 .
L110 Best doctor possible 26. In general, how would you
rate your overall health?
CLERKS AND RECEPTIONISTS AT THIS '0 Excellent
DOCTOR’S OFFICE 0 Very good
3
24. In the last 12 months, how often 4I:I GO.Od
were clerks and receptionists at this 5|:| Fair
doctor’s office as helpful as you O Poor
thought they should be?
1
L1 Never 27. A health provider is a

°0 Almost Never
0 Sometimes
*00 Usually

° Almost Always
°0 Always

doctor, nurse or anyone
else you would see for
health care. In the past 12
months, have you seen a
doctor or other health
provider 3 or more times
for the same condition or
problem?

'O Yes
2[71 No=> If No, Go to Question 29

28. Is this a condition or problem that
has lasted for at least 3 months? Do
not include pregnancy or

25. In the last 12 months, how often did menopause.
clerks and receptionists at this 1|:| Yes
doctor’s office treat you with 2 N
courtesy and respect? 0
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29

30.

31.

32.

33.

Do you now need or take
medicine prescribed by a
doctor? Do not include
birth control.

'O Yes
2[71 No=> If No, Go to Question 31

Is this medicine to treat a
condition that has lasted
for at least 3 months? Do
not include pregnancy or
menopause.

0 Yes
2] No

What is your age?

'M18to 24
’0 25 to 34
30 35 to 44
‘0 45t0 54
°[ 55 to 64
°0 65 to 74
0 75 or older

Are you male or female?

0 Male
20 Female

What is the highest grade or level of
school that you have completed?

'O 8" grade or less

351a_Adult_Prim_Eng.doc
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34.

35.

“’0 Some high school, but
did not graduate

0 High school graduate or
GED

*0 Some college or 2-year
degree

°0 4-year college graduate

°0 More than 4-year college
degree

Are you of Hispanic or Latino origin
or descent?

'00 Yes, Hispanic or Latino
0 No, not Hispanic or
Latino

What is your race? Please mark
one or more.

'O White

0 Black or African
American

30 Asian

*0 Native Hawaiian or Other
Pacific Islander

°0 American Indian or
Alaskan Native

°0 Other
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36. Did someone help you complete
this survey?

'"MYes= If Yes, Go to
Question 39

‘0 No=>» Thank you.
Please return the

completed
survey in

the postage-paid
envelope.

37. How did that person help you?
Mark all that apply.

'O Read the questions to

Adult Questionnaire — Core Items

me
’0 Wrote down the answers
| gave
*0 Answered the questions
for me
‘0 Translated the questions
into my language
°0 Helped in some other
way
(Please print)

THANK YOU

Please return the completed survey in the postage-paid envelope.
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CAHPS Clinician & Group Survey — Adult Primary Care Questionnaire

Supplemental Items

AFTER HOURS E-MAIL.....cciiiiiiiiiie e 2
BEING KEPT INFORMED ABOUT APPOINTMENT START ......cccceoviiiiiiieiiniie 2
COST OF CARE (PRESCRIPTIONS) ...c.ciiiiieieienienenteeeeeeeeese e 2
COST OF CARE (TESTS) ..ottt ettt s 3
DOCTOR ROLE ...ttt 3
DOCTOR THOROUGHNESS ..ottt 5
HEALTH IMPROVEMENT ..ottt 5
HEALTH PROMOTION AND EDUCATION .....cccociiiinieiieieerereeneeieeie e 5
HELP WITH PROBLEMS OR CONCERNS........ccciiiiiietiieneeeeeereere e 6
OTHER DOCTORS AND PROVIDERS AT YOUR DOCTOR’S OFFICE..................... 7
PROVIDER COMMUNICATION ..ottt 11
PROVIDER KNOWLEDGE OF SPECIALIST CARE ....c.ccooiiiiiiiniiiiieicceeneceee, 15
RECOMMEND DOCTOR .....coiiiiiiiiiiiiiieece e 15
SHARED DECISIONMAKING ......cccoiiiiiiiiiiecee e 16
WAIT TIME FOR URGENT CARE ......cccoooiiiiiiiiiceec e 16
YOUR CARE FROM SPECIALISTS IN THE LAST 12 MONTHS ......cccccoceeviiiinnne 18
YOUR MOST RECENT VISIT ..ot 21

Important Instructions Regarding Definition of Specialist

If you choose to use one or more supplemental items that refer to specialists, please insert this
definition before the first of these items: “Specialists are doctors like surgeons, heart doctors,
allergy doctors, skin doctors, and other doctors who specialize in one area of health care.”
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After Hours E-Mail

Insert AE1-AEZ2 after core question 12.

AE1. In the last 12 months, did you e-mail this doctor’s office
with a medical question?

'O Yes
°’0 No=> If No, Go to Core Question 13

AE2. In the last 12 months, when you e-mailed this doctor’s
office, how often did you get an answer to your medical
question as soon as you needed?

'O Never

°’0 Almost Never
300 Sometimes
‘00 Usually

° Almost Always
°0 Always

Being Kept Informed About Appointment Start

Insert KI1 after core question 13. In core question 13, add instruction at the "Always" and
“Almost Always” responses to skip over Kl1 to core question 14.

KI1. In the last 12 months, after you checked in for your
appointment at this doctor’s office, were you ever kept
informed about how long you would need to wait for your
appointment to start?

0 Yes
20 No

Cost of Care (Prescriptions)

Insert COC1-COCS3 after core question 20.
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COC1. In the last 12 months, did you take any prescription medicine?

'O Yes
°’0 No=> If No, Go to Core Question 21

COC2. In the last 12 months, were you ever worried or concerned about the cost of
your prescription medicine?

'O Yes
0 No

COC3. In the last 12 months, did you and this doctor talk about the cost of your
prescription medicine?

'O Yes
00 No

Cost of Care (Tests)
Insert COC4-COCS after core question 22.

COCA4. In the last 12 months, were you ever worried or concerned about the cost of
your blood tests, x-rays or other tests?

'O Yes
0 No

COCS5. In the last 12 months, did you and this doctor talk about the cost of your blood
tests, x-rays or other tests?

'O Yes
0 No

Doctor Role

Insert DR1 after core question 2.
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DRI1. Specialists are doctors like surgeons, heart doctors, allergy doctors, skin doctors, and other doctors
who specialize in one area of health care. Is this doctor a specialist?

1 Yes
2D No
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Doctor Thoroughness

Insert DT1-DT2 before core question 21.

DT1. In the last 12 months did this doctor ever examine you?

'O Yes
20 No=> If No, Go to Core Question 21

DT2. In the last 12 months, how often was this doctor as
thorough as you thought you needed?

'O Never

0 Almost Never
30 Sometimes
‘00 Usually

° Almost Always
°0 Always

Health Improvement
(Use only if sample will include elderly or individuals with chronic
conditions.)

Insert HI1 after core question 17.

HI1. In the last 12 months, did you and this doctor talk about specific things you could
do to prevent illness?

0 Yes
20 No

Health Promotion and Education

Insert HP1-HP6 after core question 17. Note: If “Health Improvement” is included, HP1-6
follow HI1.

HP1. In the last 12 months, did you need this doctor’s help in making changes to
prevent illness?

353a_Child_Prim_Eng.doc 3/29/07



CAHPS Clinician & Group Survey Child Primary Care Questionnaire

HP2.

HP3.

HP4.

HPS.

HP6.

0 Yes
20 No=> If No, Go to Question HP3

In the last 12 months, did this doctor give you the help you needed to make
changes to prevent illness?

0 Yes
00 No

In the last 12 months, did you and this doctor talk about a healthy diet and
healthy eating habits?

'O Yes
0 No

In the last 12 months, did you and this doctor talk about the exercise or physical
activity you get?

0 Yes
00 No

In the last 12 months, did you and this doctor talk about things in your life that
worry you or cause you stress?

0 Yes
0 No

In the last 12 months, did this doctor ever ask you whether there was a period of
time when you felt sad, empty or depressed?

0 Yes
0 No

Help With Problems or Concerns

Insert HPC1 after core question 16.

HPC1. Did this doctor help you with these problems or concerns?
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0 Yes
0 No

Other Doctors and Providers at Your Doctor’s Office

Insert OD1-OD9 after core question 25. If this section is used, patients who had no visits with
the sampled doctor should skip to OD1; this requires a change in the skip instructions at
question 4.

These questions ask about your experiences with other doctors
and providers at this doctor’s office. Please answer only for your
own health care. Do not include dental care visits.

ODI.

Sometimes when you go to this doctor’s office, you might get care from another provider — for
example, another doctor in the practice, a nurse, a nurse practitioner or a physician assistant.

In the last 12 months, were any of your appointments at this
doctor’s office with another doctor or other provider?

'O Yes
0 No=> If No, Go to Core Question 26

Please answer the following questions for the other doctors or providers you visited at
this doctor’s office.

OD2. In the last 12 months, how often did the other doctors or providers explain things

in a way that was easy to understand?

'O Never

°0 Almost Never
30 Sometimes
*00 Usually

° Almost Always
°0 Always
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OD3.

OD4.

ODs.

ODG6.

OD7.

In the last 12 months, how often did the other doctors or providers listen carefully
to you?

'00 Never

0 Almost Never

0 Sometimes

‘00 Usually

°O Almost Always

°0 Always

In the last 12 months, did you talk with the other doctors or providers about any health problems
or concerns?

'O Yes
°’0 No=> If No, Go to Question OD6

In the last 12 months, how often did the other doctors or providers give you easy to understand
instructions about what to do to take care of these health problems or concerns?

'O Never

0 Almost Never
30 Sometimes
*00 Usually

°O Almost Always
°0 Always

In the last 12 months, how often did the other doctors or providers show respect
for what you had to say?

'O Never

°’0 Almost Never
0 Sometimes
‘00 Usually

°0 Almost Always
°0 Always

In the last 12 months, how often did the other doctors or providers spend enough time with you?

'O Never
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0 Almost Never
30 Sometimes
‘00 Usually

> Almost Always
°0 Always
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OD8. In the last 12 months, how often did you feel that the other doctors or providers
had all the information they needed to provide your care?

'O Never

0 Almost Never
0 Sometimes
‘00 Usually

°O Almost Always
°0 Always

OD9. Using any number from 0 to 10, where 0 is the worst
care possible and 10 is the best care possible, what number
would you use to rate all your health care from the other
doctors or providers you visited at this doctor’s office in the
last 12 months?

"Tlo Worst care possible
'O
g p)
‘O3
‘O 4
s0Os
‘Oe
O7
08
‘O

] 10 Best care possible
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Provider Communication

Insert C1 after core question 20. Note: If “Health Promotion and Education” is included, C1
should follow HP2.

C1. In the last 12 months, did this doctor encourage you to talk about all your health
concerns?

'O Yes
00 No
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Insert C2 after core question 14. In core question 14, add instruction at the “Usually,”
“Almost Always,” and "Always" responses to skip over C2 to core question 15.

C2. In the last 12 months, were the explanations this doctor gave you
about each of the following hard to understand?

Does Not
Yes No Apply
a) What was wrong with you? 'O ‘0 °O
b) The reason for a treatment? 'O 20 *O
c) What a medicine was for? 'O >0 *O
d) How to take a medicine?' O O
e) Results of a blood test, x-ray or 'O 20 O
other test?
f) What to do if a condition got worse 'O 20 30
or came back?
g) Something else? 'O 0 °0O

please specify:

Insert C3 after core question 14. In core question 14, add instruction at the “Usually,” “Almost
Always,” and "Always" responses to skip over C3 to core question 15. If item C2 is used, C3
should follow C2.

C3. In the last 12 months, were any of the explanations this
doctor gave you hard to understand because of an accent or
the way the doctor spoke English?

0 Yes
20 No

Insert C4 - C7 after core question 20.

C4. In the last 12 months, did you feel this doctor really cared about you as a person?
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0 Yes
0 No

C5. In the last 12 months, did this doctor ignore what you told him or her?

0 Yes
0 No

C6. In the last 12 months, did this doctor use a condescending, sarcastic, or rude tone or
manner with you?

'O Yes
00 No

C7. In the last 12 months, did this doctor show interest in your questions and concerns?

'O Yes
200 No

Insert C8 before core question 21. If items SD1 — SD3 are used, C8 should follow SD3.

C8. In the last 12 months, during any of your visits, did this doctor:

Does Not
Yes No Apply
a) Listen to your reasons for the visit? 'O ‘0 °O

b) Show concern for your physical comfort? 'O20 °0O
c) Describe his or her physical findings? 'O 20O *O
d) Explain the reason for any additional tests? '0?20 °*O
e) Describe the next steps for your care 'O 20 O

or treatment?

Insert C9 before core question 21. If items SD1— SD3 are used, C9 should follow SD3. If
item C8 is used, C9 should follow C8.

C9.  In the last 12 months, did this doctor give you complete and accurate information about:
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Does Not
Yes No Apply
a) Tests? 'O ‘0 °0O
b) Choices for your care?' O O
c) Treatment? 'O O O
d) Plan for your care? 'O O O
e) Medications? 'O 20 O
f) Follow-up care? 'O 20 30
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Provider Knowledge of Specialist Care

Insert PK1-PK2 after core question 20. Note:
e These items are recommended for use only if the sampled provider is not a specialist.
o [fC1isincluded, insert PK1-PK2 after C1.

Please refer to instructions at the front of this document about defining “specialists.”

PK1. In the last 12 months, did this doctor suggest you see a specialist for a particular
health problem?

'O Yes
20 No=> If No, Go to Core Question 21

PK2. In the last 12 months, how often did the doctor named in Question 1 seem
informed and up-to-date about the care you got from specialists?

'O Never

0 Almost Never
30 Sometimes
‘0 Usually

° Almost Always
°0 Always

Recommend Doctor
Insert RC1— RC2 after core question 23.

RCI1. Would you recommend this doctor to your family and friends?

'00 Definitely yes
°0 Somewhat yes
>0 Somewhat no
*0 Definitely no

RC2. Please tell us how this doctor’s office could have improved the care and services you received in
the last 12 months.
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Shared Decisionmaking

Insert SD1 — SD3 before core question 21.

SDI.

SD2.

SD3.

Choices for your treatment or health care can include choices about medicine, surgery, or other
treatment. In the last 12 months, did this doctor tell you there was more than one choice for your
treatment or health care?

'O Yes
°’0 No=> If No, Go to Core Question 21

In the last 12 months, did this doctor talk with you about the pros and cons of each choice for
your treatment or health care?

0 Yes
00 No

In the last 12 months, when there was more than one choice for your treatment or health care, did
this doctor ask which choice you thought was best for you?

0 Yes
00 No

Wait Time for Urgent Care

Insert WU1 after core question 6.

WUI. In the last 12 months, when you contacted this doctor’s office to get an appointment for care you

needed right away, how long did you usually have to wait between trying to get an appointment
and actually seeing someone?

'0 Same day
’0 1 day
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0 2-3 days
‘0 4-7 days
‘0 8-14 days
‘0 15 days or longer
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Your Care from Specialists in the Last 12 Months

Insert SC1-SC8 after question 25. If this section is used, patients who have no visits with the
sampled doctor should skip to SC1; this requires a change in the skip instructions at question
4.

Note: If “Other Doctors and Providers at Your Doctor’s Office” items are included, change the
Skip at OD1 to SC1.

Please refer to instructions at the front of this document about defining “specialists.”

These questions ask about your own health care. Do not include
care you got when you stayed overnight in a hospital. Do not
include the times you went for dental care visits.

SC1. IN THE LAST 12 MONTHS, DID YOU TRY TO MAKE ANY APPOINTMENTS TO SEE
A SPECIALIST?

'O Yes
0 No=> If No, Go to Core Question 26

SC2. In the last 12 months, how often was it easy to get appointments with specialists?

'O Never

0 Almost Never
30 Sometimes
‘00 Usually

°O Almost Always
°0 Always

SC3. In the last 12 months, did you and this doctor talk about the cost of seeing a specialist?

0 Yes
00 No

SC4. In the last 12 months, were you ever worried or concerned about the cost of seeing a specialist?

'O Yes
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’0 No
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SC5. How many specialists have you seen in the last 12 months?

'O None=> If None, Go to Core Question 26
0 1 specialist

°0 2

‘03

°0 4

°0 5 or more specialists

SC6. In the last 12 months, how often did the specialists you saw seem to know the important
information about your medical history?

'O Never

0 Almost Never
30 Sometimes
‘00 Usually

° Almost Always
°0 Always

SC7. We want to know your rating of the specialist you saw most often in the last 12 months. Using
any number from 0 to 10, where 0 is the worst specialist possible and 10 is the best specialist
possible, what number would you use to rate that specialist?

"Tlo Worst specialist possible
'O
g up)
‘O3
‘O4
Os
‘Oe
07
s
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SC8.

‘O

[ 10 Best specialist possible

Was the specialist you saw most often in the last 12 months the doctor named in Question 1?

0 Yes
‘O No

Your Most Recent Visit

Insert RV1-RV11 after core question 25.

These questions ask about your most recent visit with this
doctor. Please answer only for your own health care.

RV1.

RV2.

RV3.

RV4.

During your most recent visit with this doctor, were you kept informed about how
long you would need to wait for your appointment to start?

0 Yes
0 No

Wait time includes time spent in the waiting room and exam room. During your
most recent visit with this doctor, did you see this doctor within 15 minutes of
your appointment time?

'O Yes
20 No

During your most recent visit, did this doctor explain things in a way that was easy to
understand?

0 Yes
0 No

During your most recent visit, did you talk with this doctor about any health problems or
concerns?

0 Yes
20 No=> If No, Go to Question RV6
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RVS.

RV6.

RV7.

RVS.

RVO.

RV10.

During your most recent visit, did this doctor give you easy to understand instructions about
what to do to take care of these health problems or concerns?

'O Yes

0 No

During your most recent visit, did this doctor seem to know the important
information about your medical history?

'O Yes

0 No

During your most recent visit, did this doctor show concern about your health
and how you were feeling?

'O Yes

00 No

During your most recent visit, did this doctor spend enough time with you?

'O Yes

0 No

During your most recent visit, did clerks and receptionists at this doctor’s office treat you with
courtesy and respect?

'O Yes

00 No

Using any number from 0 to 10, where 0 is the worst medical care possible and 10 is the best

medical care possible, what number would you use to rate the medical care you received during
your most recent visit with this doctor?

"Cdo Worst medical care possible
'O
02
‘O3
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‘O
sOs
‘Oe
07
*Os
O

[ 10 Best medical care possible

RV11. Please tell us how this doctor’s office could have improved the care and services you received at
your most recent visit.
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SURVEY INSTRUCTIONS

¢ Answer all the questions by checking the box to the left of your
answer.

¢ You are sometimes told to skip over some questions in this survey.
When this happens you will see an arrow with a note that tells you
what question to answer next, like this:

M Yes & If Yes, Go to Question 1 on Page 1
] No

{This box should be placed on the Cover Page}
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All information that would let someone identify you or
your family will be kept private. {VENDOR NAME} will not
Share your personal information with anyone without your
OK. You may choose to answer this survey or not. If you
choose not to, this will not affect the health care you get.

Your responses to this survey are completely
confidential. Once you complete the survey, place it in
the envelope that was provided, seal the envelope, and
return the envelope to [INSERT VENDOR ADDRESS].

You may notice a number on the cover of this survey.
This number is only used to let us know if you returned
your survey so we don't have to send you reminders.

If you want to know more about this study, please call
XXX-XXX-XXXX.
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About the Never/Always Response Scale

This survey employs a six-point response scale —
“Never/Almost Never/Sometimes/Usually/Almost
Always/Always” — rather than the more common CAHPS
four-point response scale of “Never/Sometimes/
Usually/Always.” This expanded scale, which was tested
by several early adopters of the survey, is recommended
by the CAHPS Consortium.

Survey sponsors have the option of substituting the four-
point scale. The Agency for Healthcare Research &
Quality requests that users of the shorter scale notify the
CAHPS User Network (cahps1@ahrg.gov) so that the
Consortium can continue to examine the performance of
the two response scales in the context of this survey.
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Please answer the questions for the
child listed on the envelope. Please do
not answer for any other children.

YOUR CHILD’S DOCTOR |

1. Our records show that
your child got care from
the doctor named below in
the last 12 months.

NAME OF DOCTOR LABEL GOES HERE

Is that right?

'O Yes= If Yes, Go to

Question 2
°’0 No=> If No, Go to
Question 26

The questions in this survey
booklet will refer to the doctor
named in Question 1 as “this
doctor.” Please think of that
doctor as you answer the
survey.

2. s this the doctor you
usually see if your child
needs a check-up or gets
sick or hurt?

0 Yes
00 No

353a_Child_Prim_Eng.doc
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How long has your child
been going to this doctor?
'00 Less than 6 months

0 At least 6 months but
less than 1 year

0 At least 1 year but less
than 3 years

*0 At least 3 years but less
than 5 years
° 5 years or more
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YOuUR CHILD’S CARE FROM THIS
DOCTOR IN THE LAST 12 MONTHS

In the last 12 months, when you phoned
this doctor’s office to get an appointment

These questions ask about your child’s 6.
health care. Do not include care your

child got when he or she stayed
overnight in a hospital. Do not include
the times your child went for dental care
visits.

4,

In the last 12 months, how
many times did your child

for care your child needed right away, how
often did you get an appointment as soon
as you thought your child needed?

'O Never
20 Almost Never
30 Sometimes

4
LA O Usually
?
:IISIt this doctor for care~ 501 Almost Always
O None=>» If None, Go to 0 Always
, Question 26
sg ;t'me In the last 12 months, did
4 you make any
O3 .
5 4 appointments for a check-
] 510 9 up or routine care for your
00 10 or more times child with this doctor?
'O Yes
5. In the last 12 months, did you phone this 2|:| No=> If NO, Go to
doctor’s office to get an appointment for Question 9

your child for an illness, injury or
condition that needed care right away?

'O Yes

’0 No=> If No, Go to
Question 7 on Next
Page
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In the last 12 months,
when you made an
appointment for a check-
up or routine care for your
child with this doctor, how
often did you get an
appointment as soon as
you thought your child
needed?

'O Never
20 Almost Never
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10.

0 Sometimes
‘00 Usually

° Almost Always
°0 Always

In the last 12 months, did
you phone this doctor’s
office with a medical
question about your child
during regular office
hours?

0 Yes
0 No=> If No, Go to
Question 11

In the last 12 months,
when you phoned this
doctor’s office during
regular office hours, how
often did you get an
answer to your medical
question that same day?

'O Never

0 Almost Never
30 Sometimes
‘00 Usually

° Almost Always
°0O Always
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11.

12.

13.

In the last 12 months, did
you phone this doctor’s
office with a medical
question about your child
after regular office hours?

'O Yes

0 No=> If No, Go to
Question 13 on
Next Page

In the last 12 months,
when you phoned this
doctor’s office after
regular office hours, how
often did you get an
answer to your medical
question as soon as you
needed?

'O Never

°’0 Almost Never
30 Sometimes
*00 Usually

° Almost Always
°0 Always

Wait time includes time
spent in the waiting room
and exam room. In the last
12 months, how often did
your child see this doctor
within 15 minutes of his or
her appointment time?

3/29/07
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'O Never

0 Almost Never
30 Sometimes
‘00 Usually

°0 Almost Always
°0 Always

14. In the last 12 months, how
often did this doctor
explain things about your
child’s health in a way that
was easy to understand?

'O Never

0 Almost Never
30 Sometimes
*00 Usually

°O Almost Always
°0 Always

15. In the last 12 months, how
often did this doctor listen
carefully to you?

'O Never

0 Almost Never
30 Sometimes
‘00 Usually

° Almost Always
°0 Always

353a_Child_Prim_Eng.doc
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16.

17.

18.

In the last 12 months, did
you talk with this doctor
about any problems or
concerns you had about
your child’s health?

'O Yes

20 No=> If No, Go to
Question 18

In the last 12 months, how
often did this doctor give
you easy to understand
instructions about taking
care of these health
problems or concerns?

'O Never

0 Almost Never
30 Sometimes
‘00 Usually

° Almost Always
°0 Always

In the last 12 months, how often did
this doctor seem to know the
important information about your
child’s medical history?

'O Never

20 Almost Never
30 Sometimes
‘00 Usually

° Almost Always
°0 Always

3/29/07
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19.

20.

21.

22,

In the last 12 months, how often did
this doctor show respect for what
you had to say?

'O Never

0 Almost Never
0 Sometimes
‘00 Usually

°O Almost Always
°0 Always

In the last 12 months, how
often did this doctor spend
enough time with your
child?

'O Never

0 Almost Never
30 Sometimes
‘00 Usually

° Almost Always
°0O Always

In the last 12 months, did this
doctor order a blood test, x-ray or
other test for your child?

'O Yes
0 No=> If No, Go to
Question 23

In the last 12 months, when this
doctor ordered a blood test, x-ray or
other test for your child, how often
did someone from this doctor’s
office follow up to give you those
results?

'O Never
20 Almost Never

353a_Child_Prim_Eng.doc
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0 Sometimes
‘00 Usually

° Almost Always
°0 Always

3/29/07
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23.

Using any number from 0
to 10, where 0 is the worst
doctor possible and 10 is
the best doctor possible,
what number would you
use to rate this doctor?

‘Clo Worst doctor possible
'O
02
‘O3
‘O4
sOs
‘Oe
07
08
‘O

%] 10 Best doctor possible

CLERKS AND RECEPTIONISTS AT THIS

DocToR’S OFFICE

24,

In the last 12 months, how often
were clerks and receptionists at this
doctor’s office as helpful as you
thought they should be?

0 Never
20 Almost Never

353a_Child_Prim_Eng.doc
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25.

0 Sometimes
‘00 Usually

° Almost Always
°0 Always

In the last 12 months, how often did
clerks and receptionists at this
doctor’'s office treat you with
courtesy and respect?

'O Never

0 Almost Never
30 Sometimes
‘00 Usually

° Almost Always
°0 Always

| ABOUT YOUR CHILD AND YOU

26.

27.

In general, how would you rate your
child’s overall health?

O Excellent
20 Very Good

O Good
‘O Fair
Sl Poor

What is your child’s age?

3/29/07
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28.

29.

30.

31.

32.

' Less than 1 year old

YEARS OLD (write in)

Is your child male or female?

'O male
20 Female

Is your child of Hispanic or Latino
origin or descent?

" Yes, Hispanic or Latino

20 No, not Hispanic or Latino

What is your child’s race? Please
mark one or more.

'O white

2[] Black or African-American

3 Asian

*] Native Hawaiian or other Pacific
Islander

50 American Indian or Alaska Native
° Other

What is your age?

°0 Under 18
' 18 to 24
20 2510 34
°d 351044
‘0O 45t0 54
°[] 55 to 64
°d 65 to 74
'O 75 or older

Are you male or female?

'O Male
21 Female

353a_Child_Prim_Eng.doc
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33.

What is the highest grade or level
of school that you have completed?
'[] 8th grade or less

[0 Some high school, but did not
graduate

30 High school graduate or GED
‘0 some college or 2-year degree
[0 4-year college graduate

°0 More than 4-year college degree

3/29/07
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34.

35.

How are you related to the child?

"0 Mother or father

20 Grandparent

30 Aunt or uncle

*0 older brother or sister
*[d Other relative

® Legal guardian

" Someone else
(Please print)

Did someone help you complete
this survey?

'"MYes=> If Yes, Go to
Question 36
‘ONo=> Thank you.
Please return the
completed

survey in

the postage-paid
envelope.

36. How did that person help you?

Mark all that apply.

'O Read the questions to
me

Child Questionnaire — Core ltems

’0 Wrote down the answers
| gave
°0 Answered the questions
for me
‘0 Translated the questions
into my language
°0 Helped in some other
way
(Please print)

THANK YOU

Please return the completed survey in the postage-paid envelope.

353a_Child_Prim_Eng.doc
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CAHPS Clinician & Group Survey — Child Primary Care Questionnaire

Supplemental Items

DOCTOR COMMUNICATION WITH CHILD.......ccccceciniinininieieicineee e 4
DOCTOR THOROUGHNESS ........ooiiiiiiiiiiiic e 4
HEALTH IMPROVEMENT ..ot 5
PRESCRIPTION MEDICINES.........cciiiiiiiieeeeeeeeeeeeese e 5
PROVIDER KNOWLEDGE OF SPECIALIST CARE........ccccooiiiniiniieeeciceee 6
SCHEDULING APPOINTMENTS AND CONTACTING THIS DOCTOR.................... 6
SHARED DECISIONMAKING .....c.cociiiiiiiiiiiiiiiicic e 6
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Doctor Communication With Child

Insert DC1-DC4 after core question 20.

DC1.

DC2.

DC3.

DCA4.

Is your child able to talk with doctors about his or her health care?

'O Yes
20 No=> If No, Go to Core Question 21

In the last 12 months, how often did this doctor explain things in a way that was easy for your child to
understand?

'O Never

0 Almost Never
0 Sometimes
‘00 Usually

°O Almost Always
°0 Always

In the last 12 months, how often did this doctor encourage your child to ask questions?

'O Never

0 Almost Never
*0 Sometimes
‘00 Usually

°O Almost Always
°0 Always

In the last 12 months, how often did this doctor listen carefully to_your child?

'O Never

0 Almost Never
0 Sometimes
‘00 Usually

0 Almost Always
°0 Always

Doctor Thoroughness

353a_Child_Prim_Eng.doc 4 3/29/07
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Insert DT1-DT2 before core question 21.

DT1. In the last 12 months, did this doctor ever examine your child?

'O Yes
0 No=> If No, Go to Core Question 21

DT2. In the last 12 months, how often was this doctor as thorough as
you thought your child needed?

'O Never

0 Almost Never
>0 Sometimes
‘00 Usually

° Almost Always
°0 Always

Health Improvement
Insert HI1 after core question 17.

HI1. In the last 12 months, did you and this doctor talk about specific things you could do to
prevent iliness in your child?

'O Yes
00 No

Prescription Medicines

Insert PM1 after core question 20.

PM1. In the last 12 months, did this doctor talk with you about all of the prescription medicines your child was
taking?

0 Yes
20 No

353a_Child_Prim_Eng.doc 5 3/29/07
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Provider Knowledge of Specialist Care

Insert PK1-PK2 after core question 20. Note: These items are recommended for use only if the
sampled provider is not a specialist.

PKI.

PK2.

Specialists are doctors like surgeons, heart doctors, allergy doctors, skin doctors, and other doctors who
specialize in one area of health care. In the last 12 months, did this doctor suggest your child see a
specialist for a particular health problem?

'O Yes
0 No=> If No, Go to Core Question 21

In the last 12 months, how often did the doctor named in Question 1 seem informed and
up-to-date about the care your child got from specialists?

'O Never

0 Almost Never
*0 Sometimes
‘00 Usually

0 Almost Always
°0 Always

Scheduling Appointments and Contacting This Doctor

Insert SA1-SA2 after core question 12.

SAL.

SA2.

After hours care is health care when your child’s usual doctor’s office or clinic is closed. In the last 12
months, did you try to get any after hours care for your child at this doctor’s office?

'O Yes
20 No=> If No, Go to Core Question 13

In the last 12 months, did the after hours care available from this doctor’s office meet your needs?

00 Yes
0 No

Shared Decisionmaking

Insert SD1-SD4 before core question 21.
353a_Child_Prim_Eng.doc 6 3/29/07
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SD1. Choices for your child’s treatment or health care can include choices about medicine,
surgery, or other treatment. In the last 12 months, did this doctor tell you there was
more than one choice for your child’s treatment or health care?

'O Yes
20 No=> If No, Go to Core Question 21

SD2. In the last 12 months, did this doctor talk with you about the pros and cons of each
choice for your child’s treatment or health care?

'O Yes
00 No

SD3. In the last 12 months, did this doctor give you enough information about each choice?

0 Yes
0 No

SD4. In the last 12 months, when there was more than one choice for your child’s treatment
or health care, did this doctor ask which choice you thought was best for your child?

'O Yes
20 No

353a_Child_Prim_Eng.doc 7 3/29/07
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Experience of Care and
Health Outcomes (ECHO®) Survey

Adult
Managed Care Organization

Version 3.0
English

353a_Child_Prim_Eng.doc 8 3/29/07



CAHPS Clinician & Group Survey Child Questionnaire — Core Items

The ECHO Survey is part of the CAHPS
family of surveys,

which are developed with support from the
Agency for Healthcare Research and Quality
(AHRQ), Rockville, MD
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SURVEY INSTRUCTIONS

¢ Answer all the questions by checking the box to the left of your answer.

e You are sometimes told to skip over some questions in this survey. When this happens, you
will see an arrow with a note that tells you what question to answer next, like this:

M ves = If Yes, Go To Question 1 on Page 1

QD No

All information that would let someone identify you or your family will be kept
private. {SPONSOR NAME} will not share your personal information with anyone
without your OK. You may choose to answer this survey or not. If you choose not
fo, this will not affect the benefits you get.

You may notice a number on the cover of this survey. This
number is ONLY used to let us know if you returned your survey
so we don’t have to send you reminders.

{This box should be placed on the cover page.}

353a_Child_Prim_Eng.doc 10 3/29/07
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Personal or Family Counseling

People can get counseling, treatment or medicine for many different
reasons, such as:

For feeling depressed, anxious, or “stressed out”

Personal problems (like when a loved one dies or when there are problems at work)

Family problems (like marriage problems or when parents and children have trouble’
getting along) :

ey

Needing help with drug or alcohol use

For mental or emotional illness

In the last 12 months, did you get counseling, treatment or medicine for any of these
reasons?

| | | .
OYes > If Yes, Go to Question 2 _
,No=> If No, Go to Question 56 on ~
Page 7 ‘
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Your Counseling and Treatment
in the Last 12 Months

The next questions ask about your counseling or treatment. Do not
include counseling or treatment during an overnight stay or from a
self-help group.

2. In the last 12 months, did you call someone to get professional counseling on the phone
for yourself?

L] Yes
.00 No =>» If No, Go to Question 4

3. In the last 12 months, how often did you get the professional counseling you needed on
the phone?

1] Never

o] Sometimes
3] Usually
4[] Always

4. In the last 12 months, did you need counseling or treatment right away?

L1 Yes
.0 No = If No, Go to Question 6

5. In the last 12 months, when you needed counseling or treatment right away, how often did
you see someone as soon as you wanted?

11 Never

,L] Sometimes
3] Usually
4[] Always



CAHPS Clinician & Group Survey Child Questionnaire — Core Items

6.

In the last 12 months, not counting times you needed counseling or treatment right away,
did you make any appointments for counseling or treatment?

L1 Yes
.0 No=> If No, Go to Question 8

In the last 12 months, not counting times you needed counseling or treatment right away,
how often did you get an appointment for counseling or treatment as soon as you wanted?

1L1 Never

o] Sometimes
sL] Usually
4] Always

In the last 12 months, how many times did you go to an emergency room or crisis center to
get counseling or treatment for yourself?

11 None
11
a2

41 3 or more

In the last 12 months (not counting emergency rooms or crisis centers), how many times
did you go to an office, clinic, or other treatment program to get counseling, treatment or
medicine for yourself?

1L1 None=>If None, Go to Question 29 on Page 4
,L11t010

sL] 11t0 20

4121 or more
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10. In the last 12 months, how often were you seen within 15 minutes of your appointment?

;L] Never

,[] Sometimes
sL] Usually
4[] Always

The next questions are about all the counseling or treatment you got
in the last 12 months during office, clinic, and emergency room visits
as well as over the phone. Please do the best you can to include all
the different people you went to for counseling or treatment in your
answers.

11. In the last 12 months, how often did the people you went to for counseling or treatment
listen carefully to you?

;L] Never

,[] Sometimes
sL] Usually
41 Always

12. In the last 12 months, how often did the people you went to for counseling or treatment
explain things in a way you could understand?

;L] Never

,[ ] Sometimes
sL] Usually
41 Always

13. In the last 12 months, how often did the people you went to for counseling or treatment
show respect for what you had to say?

1L Never

,[ ] Sometimes
sL] Usually
41 Always
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14.

15.

16.

17.

18.

In the last 12 months, how often did the people you went to for counseling or treatment
spend enough time with you?

1] Never

,[] Sometimes
3] Usually
41 Always

In the last 12 months, how often did you feel safe when you were with the people you
went to for counseling or treatment?

1LJ Never

,[] Sometimes
3] Usually
4[] Always

In the last 12 months, did you take any prescription medicines as part of your treatment?

L1 Yes
.0 No=> If No, Go to Question 18

In the last 12 months, were you told what side effects of those medicines to watch for?

O Yes
2|:| No

In the last 12 months, how often were you involved as much as you wanted in your
counseling or treatment?

1LJ Never

.1 Sometimes
sL] Usually
4[] Always
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19.

20.

21,

22,

23.

24,

In the last 12 months, did anyone talk to you about whether to include your family or
friends in your counseling or treatment?

L1 Yes

2|:| No

In the last 12 months, were you told about self-help or support groups, such as
consumer-run groups or 12-step programs?

L] Yes

2|:| No

In the last 12 months, were you given information about different kinds of counseling or
treatment that are available?

L Yes

2|:| No

In the last 12 months, were you given as much information as you wanted about what you
could do to manage your condition?

L] Yes

2|:| No

In the last 12 months, were you given information about your rights as a patient?

L] Yes

2|:| No

In the last 12 months, did you feel you could refuse a specific type of medicine or

treatment?

L] Yes
2|:| No
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25. In the last 12 months, as far as you know did anyone you went to for counseling or

26.

27.

28.

treatment share information with others that should have been kept private?

L1 Yes
2|:| No

Does your language, race, religion, ethnic background or culture make any difference in
the kind of counseling or treatment you need?

L] Yes
.0 No = If No, Go to Question 28
In the last 12 months, was the care you received responsive to those needs?

1] Yes
2|:| No

Using any humber from 0 to 10, where 0 is the worst counseling or treatment possible
and 10 is the best counseling or treatment possible, what number would you use to rate
all your counseling or treatment in the last 12 months?

0 Worst Counseling or treatment possible

ODodooooodgg

1
2
3
4
5
6
7
8
9
1

0 Best counseling or treatment possible
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29. In the last 12 months, how much were you helped by the counseling or treatment you
got?

4L Not at all
oL Alittle

;L] Somewhat
L1 Alot

30. In general, how would you rate your overall mental health now?

;L] Excellent
,L] Very good
3] Good

.1 Fair

sL1 Poor

31. Compared to 12 months ago, how would you rate your ability to deal with daily problems
now?

41 Much better
.1 A little better
;L] About the same
41 A little worse
5] Much worse

32. Compared to 12 months ago, how would you rate your ability to deal with social
situations now?

4] Much better
.1 A little better
;L1 About the same
41 A little worse
sL_] Much worse
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33.

34.

Compared to 12 months ago, how would you rate your ability to accomplish the things
you want to do now?

1] Much better
.1 A little better
;L] About the same
41 A little worse
sL_] Much worse

Compared to 12 months ago, how would you rate your problems or symptoms now?

1] Much better
.1 A little better
sL] About the same
41 A little worse
s Much worse

Your Health Plan for
Counseling or Treatment

The next questions ask about your experience with your health plan
for counseling or treatment.

35.

36.

Our records show that you are now in [Health Plan Name]. Is that right?

.0 Yes = If Yes, Go to Question 37
2|:| No

What is the name of your health plan? (please print)
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37. How many months or years in a row have you been in this health plan?

1] Less than 1 year

o1 At least 1 year but less than 2 years

;L1 At least 2 years but less than 5 years
41 5 or more years

38. How much of the counseling or treatment you got in the last 12 months was paid for by
your health plan?

11 All of it was paid for
,L] Most of it was paid for
sL] Some of it was paid for
41 None of it was paid for

39. In the last 12 months, did you use up all your benefits for counseling or treatment?

L] Yes
.0 No = If No, Go to Question 42

40. At the time benefits were used up, did you think you still needed counseling or
treatment?

L] Yes
.00 No=>» If No, Go to Question 42

41. Were you told about other ways to get counseling, treatment, or medicine?

L] Yes
2|:| No

42. When you joined your health plan or at any time since then, did you get someone new for
counseling or treatment?

L] Yes
.0 No = If No, Go to Question 44
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43.

44,

45.

46.

Since you joined your health plan, how much of a problem, if any, was it to get someone
you are happy with?

1] A big problem
oL A small problem
sL] Not a problem

In the last 12 months, did you need approval for any counseling or treatment?

L] Yes
.00 No=> If No, Go to Question 46

In the last 12 months, how much of a problem, if any, were delays in counseling or
treatment while you waited for approval from your health plan?

11 A big problem
,L1 A small problem
;L1 Not a problem

In the last 12 months, how much of a problem, if any, was it to get the counseling or
treatment you thought you needed?

11 A big problem
,L1 A small problem
sL] Not a problem
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47.

48.

49.

50.

In the last 12 months, did you look for any information about counseling or treatment
from your health plan in written materials or on the Internet?

L] Yes
.0 No = If No, Go to Question 49

In the last 12 months, how much of a problem, if any, was it to find or understand this
information?

11 A big problem
o1 A small problem
sL] Not a problem

In the last 12 months, did you call your health plan’s customer service to get information
or help about counseling or treatment?

L Yes
.00 No=>» If No, Go to Question 51

In the last 12 months, how much of a problem, if any, was it to get the help you needed
when you called your health plan’s customer service?

11 A big problem
,L1 A small problem
sL] Not a problem
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51. In the last 12 months, did you have to fill out any paperwork about counseling or
treatment for your health plan?

L Yes
.0 No=> If No, Go to Question 53

52. In the last 12 months, how much of a problem, if any, did you have with paperwork for
your health plan?

11 A big problem
.1 A small problem
sL] Not a problem

53. Using any number from 0 to 10, where 0 is the worst health plan possible and 10 is the
best health plan possible, what number would you use to rate your health plan for
counseling or treatment?

0 Worst health plan possible

ODodoooooggogno

1
2
3
4
5
6
7
8
9
1

0 Best health plan possible
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54.

55.

56.

57.

Reasons for Counseling or

Treatment

In the last 12 months, was any of your counseling or treatment for personal problems,
family problems, emotional illness, or mental iliness?

L] Yes
2|:| No

In the last 12 months, was any of your counseling or treatment for help with alcohol use
or drug use?

L1 Yes
2|:| No

About You

In general, how would you rate your overall health now?

1L Excellent
2] Very good
3] Good

4] Fair

51 Poor

What is your age now?

;[]18t0 24
2|:| 25to 34
31 3510 44

4|:| 45 to 54
5L 55 to 64

¢ 65 to 74
-1 75 or older
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58. Are you male or female?

1|:| Male
o1 Female

59. What is the highest grade or level of school that you have completed?

11 8™ grade or less

,[] Some high school, but did not graduate
sL] High school graduate or GED

41 Some college or 2-year degree

sL1 4-year college degree

6] More than 4-year college degree

60. Are you of Hispanic or Latino origin or descent?

1] Yes, Hispanic or Latino

,L1 No, not Hispanic or Latino
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61. What is your race? Please mark one or more.

a1 White

o] Black or African-American

L Asian

4 Native Hawaiian or other Pacific Islander
L1 American Indian or Alaska Native

(L1 Other

62. Did someone help you complete this survey?

.0 Yes =2 If Yes, Go to Question 63

.0 No=» Thank You. Please return the completed survey in the
postage-paid-envelope.

63. How did that person help you? Check all that apply.

aL] Read the questions to me

»[] Wrote down the answers | gave

L] Answered the questions for me

«L] Translated the questions into my language

o.[J Helped in some other way (Please print)

THANK YOU!

Please return this survey in the postage-paid envelope.
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Experience of Care and
Health Outcomes (ECHO®) Survey

Adult
Managed Behavioral Healthcare Organization

Version 3.0
English
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The ECHO Survey is part of the CAHPS family
of surveys,

which are developed with support from the
Agency for Healthcare Research and Quality
(AHRQ), Rockville, MD.
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SURVEY INSTRUCTIONS

¢ Answer all the questions by checking the box to the left of your answer.

e You are sometimes told to skip over some questions in this survey. When this happens, you
will see an arrow with a note that tells you what question to answer next, like this:

. ves = If Yes, Go To Question 1 on Page 1

ZD No

20
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All information that would let someone identify you or your family will be kept
private. {SPONSOR NAME} will not share your personal information with anyone

without your OK. You may choose to answer this survey or not. If you choose not
to, this will not affect the benefits you get.

You may notice a number on the cover of this survey. This
number is ONLY used to let us know if you returned your survey
so we don’t have to send you reminders.

{This box should be placed on the cover page.}

21
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Personal or Family Counseling

People can get counseling,
treatment or medicine for many
different reasons, such as:

. For feeling depressed, anxious, or
“stressed out”

. Personal problems (like when a loved one
dies or when there are problems at work)

. Family problems (like marriage problems
or when parents and children have
trouble getting along)

« Needing help with drug or alcohol use
. For mental or emotional iliness

18.1n the last 12 months, did you get
counseling, treatment or medicine for any
of these reasons?

.OvYes = If Yes, Go to Question 2

,0No = If No, Go to Question 56

on
Page 7

Child Questionnaire — Core ltems

Your Counseling and Treatment

in the Last 12 Months

The next questions ask about
your counseling or treatment. Do
not include counseling or
treatment during an overnight
stay or from a self-help group.

19.1n the last 12 months, did you call
someone to get professional counseling
on the phone for yourself?

4O Yes
,00 No =>» If No, Go to Question 4

3. In the last 12 months, how often did you
get the professional counseling you
needed on the phone?

4 Never

o] Sometimes
31 Usually

41 Always

21.1In the last 12 months, did you need
counseling or treatment right away?

4O Yes
.0 No = If No, Go to Question 6

22.1In the last 12 months, when you needed
counseling or treatment right away, how
often did you see someone as soon as
you wanted?

4O Never

o] Sometimes
s Usually

41 Always
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23.In the last 12 months, not counting times
you needed counseling or treatment right
away, did you make any appointments for
counseling or treatment?

40 Yes
.0 No=> If No, Go to Question 8

24.1In the last 12 months, not counting times
you needed counseling or treatment right
away, how often did you get an
appointment for counseling or treatment
as soon as you wanted?

4 Never

o] Sometimes
s Usually

41 Always

25.1n the last 12 months, how many times did
you go to an emergency room or crisis
center to get counseling or treatment for
yourself?

41 None

o1 1

502

40 3 or more

26.1In the last 12 months (not counting
emergency rooms or crisis centers), how
many times did you go to an office, clinic,
or other treatment program to get
counseling, treatment or medicine for
yourself?

100 None=>If None, Go to Question 29 on
Page 4

o,[11t010

s[111to0 20

40 21 or more

Child Questionnaire — Core ltems

27. In the last 12 months, how often were
you seen within 15 minutes of your
appointment?

40 Never

o0 Sometimes
s Usually

4L Always

The next questions are about all
the counseling or treatment you
got in the last 12 months during
office, clinic, and emergency
room visits as well as over the
phone. Please do the best you
can to include all the different
people you went to for
counseling or treatment in your
answers.

28. In the last 12 months, how often did the
people you went to for counseling or
treatment listen carefully to you?

4 Never

o Sometimes
3] Usually

4[] Always

29. In the last 12 months, how often did the
people you went to for counseling or
treatment explain things in a way you
could understand?

4L Never

o] Sometimes
31 Usually

4[] Always

30. In the last 12 months, how often did the
people you went to for counseling or
treatment show respect for what you

had to say?




CAHPS Clinician & Group Survey

4O Never

o[ ] Sometimes
s Usually

41 Always

Child Questionnaire — Core ltems

31.

32.

33.

34.

18.

In the last 12 months, how often did the
people you went to for counseling or
treatment spend enough time with you?

4 Never

o[ Sometimes
s Usually

40 Always

In the last 12 months, how often did you
feel safe when you were with the people
you went to for counseling or
treatment?

4O Never

>0 Sometimes
s Usually

4L Always

In the last 12 months, did you take any
prescription medicines as part of your
treatment?

4O Yes

.0 No => If No, Go to Question
18

In the last 12 months, were you told
what side effects of those medicines to
watch for?

4O Yes
ZD No

In the last 12 months, how often were
you involved as much as you wanted in
your counseling or treatment?

4L Never

o Sometimes
s Usually

41 Always



CAHPS Clinician & Group Survey

19.

20.

21.

22,

23.

24,

In the last 12 months, did anyone talk to
you about whether to include your
family or friends in your counseling or
treatment?

1« Yes
2[] No

In the last 12 months, were you told
about self-help or support groups, such
as consumer-run groups or 12-step
programs?

4O Yes
2[] No

In the last 12 months, were you given
information about different kinds of
counseling or treatment that are
available?

400 Yes
2|:| No

In the last 12 months, were you given as
much information as you wanted about
what you could do to manage your
condition?

4O Yes
-0 No

In the last 12 months, were you given
information about your rights as a

patient?

1« Yes
2D No

In the last 12 months, did you feel you
could refuse a specific type of medicine
or treatment?

Child Questionnaire — Core ltems

1O Yes
2[] No
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25. In the last 12 months, as far as you

26.

27.

28.

know did anyone you went to for
counseling or treatment share
information with others that should have
been kept private?

4O Yes
2D No

Does your language, race, religion,
ethnic background or culture make any
difference in the kind of counseling or
treatment you need?

4O Yes

.0 No=>» If No, Go to Question
28

In the last 12 months, was the care you
received responsive to those needs?

L] Yes
2|:| No

Using any number from 0 to 10, where 0
is the worst counseling or treatment
possible and 10 is the best counseling
or treatment possible, what number
would you use to rate all your
counseling or treatment in the last 12
months?

0 Worst Counseling or treatment possible

Oodoooogooogd

1
2
3
4
5
6
7
8
9
1

0 Best counseling or treatment possible

Child Questionnaire — Core ltems

29.

30.

31.

32.

In the last 12 months, how much were
you helped by the counseling or
treatment you got?

4 Not at all
o1 A little

s Somewhat
4D A lot

In general, how would you rate your
overall mental health now?

4 Excellent
o[ Very good
31 Good

4O Fair

s Poor

Compared to 12 months ago, how would
you rate your ability to deal with daily

problems now?

1] Much better
-1 A little better
;] About the same
41 A little worse
s Much worse

Compared to 12 months ago, how would
you rate your ability to deal with social
situations now?

40 Much better
o0 A little better
s About the same
400 A little worse
5[] Much worse
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33.

34.

Compared to 12 months ago, how would
you rate your ability to accomplish the
things you want to do now?

40 Much better
o] A little better
31 About the same
400 A little worse
sL1 Much worse

Compared to 12 months ago, how would

you rate your problems or symptoms
now?

40 Much better
o1 A little better
s[1 About the same
400 A little worse
sL] Much worse

The next questions ask about
your experience with the
company or organization that

handles your benefits for
counseling or treatment.

39.

40.

In the last 12 months, did you use up all
your benefits for counseling or
treatment?

1« Yes

.0 No=> If No, Go to Question
38

At the time benefits were used up, did
you think you still needed counseling or
treatment?

4O Yes

.0 No=> If No, Go to Question
38

Child Questionnaire — Core ltems

44,

45.

49.

50.

37. Were you told about other

ways to get counseling,
treatment, or medicine?

4O Yes
-0 No

In the last 12 months, did you need
approval for any counseling or
treatment?

4O Yes

.0 No=>» If No, Go to Question
40

In the last 12 months, how much of a
problem, if any, were delays in
counseling or treatment while you
waited for approval?

4LJ A big problem
21 A small problem
31 Not a problem

In the last 12 months, did you call
customer service to get information or
help about counseling or treatment?

4O Yes

.0 No=>» If No, Go to Question
42

In the last 12 months, how much of a
problem, if any, was it to get the help
you needed when you called customer
service?

4LJ A big problem
21 A small problem
31 Not a problem
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Reasons for Counseling or

Treatment

54. In the last 12 months, was any of your
counseling or treatment for personal
problems, family problems, emotional

illness, or mental illness?

2,00 Yes
2[] No

55. In the last 12 months, was any of your
counseling or treatment for help with

alcohol use or drug use?

s Yes
2[] No

About You

56. In general, how would you rate your
overall health now?

4O Excellent
o1 Very good
3] Good

4O Fair

sL] Poor

57. What is your age now?

1118 to 24
2125 to 34
3L1 35 to 44

4145 to 54
sL1 55 to 64

s 65 to 74
-] 75 or older

Child Questionnaire — Core ltems

58.

59.

60.

49,

Are you male or female?

4 Male
-0 Female

What is the highest grade or level of
school that you have completed?

1 8" grade or less

20 Some high school, but did not graduate
s High school graduate or GED

41 Some college or 2-year degree

sL1 4-year college degree

sL1 More than 4-year college degree

Are you of Hispanic or Latino origin or
descent?

4O Yes, Hispanic or Latino

21 No, not Hispanic or Latino

What is your race? Please mark one or
more.

a1 White

p1 Black or African-American

< Asian

4] Native Hawaiian or other Pacific Islander
<1 American Indian or Alaska Native

{1 Other
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62. Did someone help you complete this 63. How did that person help you? Check
survey? all that apply.

.0 Yes = If Yes, Go to Question sl Read the questions to me
b1 Wrote down the answers | gave

51 [ Answered the questions for me
,0 No=» Thank You. Please «d Translated the questions into my language

<[] Helped in some other way (Please print)
return the completed
survey in the postage-
paid-envelope.

THANK YOU!

Please return this survey in the postage-paid envelope.
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SURVEY INSTRUCTIONS

e Answer all the questions by checking the box to the left of your answer.

e You are sometimes told to skip over some questions in this survey. When this happens,
you will see an arrow with a note that tells you what question to answer next, like this:

M ves = If Yes, Go To Question 1 on Page 1

2|:| No

All information that would let someone identify you or your family will be kept
private. {Sponsor NAME} will not share your personal information with anyone
without your OK. You may choose to answer this survey or not. If you choose not
to, this will not affect the benefits you get.

You may notice a number on the cover of this survey. This
number is ONLY used to let us know if you returned your survey
so we don’t have to send you reminders.

{This box should be placed on the cover page.}



Your Child’s Counseling and

Treatment
in the Last 12 Months

Personal or Family Counseling

Please answer the questions for
the child listed on the envelope. The next questions ask about your child’s

P d t f counseling or treatment. Do not include
ease do not answer 1or any counseling or treatment during an overnight

other children. stay or from a self-help group.

Children can get counseling, 2. In the last 12 months, did you call someone to get
treatment or medicine for many professional counseling on_the phone for your
different reasons, such as: child?

. For problems related to attention deficit 1L Yes

hyperactivity disorder (ADHD) or other OO No => If No, Go to Question 4
behavior problems ’

. Family problems (like when parents and 3. In the last 12 months, how often did you get the
children have trouble getting along) professional counseling your child needed on the
phone?
- For mental or emotional iliness
1L] Never
. For autism or other developmental .1 Sometimes
conditions s[J Usually
4[] Always

. Needing help with drug or alcohol use

4. In the last 12 months, did your child need

counseling or treatment right away?
1. In the last 12 months, did your child get

counseling, treatment or medicine for any of . Yes

these reasons?

.1 No = If No, Go to Question 6

:dYes = If Yes, Go to Question 2 5. In the last 12 months, when your child needed
. counseling or treatment right away, how often
,CONo =@ If No, Go to Question47

on Page 7

did he or she see someone as soon as you wanted?

1L] Never

o] Sometimes
3] Usually
4L Always




In the last 12 months, not counting times your
child needed counseling or treatment right away,
did you make any appointments for your child

for counseling or treatment?

L] Yes
,[1 No =» If No, Go to Question 8

In the last 12 months, not counting times your
child needed counseling or treatment right away,
how often did your child get an appointment for

counseling or treatment as soon as you wanted?

1] Never

.1 Sometimes
3] Usually
41 Always

In the last 12 months, how many times did your

child go to an emergency room or crisis center to

get counseling or treatment?

o1 None
L1

o012

3] 3 or more

10.

11.

In the last 12 months (not counting emergency
rooms or crisis centers), how many times did
your child get counseling, treatment or medicine
in your home or at an office, clinic, or other

treatment program?

1L] None=> If None, Go to Question 30 on
Page 5

2L11t010

sL] 11 t0 20

4[] 21 or more

In the last 12 months, how many times did your

child get counseling or treatment in your home?

1L None
o,[11t010

sL1 111020
4121 or more

In the last 12 months, how often was your child

seen within 15 minutes of his or her

appointment?

1L] Never

,[] Sometimes
sL] Usually
4[] Always



The next questions are about all the
counseling or treatment your child got
in the last 12 months in your home,
during office, clinic, and emergency
room visits as well as over the phone.
Please do the best you can to include
all the different people your child saw
for counseling or treatment in your
answers.

12. In the last 12 months, how often did the people

your child saw for counseling or treatment listen

carefully to you?

1L1 Never

.1 Sometimes
3] Usually
41 Always

13. In the last 12 months, how often did the people
your child saw for counseling or treatment

explain things in a way you could understand?

1L1 Never

.1 Sometimes
3] Usually
4[] Always

14. 1In the last 12 months, how often did the people
your child saw for counseling or treatment show

respect for what you had to say?

1L1 Never

.1 Sometimes
3] Usually
4[] Always

15. In the last 12 months, how often did the people

your child saw for counseling or treatment spend

enough time with you?

1] Never

,[] Sometimes
sL] Usually
41 Always

16. In the last 12 months, did your child take any

prescription medicines as part of his or her

treatment?

L] Yes
,[1 No=> If No, Go to Question 18

17. 1In the last 12 months, were you told what side

effects of those medicines to watch for?

L] Yes
2|:| No

18. In the last 12 months, how often were you

involved as much as you wanted in your child’s

counseling or treatment?

1] Never

,[ ] Sometimes
sL] Usually
41 Always

19. In the last 12 months, were the goals of your
child’s

completely with you?

counseling or treatment discussed

L1 Yes
2|:| No



20.

21.

22,

23.

In the last 12 months, how often did
your family get the professional help
you wanted for your child?

1L] Never

.1 Sometimes
3L Usually
4] Always

In the last 12 months, how often did you feel your

child had someone to talk to for counseling or

treatment when he or she was troubled?

1L] Never

.1 Sometimes
sL] Usually
41 Always

In the last 12 months, were you given
information about different kinds of counseling

or treatment that are available for your child?

L] Yes
2|:] No

In the last 12 months, were you given as much
information as you wanted about what you could

do to manage your child’s condition?

L] Yes
2|:] No

24. In the last 12 months, were you given
information about your child’s rights as a

patient?

L] Yes
2|:| No

25. In the last 12 months, did you feel you could
refuse a specific type of medicine or treatment

for your child?

L] Yes
2[‘ No

26. In the last 12 months, as far as you know did
anyone Yyour child saw for counseling or

treatment share information with others that

should have been kept private?

L] Yes
2[‘ No

27. Does your child’s language, race, religion, ethnic
background or culture make any difference in
the kind of counseling or treatment he or she

needs?

L] Yes
,[1 No=> If No, Go to Question 29

28. In the last 12 months, was the care your child

received responsive to those needs?

11 Yes
2|:| No



29.

Using any number from 0 to 10, where 0 is the worst

counseling or treatment possible and 10 is the best

counseling or treatment possible, what number would you

use to rate all your child’s counseling or treatment in the last

12 months?

30.

31.

o 0 Worst counseling or treatment possible
L1
L1 2
sL] 3
JL1 4
sL1 5
sL] 6
A7
sL1 8
o] 9

101 10 Best counseling or treatment possible

In the last 12 months, how much was your child
helped by the counseling or treatment he or she

got?

;L] Not at all
2L Alittle

3] Somewhat
41 Alot

In general, how would you rate your child’s

overall mental health now?

;L] Excellent
21 Very good
3] Good

4] Fair

51 Poor

32.Compared to 12 months ago, how would you rate

your child’s ability to deal with daily problems now?

33.

34.

35.

1L Much better
.1 A little better
3] About the same
41 A little worse
s Much worse

Compared to 12 months ago, how would you rate

your child’s ability to deal with social situations

now?

1L Much better
.1 Alittle better
3] About the same
4] A little worse
5] Much worse

Compared to 12 months ago, how would you rate
your child’s ability to accomplish the things he or

she wants to do now?

1] Much better
.1 A little better
3] About the same
4] A little worse
5] Much worse

Compared to 12 months ago, how would you rate

your child’s problems or symptoms now?

1L Much better
.1 Alittle better
3] About the same
4] A little worse
5] Much worse



The next questions ask about your
experience with the company or
organization that handles the benefits

for your child’s counseling or
treatment.

36.

37.

38.

39.

40.

In the last 12 months, did your child use up all

his or her benefits for counseling or treatment?

L] Yes
,[1 No=> If No, Go to Question 39

At the time benefits were used up, did you think

your child still needed counseling or treatment?

L1 Yes
,[1 No=> If No, Go to Question 39

Were you told about other ways to get
counseling, treatment, or medicine for your

child?

L] Yes
2|:] No

In the last 12 months, did you need approval for

any of your child’s counseling or treatment?

L] Yes
.1 No =>» If No, Go to Question 41

In the last 12 months, how much of a problem, if
any, were delays in counseling or treatment while

you waited for approval?

11 A big problem
,L1 A small problem
3] Not a problem

41.In the last 12 months, did you call customer service

to get information or help about counseling or

treatment for your child?

42.

L] Yes
.[J No = If No, Go to Question 43

In the last 12 months, how much of a problem, if

any, was it to get the help you needed for your

child when you called customer service?

1«1 A big problem
»L1 A small problem
sL] Not a problem

Reasons for Counseling or

Treatment

43.

44.

In the last 12 months, was any of your child’s
counseling or treatment for problems related to

ADHD or other behavior problems?

L1 Yes
2[‘ No

In the last 12 months, was any of your child’s

counseling or treatment for family problems or

mental or emotional illness?

L1 Yes
2[‘ No



45.

46.

In the last 12 months, was any of your child’s

counseling or treatment for autism or other

developmental problems?

L1 Yes
2|:] No

In the last 12 months, was any of your child’s

counseling or treatment for help with alcohol use

or drug use?

L] Yes
2|:| No

About You and Your Child

47.

In general, how would you rate your child’s

overall health now?

;L] Excellent
»L] Very good
3] Good

.1 Fair

sL1 Poor

48. What is your child’s age now?

o] Less than 1 year old
YEARS OLD (Write in)

49. Is your child male or female?

L1 Male

L[] Female

50.

51. What is your child’s race?

Is your child of Hispanic or Latino origin or

descent?

1] Yes, Hispanic or Latino

»L] No, not Hispanic or Latino

Please mark one or

more.

{1 White

,[] Black or African American

3] Asian

4[] Native Hawaiian or other Pacific Islander
sL1 American Indian or Alaska Native

¢L] Other

52. What is your age now?

1118 to 24
,[125to 34
31 35 to 44
4145 to 54
sL1 55 to 64
sL1 65 to 74
;L1 75 or older

53. Are you male or female?

54.

L1 Male

L[] Female

What is the highest grade or level of school that
you have completed?

[ 8" grade or less

L[] Some high school, but did not graduate
3] High school graduate or GED

4] Some college or 2-year degree

51 4-year college degree

sL_] More than 4-year college degree
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THANK YOU!

Please return this survey in the postage-paid envelope.
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57.

55. How are you related to the policyholder?

1] 1 am the policyholder

»L] Spouse or partner of policyholder
sL] Child of policyholder

4] Other family member

sL1 Friend

sL] Someone else (Please print)

56.How are you related to the child?

1] Mother or father
,[] Grandparent
3] Aunt or uncle
4] Older sibling
sL] Other relative
¢] Legal guardian

Did someone help you complete this survey?

11 Yes = If Yes, Go to Question 58

oL1 No = Thank You. Please return the
completed survey in the
postage-paid envelope.

58. How did that person help you?

Check all that apply.

1] Read the questions to me

2] Wrote down the answers | gave

sL] Answered the questions for me

4] Translated the questions into my language
sL] Helped in some other way (Please print)
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SURVEY INSTRUCTIONS

e Answer all the questions by checking the box to the left of your answer.

e You are sometimes told to skip over some questions in this survey. When this happens,
you will see an arrow with a note that tells you what question to answer next, like this:

M ves = If Yes, Go To Question 1 on Page 1

2|:| No

All information that would let someone identify you or your family will be kept
private. {Sponsor NAME} will not share your personal information with anyone
without your OK. You may choose to answer this survey or not. If you choose not
to, this will not affect the benefits you get.

You may notice a number on the cover of this survey. This
number is ONLY used to let us know if you returned your survey
so we don’t have to send you reminders.

{This box should be placed on the cover page.}



Personal or Family Counseling

Please answer the questions for
the child listed on the envelope.
Please do not answer for any
other children.

Children can get counseling,
treatment or medicine for many
different reasons, such as:

. For problems related to attention deficit
hyperactivity disorder (ADHD) or other
behavior problems

. Family problems (like when parents and
children have trouble getting along)

. For mental or emotional iliness

« For autism or other developmental
conditions

. Needing help with drug or alcohol use

I. In the last 12 months, did your child get
counseling, treatment or medicine for any of

these reasons?
L1 Yes = If Yes, Go to Question 2

,L.1No = If No, Go to Question 59

on Page 8

Your Child’s Counseling and

Treatment
in the Last 12 Months

The next questions ask about your
child’s counseling or treatment. Do
not include counseling or treatment
during an overnight stay or from a
self-help group.

2. In the last 12 months, did you call someone to get

professional counseling on the phone for your child?

L] Yes
.1 No = If No, Go to Question 4

3. In the last 12 months, how often did you get the

professional counseling your child needed on_the

phone?

1L Never

,[] Sometimes
sL] Usually
41 Always

4. In the last 12 months, did your child need
counseling or treatment right away?

L1 Yes
,[1 No =>» If No, Go to Question 6

5. In the last 12 months, when your child needed
counseling or treatment right away, how often

did he or she see someone as soon as you wanted?

1] Never

,[] Sometimes
sL] Usually
4[] Always



In the last 12 months, not counting times your
child needed counseling or treatment right away,
did you make any appointments for your child

for counseling or treatment?

L] Yes
,[1 No =» If No, Go to Question 8

In the last 12 months, not counting times your
child needed counseling or treatment right away,
how often did your child get an appointment for

counseling or treatment as soon as you wanted?

11 Never

.1 Sometimes
sL] Usually
4] Always

In the last 12 months, how many times did your

child go to an emergency room or crisis center to

get counseling or treatment?

o] None
L1

o112

3] 3 or more

In the last 12 months (not counting emergency
rooms or crisis centers), how many times did
your child get counseling, treatment or medicine
in your home or at an office, clinic, or other

treatment program?

+L] None=> If None, Go to Question 30
on Page 5

o[ 11to10

3] 11 to 20

41 21 or more

10. In the last 12 months, how many times did your

child get counseling or treatment in your home?

11.

1] None
,[11t010

sL] 11 to 20
41 21 or more

In the last 12 months, how often was your child

seen within 15 minutes of his or her

appointment?

1L] Never

o] Sometimes
3] Usually
4L Always

The next questions are about all the
counseling or treatment your child got
in the last 12 months in your home,
during office, clinic, and emergency
room visits as well as over the phone.
Please do the best you can to include
all the different people your child saw
for counseling or treatment in your
answers.

12.

In the last 12 months, how often did the people

your child saw for counseling or treatment listen

carefully to you?

1L Never

.1 Sometimes
3] Usually
41 Always



13.

14.

15.

16.

In the last 12 months, how often did the people
your child saw for counseling or treatment

explain things in a way you could understand?

11 Never

.1 Sometimes
sL] Usually
4[] Always

In the last 12 months, how often did the people
your child saw for counseling or treatment show

respect for what you had to say?

1L1 Never

.1 Sometimes
3] Usually
41 Always

In the last 12 months, how often did the people

your child saw for counseling or treatment spend

enough time with you?

1L1 Never

,[] Sometimes
sL] Usually
4[] Always

In the last 12 months, did your child take any

prescription medicines as part of his or her

treatment?

L1 Yes
,[1 No=> If No, Go to Question 18

17.

18.

19.

20.

21.

In the last 12 months, were you told what side

effects of those medicines to watch for?

] Yes
2[‘ No

In the last 12 months, how often were you
involved as much as you wanted in your
child’s counseling or treatment?

1L Never

.1 Sometimes
3] Usually
41 Always

In the last 12 months, were the goals of your

child’s counseling or treatment discussed

completely with you?

L] Yes
2[‘ No

In the last 12 months, how often did your family
get the professional help you wanted for your
child?

1] Never

,[] Sometimes
sL] Usually
4L Always

In the last 12 months, how often did you feel your

child had someone to talk to for counseling or

treatment when he or she was troubled?

1L] Never

.1 Sometimes
3] Usually
4[] Always



22,

In the last 12 months, were you given

information about different kinds of counseling or
treatment that are available for your child?

23.

24,

25.

26.

L] Yes
2|:] No

In the last 12 months, were you given as much
information as you wanted about what you could

do to manage your child’s condition?

L] Yes
2|:] No
In the

last 12 months, were you given

information about your child’s rights as a
patient?

L] Yes
2|:] No

In the last 12 months, did you feel you could
refuse a specific type of medicine or treatment

for your child?

L] Yes
2|:| No

In the last 12 months, as far as you know did
anyone your child saw for counseling or

treatment share information with others that

should have been kept private?

L1 Yes
2|:] No

27.

28.

29.

Does your child’s language, race, religion, ethnic
background or culture make any difference in
the Kkind of counseling or treatment he or she

needs?

L] Yes
.1 No = If No, Go to Question 29

In the last 12 months, was the care your child

received responsive to those needs?

1] Yes
2[‘ No

Using any number from 0 to 10, where 0 is the

worst counseling or treatment possible and 10 is
the best counseling or treatment possible, what
number would you use to rate all your child’s

counseling or treatment in the last 12 months?

o] 0 Worst counseling or treatment possible
1
L1 2
31 3
L1 4
sL1 5
sL1 6
A7
sL] 8
ol1 9

10 10 Best counseling or treatment possible



30.

31.

32.

33.

In the last 12 months, how much was your child
helped by the counseling or treatment he or she

got?

1L Not at all
L1 Alittle

3] Somewhat
4L Alot

In general, how would you rate your child’s

overall mental health now?

;L] Excellent
»L] Very good
3] Good

«L] Fair

s1 Poor

Compared to 12 months ago, how would you rate

your child’s ability to deal with daily problems

now?

1L] Much better
.1 A little better
3] About the same
4] A little worse
s Much worse

Compared to 12 months ago, how would you rate

your child’s ability to deal with social situations

now?

1L Much better
.1 A little better
;L] About the same
4] A little worse
5] Much worse

34.

35.

Compared to 12 months ago, how would you rate
your child’s ability to accomplish the things he or

she wants to do now?

1L Much better
.1 A little better
sL] About the same
41 A little worse
51 Much worse

Compared to 12 months ago, how would you rate

your child’s problems or symptoms now?

11 Much better
oL A little better
;L] About the same
41 A little worse
5] Much worse

Your Child’s Health Plan for

Counseling or Treatment

The next questions ask about your
experience with your child’s health
plan for counseling or treatment.

36.

37.

Our records show that your child is now in

[Health Plan Name]. Is that right?

.0 Yes = If Yes, Go to Question 38
2D No

What is the name of your child’s health plan?
(Please print)




38.

39.

40.

41.

42.

How many months or years in a row has your

child been in this health plan?

1] Less than 1 year

o] At least 1 year but less than 2 years
sL1 At least 2 years but less than 5 years
41 5 or more years

How much of the counseling or treatment your
child got in the last 12 months was paid for by his
or her health plan?

1+ All of it was paid for
2] Most of it was paid for
sL] Some of it was paid for
41 None of it was paid for

In the last 12 months, did your child use up all

his or her benefits for counseling or treatment?

L1 Yes
,[1 No=> If No, Go to Question 43

At the time benefits were used up, did you think

your child still needed counseling or treatment?

L] Yes
,[1 No=> If No, Go to Question 43

Were you told about to get

other ways
counseling, treatment, or medicine for your

child?

L] Yes
2|:] No

43.

44.

45.

46.

47.

When your child joined this health plan or at any
time since then, did your child get someone new

for counseling or treatment?

L] Yes
.1 No = If No, Go to Question 45

Since your child joined this health plan, how
much of a problem, if any, was it to get someone

for your child you are happy with?

1] A big problem
»L1 A small problem
sL] Not a problem

In the last 12 months, did you need approval
from your child’s health plan for any counseling

or treatment?

L] Yes
,[1 No=> If No, Go to Question 47

In the last 12 months, how much of a problem, if
any, were delays in counseling or treatment while
you waited for approval from your child’s health

plan?

1] A big problem
,L1 A small problem
sL] Not a problem

In the last 12 months, how much of a problem, if
any, was it to get the counseling or treatment you

thought your child needed?

1] A big problem
2] A small problem
3] Not a problem



48.

In the last 12 months, did you look for any

information_about counseling or treatment from your

child’s health plan in_ written materials or on the

Internet?

49.

50.

51.

L] Yes
.0 No => If No, Go to Question 50

In the last 12 months, how much of a problem, if

any, was it to find or understand this

information?

11 A big problem
»L] A small problem
3] Not a problem

In the last 12 months, did you call the health

plan’s customer service to get information or

help about counseling or treatment for your
child?

L] Yes

.1 No = If No, Go to Question 52

In the last 12 months, how much of a problem, if

any, was it to get the help you needed for your

child when you called the health plan’s customer

service?

11 A big problem
»L] A small problem
3] Not a problem

52.

53.

54.

In the last 12 months, did you have to fill out any
paperwork about counseling or treatment for

your child’s health plan?

L] Yes

.00 No=> If No, Go to Question
54

In the last 12 months, how much of a problem, if
any, did you have with paperwork for your
child’s health plan?

1] A big problem
2] A small problem
sL] Not a problem

Using any number from 0 to 10, where 0 is the

worst health plan possible and 10 is the best
health plan possible, what number would you use

to rate your child’s health plan for counseling or

treatment?

o] 0 Worst health plan possible
L1
oL 2
sL] 3
L 4
sL1 5
e[ ] 6
L7
sl ] 8
o1 9
1] 10 Best health plan possible



Reasons for Counseling or

Treatment

55.

56.

57.

58.

In the last 12 months, was any of your child’s
counseling or treatment for problems related to

ADHD or other behavior problems?

L1 Yes
2|:] No

In the last 12 months, was any of your child’s

counseling or treatment for family problems or

mental or emotional illness?

L1 Yes
2D No

In the last 12 months, was any of your child’s

counseling or treatment for autism or other

developmental problems?

L1 Yes
2D No

In the last 12 months, was any of your child’s

counseling or treatment for help with alcohol use

or drug use?

L1 Yes
2|:| No

About You and Your Child

59. In general, how would you rate your child’s overall

health now

1] Excellent
L1 Very good
3] Good

.1 Fair

s1 Poor

60. What is your child’s age now?

o] Less than 1 year old
YEARS OLD (Write in)

61. Is your child male or female?

62.

63.

L1 Male

L[] Female

Is your child of Hispanic or Latino origin or

descent?

1] Yes, Hispanic or Latino

,L] No, not Hispanic or Latino

What is your child’s race? Please mark one or

more.

{1 White

,L1 Black or African American

3] Asian

4[] Native Hawaiian or other Pacific Islander
sL1 American Indian or Alaska Native

¢L] Other



64.

65.

66.

67.

What is your age now?

1] 18 to 24
o125 to 34
sL] 35 to 44
4145 to 54
sL1 55 to 64
¢l 65 to 74
-1 75 or older

Are you male or female?

L1 Male

o1 Female

What is the highest grade or level of school that
you have completed?

[ 8" grade or less

2] Some high school, but did not graduate
3] High school graduate or GED

4] Some college or 2-year degree

sL1 4-year college degree

sL] More than 4-year college degree

How are you related to the policyholder?

1L 1 am the policyholder

.1 Spouse or partner of policyholder
L1 Child of policyholder

41 Other family member

s Friend

sL] Someone else (Please print)

68.

69.

70.

How are you related to the child?

1] Mother or father
,L] Grandparent
3] Aunt or uncle
4] Older sibling
s Other relative
¢L] Legal guardian

Did someone help you complete this survey?

.0 Yes = If Yes, Go to Question 70

,L1 No=» Thank You. Please return

the completed survey in
the postage-paid-
envelope.

How did that person help you? Check all that
apply.

1] Read the questions to me

.1 Wrote down the answers | gave

sL] Answered the questions for me

4] Translated the questions into my language
sL] Helped in some other way (Please print)




THANK YOU!

Please return this survey in the postage-paid envelop

10



CAHPS® Hospital Survey

SURVEY INSTRUCTIONS

4 You should only fill out this survey if you were the patient during the hospital stay
named in the cover letter. Do not fill out this survey if you were not the patient.

4 Answer all the questions by checking the box to the left of your answer.

4 You are sometimes told to skip over some questions in this survey. When this happens
you will see an arrow with a note that tells you what question to answer next, like this:

O Yes

M No =»If No, Go to Question 1on Page 1

reminders.

of care in hospitals.

You may notice a number on the cover of this survey. This number is ONLY
used to let us know if you returned your survey so we don't have to send you

Please note: Questions 1-22 in this survey are part of a national initiative to measure the quality

Please answer the questions in this
survey about your stay at the hospital
named on the cover. Do not include any
other hospital stay in your answers.

YOUR CARE FROM NURSES

1. During this hospital stay, how often
did nurses treat you with courtesy

and respect?
'O Never

[0 Sometimes
3 usually
*0O Always

2. During this hospital stay, how often
did nurses listen carefully to you?
' Never
[ sometimes
0 usually
*0O Always

During this hospital stay, how often
did nurses explain things in a way
you could understand?

'O Never

[ sometimes
30 Usually
*0O Always

During this hospital stay, after you
pressed the call button, how often
did you get help as soon as you
wanted it?

' Never

[ Sometimes

3 Usually

‘0O Always

°[d | never pressed the call button
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YOUR CARE FROM DOCTORS

During this hospital stay, how often
did doctors treat you with courtesy

and respect?
'O Never

[0 sometimes
3 usually
‘0O Always

During this hospital stay, how often
did doctors listen carefully to you?
' Never

[ sometimes

0 usually

“0O Always

During this hospital stay, how often
did doctors explain things in a way
you could understand?

[0 Never

[0 sometimes

30 usually

‘0O Always

THE HOSPITAL ENVIRONMENT

YOUR EXPERIENCES IN THIS
HOSPITAL

During this hospital stay, how often
were your room and bathroom kept
clean?

' Never

[0 sometimes

30 usually

‘0O Always

During this hospital stay, how often
was the area around your room
quiet at night?

'O Never

[0 sometimes

30 usually

“0O Always

10.

11.

12.

13.

14.

During this hospital stay, did you
need help from nurses or other
hospital staff in getting to the
bathroom or in using a bedpan?
' Yes

20 No=>» If No, Go to
Question 12

How often did you get help in
getting to the bathroom or in using
a bedpan as soon as you wanted?
' Never

[ sometimes

3 usually

“0O Always

During this hospital stay, did you
need medicine for pain?

O vYes

20 No=>» If No, Go to Question 15

During this hospital stay, how often
was your pain well controlled?

' Never

] sometimes

3 usually

*0O Always

During this hospital stay, how often
did the hospital staff do everything
they could to help you with your
pain?

' Never

[J sometimes

3 usually

*0O Always

February 2006



15.

16.

17.

During this hospital stay, were you
given any medicine that you had
not taken before?

A ves
20 No = If No, Go to Question 18

Before giving you any new
medicine, how often did hospital
staff tell you what the medicine was
for?

[0 Never

[ sometimes

30 usually

‘0O Always

Before giving you any new
medicine, how often did hospital
staff describe possible side effects
in a way you could understand?

'O Never
2[] sometimes

30 usually
“0O Always

WHEN YOU LEFT THE HOSPITAL

19. During this hospital stay, did
doctors, nurses or other hospital
staff talk with you about whether
you would have the help you
needed when you left the hospital?

'O ves
20 No

20. During this hospital stay, did you
get information in writing about
what symptoms or health problems
to look out for after you left the
hospital?

'O ves
20 No

OVERALL RATING OF HOSPITAL

18.

After you left the hospital, did you
go directly to your own home, to
someone else’s home, or to another
health facility?

'O own home

[ someone else’s home

8O Another health
facility = If Another, Go to
Question 21

Please answer the following questions
about your stay at the hospital named on
the cover. Do not include any other
hospital stays in your answer.

21. Using any number from 0 to 10,
where 0 is the worst hospital
possible and 10 is the best hospital
possible, what number would you
use to rate this hospital during your
stay?
°]
'
2
30
‘0O
yu
]
0
8]
°]

] 10 Best hospital possible

o

Worst hospital possible

O© 0O NO Ol WDN B
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22.

Would you recommend this hospital
to your friends and family?

' Definitely no

2 probably no

1 Probably yes

*0O Definitely yes

ABOUT YOU

There are only a few remaining items

left.
23.

24,

In general, how would you rate your
overall health?

' Excellent

2 very good

*d Good

*0O Fair

5 poor

What is the highest grade or level of
school that you have completed?

[ 8th grade or less

[0 some high school, but did not
graduate

25.

26.

27.

Are you of Spanish, Hispanic or
Latino origin or descent?

'] No, not Spanish/Hispanic/Latino
2[1 Yes, Puerto Rican

Sl Yes, Mexican, Mexican American,
Chicano

*0 ves, Cuban
SOyes, other Spanish/Hispanic/Latino

What is your race? Please choose
one or more.

'O white
2 Black or African American

3 Asian

[ Native Hawaiian or other Pacific
Islander

5 American Indian or Alaska Native

What language do you mainly speak
at home?

3 High school graduate or GED 'L English
“0] Some college or 2-year degree ?L] spanish
5[] 4-year college graduate O Some other language (please
5[] More than 4-year college degree print):
THANK YOU

Please return the completed survey in the postage-paid envelope.

February 2006



Final Questionnaire

Survey on Disparities in Quality of
Health Care: Spring 2001

Prepared by Princeton Survey Research Associates
for the Commonwealth Fund

9.19.01

N= 8,290 Adults over 18

S1

S2

Aprox 1,000 Hispanic Americans
Aprox 1,000 African Americans
Aprox 1,290 Asian Americans

Hello, my name is , calling from Princeton Survey Research. We are conducting a
national survey about some important social and health issues. Our work is in partnership
with a private nonpartisan foundation that supports independent research on health and social
issues and makes grants to improve health care practice and policy. We are not selling
anything.

We would like to speak with someone in your household for our survey. To determine who
that should be, could you please tell me how many adults age 18 or over currently live in this
household?

Range 1-97
98 (Don’t know) [Mark as ineligible]
99 (Refused) [Mark as refused]

Ask if two or more adults in household [S1=2-97]
May | please speak with

(If 2 adults [from S1]) the ((Choose randomly) younger | older) of the two adults

(If 3) the ((Choose randomly) youngest adult | oldest adult | adult whose age is in the
middle)

(If 4) the adult who ((Choose randomly) celebrated a birthday last | will celebrate a birthday
next)?

Already on phone

Brought to phone

Not at home now [Get first name; mark as callback]
(Refused)

O WN -



S3

Q1

fluent

lang2

Ask S3 if respondent brought to phone after selection [S2=2]

Hello, my name is , calling from Princeton Survey Research. We are conducting a
national survey about some important social and health issues. Our work is in partnership
with a private nonpartisan foundation that supports independent research on health and social
issues and makes grants to improve health care practice and policy. We are not selling
anything.

1 Agreed to interview
9 Refused [Mark as refused]
Ask all

In general, how would you describe your own health? Would you say it is excellent, very
good, good, only fair or poor?

Excellent
Very good
Good

Only fair
Poor

Don’t know
Refused

OOk~ WNE

LANGUAGE OF INTERVIEW

English

Spanish

Mandarin or Cantonese
Korean

Vietnamese

O~ wWNE

Interviewer language observation:
Is respondent a fluent English speaker?

1 Yes
2 No

Ask if respondent is not a fluent English speaker (fluent=2)
Is any other language beside English spoken in your home?

1 Yes or does not understand the question in English

2 No
9 Refused

PRINCETON SURVEY RESEARCH ASSOCIATES



lang3

Q2

Ask if another language is spoken in the home (lang2=1)

Would you like to continue the interview in English or another language such as Spanish,
Mandarin, Cantonese, Viethamese, Korean or some other language?

Continue the interview in English
Spanish

Mandarin

Cantonese

Vietnamese

Korean

Some other language

Don’t know/Refused

O NO O WN P

Ask all
In the last 12 months, have you (Insert)?

a visited a doctor or medical clinic for any reason, including check-ups or visits to the
emergency room or hospital outpatient department

b been admitted to the hospital

Yes

No

Don’t know
Refused

[{olNooly \C I
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Q3

Q4

Q5

Q6

Ask if not seen a doctor or been admitted to the hospital in the last twelve months, don’t
know, or refused (Q2a =2 or 8 or 9) AND (Q2b =2 or 8 or 9)

And what about the last 2 years, have you visited a doctor or medical clinic for any reason,
including check-ups or visits to the emergency room or hospital, in the last two years?

1 Yes

2 No

8 Don’t know
9 Refused
Ask all

Where do you usually go when you are sick or need health care? To a doctor’s office or
private clinic, a community health center or other public clinic, a hospital outpatient
department, a hospital emergency room, or some other place? (If respondent says HMO, ask
where visit occurred.)

Doctor’s office or private clinic

Community health center or other public clinic
Hospital outpatient department

Hospital emergency room

Some other place

No regular place of care (vol)

Don’t know

Refused

O©CoooOOTh,WN P

Ask all

How much choice do you have in where you go for medical care? Would you say that you
have a great deal, some, very little, or no choice?

A great deal of choice
Some choice

Very little choice

No choice

Don’t know

Refused

O©C 0O~ wWNPEF

Ask all

Do you have a regular doctor or other health professional, such as a nurse or a midwife, you
usually go to when you are sick or need health care?

Yes

No

Has more than one regular doctor (vol)
Don’t know

Refused

OO0 WN K-
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Q7

Q8

Q9

Q10

Ask if has a regular doctor (Q6 =1 or Q6 = 3)

(If more than one regular doctor Q6 = 3: Now thinking about the regular doctor you see more
than others or who you consider your main regular doctor, is this person male or female?)

(If only one regular doctor Q6 = 1: Is this person male or female?

Male
Female
Don’t know
Refused

[{olNeoly \C I

Ask if has a regular doctor (Q6 =1 or Q6 = 3)

What is the race or ethnicity of this person? Is this person white, black or African American,
Hispanic or Latino, Asian, Native Hawaiian or other Pacific Islander, American Indian or
Alaskan Native or some other background?

1 White

2 Black or African American

3 Hispanic or Latino

4 Asian

5 Native Hawaiian or other Pacific Islander
6 American Indian or Alaskan Native

97 Other
98 Don’t know
99 Refused

Ask if has a regular doctor (Q6 =1 or Q6 = 3)
And how long has this person been your doctor?

Read Responses

Less than 1 year

1to 2 years

3 to 5 years

More than 5 years

Don’t know (Do not read)
Refused (Do not read)

O©C 0O~ wWNPEF

Ask all

During the last 12 months, was there any time when you had a medical problem but put off,
postponed or did not seek medical care when you needed to?

Yes

No

Don’t know
Refused

O©OoON -
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Q11

Q12

Q13

Q14

Q15

Ask if had medical problem but did not visit the doctor (Q10 = 1)
Was that because of the cost or because of some other reason?

1 Cost

2 Some other reason
8 Don’t know

9 Refused

Ask all

During the last 12 months, was there any time when you did not fill a prescription for
medicine?

Yes

No

Don’t know
Refused

O© ooN -

Ask if did not fill a prescription for medicine (Q12 = 1)
Was that because of the cost or because of some other reason?

1 Cost

2 Some other reason
8 Don’t know

9 Refused

Ask all

In the past two years, was there any time when you or your doctor thought you needed to see
a specialist? (If necessary: Specialists are doctors like surgeons, heart doctors, psychiatrists,
allergy doctors, skin doctors, eye doctors, and others who specialize in one area of health
care.)

Yes

No

Don’t know
Refused

O©oON -

Ask if needed to see a specialist (Q14 = 1)
Were you able to see a specialist?

Yes

No

Don’t know
Refused

O©OoON -
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Ask if able to see a specialist (Q15 =1)
Qie  Was it difficult for you to see a specialist?

Yes

No

Don’t know
Refused

O oON -

Ask if not able to see a specialist (Q15 = 2)
Q17  Why did you not see a specialist?

Do Not Read (Precoded open-end; Multiple response accepted)

1 Insurance wouldn’t approve
2 Couldn’t get a referral

3 Couldn’t find a specialist

4 The wait was too long

5 Couldn’t get an appointment
6 Could not afford

97 Other [Record verbatim]
98 Don’t know

99 Refused

Ask if had difficulty seeing a specialist (Q16=1)
Q18  Why did you have difficulty seeing a specialist?

Do Not Read (Precoded open-end; Multiple response accepted)

Insurance wouldn’t approve
Couldn’t get a referral
Couldn’t find a specialist
The wait was too long
Couldn’t get an appointment
Could not afford

97 Other [Record verbatim]
98 Don’t know

99 Refused

OO WN -
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Ask all

Q19 For each of the following statements, please tell me if you strongly agree, somewhat agree,
somewhat disagree or strongly disagree.

Randomize

a My health largely depends on how well | take care of myself.

b | think staying healthy is a matter of luck more than anything else.

I leave it to my doctor to make the right decisions about my health.

It is generally better to take care of your own health than to go to the doctor.

(9]

o

Strongly agree
Somewhat agree
Somewhat disagree
Strongly disagree
Don’t know
Refused

O©CoOrrwWNPEF

Ask if visited doctor or clinic or been admitted to the hospital in last 2 years (Q2A =1 or
Q3=1o0rQ2b=1)

Q20 Earlier you mentioned that you had visited a doctor within the past couple of years. The last
time you visited a doctor, did the doctor listen to everything you had to say, to most, to some,
or only a little of what you had to say?

Everything
Most

Some

Only a little
Don’t know
Refused

O©C O~ wWNPEF

Ask if visited doctor or clinic or been admitted to the hospital in last 2 years (Q2A =1 or
Q3=1orQ2b=1)

Q21 During the visit, did you understand everything the doctor said, most of what the doctor said,
some, or only a little of what the doctor said?

Everything
Most

Some

Only a little
Don’t know
Refused

O©C oo~ wWNPEF
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Q22

Q23

Q24

Q25

Ask if visited doctor or clinic or been admitted to the hospital in last 2 years (Q2A =1 or
Q3=1orQ2b=1)
Did you have questions about your care or treatment that you wanted to discuss, but did not?

Yes

No

Don’t know
Refused

O©OoON -

Ask if visited doctor or clinic or been admitted to the hospital in last 2 years (Q2A =1 or
Q3=1o0rQ2b=1)

How much confidence and trust did you have in the doctor treating you—a great deal, a fair
amount, not too much, or none at all?

Great deal

A fair amount
Not too much
None at all
Don’t know
Refused

O© oo Pr~rwWNPEF

Ask if visited doctor or clinic or been admitted to the hospital in last 2 years (Q2A =1 or
Q3=1orQ2b=1)

Did the doctor treat you with a great deal of respect and dignity, a fair amount, not too much,
or none at all?

Great deal

A fair amount
Not too much
None at all
Don’t know
Refused

O© oo~ WNPEF

Ask if visited doctor or been admitted to the hospital clinic in last 2 years (Q2A =1 or
Q3=1orQ2b=1)

Did the doctor involve you in decisions about your care as much as you wanted, almost as
much as you wanted, less than you wanted, or a lot less than you wanted?

As much as wanted
Almost as much

Less than wanted

A lot less than wanted
More than | wanted (vol)
Don’t know

Refused

O©oOOTh~,WNE
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Q26

Q27

Q28

Ask if visited doctor or clinic or been admitted to the hospital in last 2 years (Q2A =1 or
Q3=1orQ2b=1)

Did the doctor spend as much time with you as you wanted, almost as much as you wanted,
less than you wanted, or a lot less than you wanted?

As much as wanted
Almost as much

Less than wanted

A lot less than wanted
Don’t know

Refused

O© oo Pr~WNPEF

Ask if has usual place of care (Q4=1-5)

Which best describes the ethnic and racial composition of the staff where you usually go for
health care—all of the staff are the same ethnicity and race as you, most of the staff are the
same ethnicity and race as you, some of the staff are the same ethnicity and race as you, or
none of the staff are the same ethnicity and race as you?

All

Most

Some

None

About equal amount of all groups (vol)
Don’t know

Refused

OOk~ WwWNE

Ask if visited doctor or clinic or been admitted to the hospital in last 2 years (Q3 =1 or
Q2a=10rQ2b=1)

Has there been a time in the last two years when you didn’t follow the doctor’s advice, or
treatment plan, get a recommended test or see a referred doctor?

Yes, has been a time

No, has not been such a time
Don’t know

Refused

O ooN -

PRINCETON SURVEY RESEARCH ASSOCIATES
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Q29

Q30

Q31

Ask if did not follow doctor’s advice or treatment plan (Q28 = 1)
Did you not follow the doctor’s advice or treatment plan because (Insert)?

Rotate

a
b

[¢]

you didn’t understand what you were supposed to do
you disagreed with what the doctor wanted to do
it cost too much

11

d itwas too difficult to do

e the doctor’s advice went against your personal beliefs
1 Yes

2 No

8 Don’t know

9 Refused

Ask all

In general, when you go to the doctor, do you prefer the doctor talk to both you and a person
you are close to about your health care or do you prefer to talk to the doctor alone about your
health care?

OO0 WN K-

Prefer the doctor talk to both you and a person you are close to
Prefer to talk alone

No preference [Volunteered]

Don’t know

Refused

Ask if prefer person close to you or no preference (Q30 =1 or 3)

How often does it happen that the doctor talks to both you and a person you are close to—
almost always, often, sometimes, or never?

O©C 0O~ wWNPEF

Almost always
Often
Sometimes
Never

Don’t know
Refused

PRINCETON SURVEY RESEARCH ASSOCIATES



Q32

Q33

Q34

Ask all

For each of the following statements, please tell me if you strongly agree, somewhat agree,
somewhat disagree or strongly disagree.

Rotate
a | feel that my doctor understands my background and values.
b | often feel as if my doctor looks down on me and the way | live my life.

Strongly agree
Somewhat agree
Somewhat disagree
Strongly disagree

Don’t have a doctor (vol)
Don’t know

Refused

OOk~ WNE

Ask all

How easy or difficult is it for you to (Insert)—very easy, somewhat easy, somewhat difficult,
or very difficult?

Rotate
a read and understand the instructions on a prescription bottle about how to take a medicine
b read and understand the information or booklets you get at the doctor’s office

Very easy

Somewhat easy

Somewhat difficult

Very difficult

Don’t get any info from doctor (vol)
Don’t know

Refused

O©oOUTh~,WNBE

Ask if visited doctor or clinic or been admitted to the hospital in last 2 years (Q2A =1 or
Q3=1o0rQ2b=1)
Overall, how satisfied or dissatisfied are you with the quality of health care you have received

during the last 2 years? Would you say you are very satisfied, somewhat satisfied, somewhat
dissatisfied, or very dissatisfied?

Very satisfied
Somewhat satisfied
Somewhat dissatisfied
Very dissatisfied
Don’t know

Refused

O© oo Pr~WNPEF
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Q35

Q36

Q37

Q38

Ask all

Now thinking about the future, how confident are you that you can easily get good medical
care when you need it? Do you feel very confident, somewhat confident, not too confident,
or not confident at all about this?

Very confident
Somewhat confident
Not too confident
Not confident at all
Don’t know
Refused

O© oo Pr~WNPEF

Ask if visited doctor or clinic or been admitted to the hospital in last 2 years (Q3 =1 or
Q2a=1orQ2b=1)

In the last 2 years, have you changed doctors because you were dissatisfied with the doctor
you were seeing, or not?

Yes

No

Don’t know
Refused

O©oON -

Ask if not changed doctor in last 2 years (Q36 = 2)

In the last 2 years, have you been dissatisfied with a doctor but could not change to a new
doctor?

1 Yes, dissatisfied but could not change
2 No

8 Don’t know

9 Refused

Ask all

If you could choose, would you prefer to be treated by a doctor who is male or female or do
you have no preference?

Prefer male doctor

Prefer female doctor

No preference

Depends on type of doctor/if an obgyn (vol)
Don’t know

Refused

O© oo Pr~wWNPEF

PRINCETON SURVEY RESEARCH ASSOCIATES

13



Q39

Q40

Ask all

If you could choose, would you prefer to be treated by a doctor of your own race or ethnic
group, another race or ethnic group, or do you have no preference?

OO0 WN K-

Prefer doctor of own race or ethnic group
Another race or ethnic group

No preference

Don’t know

Refused

Ask if visited doctor or clinic or been admitted to the hospital in last 2 years (Q3 =1 or
Q2a=10rQ2b=1)

Thinking about all of the experiences you have had with health care visits in the last two
years, have you ever felt that the doctor or medical staff you saw judged you unfairly or
treated you with disrespect because of (Insert)?

Rotate
a your ability to pay for the care or the type of health insurance you have
b how well you speak English

(9]

o

O©OoON -

your race or ethnic background
your gender

Yes

No

Don’t know
Refused

PRINCETON SURVEY RESEARCH ASSOCIATES
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Q41

SEX

Q42

If yes to any of the above (Q40a=1or 40b =1or Q40c=1o0r Q40d =1)
What happened to make you feel you were judged unfairly or treated with disrespect?

Do Not Read (Open-end, develop precodes during pretest)

The doctor or staff talked down to me

Heard staff say something negative about me

Kept me waiting

Took other patients instead of me/treated other patients better
Was refused care / Had difficulty getting care

Received substandard services / Provider didn’t do something they should have
Didn’t spend enough time / Rushed

Acted negatively or disrespectfully / Rude / Impolite

Didn’t listen or pay enough attention to me / Ignored me

10 Didn’t explain things well or at all

11 Doctor cared too much about money

12 Difficulties dealing with finances

13 Problems dealing with insurance

14 Treated unfairly or unequal

15 Did not understand the question [Volunteered]

97 Other [Specify]

98 Don’t know

99 Refused

O©oOo~No ok~ wN -

Observation

1 Male
2 Female
Ask all

Do you think there was ever a time when you would have gotten better medical care if you
(Insert)?

Rotate
a had belonged to a different race or ethnic group
b were a (woman — (Sex = 1)| man — (Sex = 2))

Yes

No

Don’t know
Refused

O©OoON -
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Q43

Q44

Q45

Ask all

Over the last two years, has a family member or friend been treated unfairly when seeking
medical care specifically because of race or ethnic background?

Yes

No

Don’t know
Refused

16

O©OoON -

Now | have a few questions about your health.

Ask all
First, what is your age?

Range [18-96]

97 97 or older
98 Don't know
99 Refused

Ask all

To what extent does a health problem or disability keep you from participating fully in work,
school, or other activities—a great deal, a fair amount, not too much, or not at all?

A great deal
A fair amount
Not too much
Not at all
Don’t know
Refused

O©CoOrrwWNPEF
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Q46

Q47

Q48

Q49

Ask all

In the past five years, has a doctor told you that you have any of the following health
problems or conditions? [FIRST ITEM] Has a doctor told you that you have that? And what
about [NEXT ITEM]?

Rotate 17

a
b

o O

®

«Q

O oON -

High blood pressure

Heart attack, or any other heart disease
Cancer

Diabetes or sugar diabetes

Anxiety or depression

Obesity

Asthma

Have been told
Have not been told
Don’t know
Refused

If has diabetes (Q46d = 1)
Has your hemoglobin “A one C,” a blood test to check sugar control, been checked in the last

six months?

1 Yes

2 No

8 Don’t know
9 Refused

If has diabetes (Q46d = 1)
Have your feet been examined for sores or irritations in the last year?

O©oON -

Yes

No

Don’t know
Refused

If has diabetes (Q46d = 1)
Have you had an eye exam in the last year?

O© oON -

Yes

No

Don’t know
Refused

PRINCETON SURVEY RESEARCH ASSOCIATES



Q50

Q51

Q52

If has diabetes, high blood pressure or heart attack (Q46a =1 or Q46b = 1 or Q46d = 1)

How often does a doctor or someone else in your doctor’s office check your blood pressure—
at least every six months, every year, or do you not have it checked?

At least every six months
Every year

Do not have it checked
Don’t know

Refused

OO0 WN K-

If has diabetes, high blood pressure or heart attack Q46d = 1 or Q46a =1 or Q46b =1)

Does your doctor or someone else in your doctor’s office call you when you are at home to
see how you are doing, or do you only get care when you call or have a doctor’s visit?

Yes, a doctor or someone else calls

No, only get care when respondent calls or goes for a doctor’s visit
Don’t know

Refused

[{olNeoly \C I

Ask if has a specific health problem or condition (Q46a =1 or Q46b =1 or Q46¢c =1 or
Q46d =1 or Q46e =1 or Q46f=1or Q46g=1)

Have you ever taken part in a special program offered by your doctor or health care provider
to help you manage your health problem?

Yes, taken part
No, not taken part
Don’t know
Refused

O ooN -
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Q53

Q54

Q55

Ask All

About how long ago, if ever, did you have (Insert)—Iless than a year ago, 1 to 2 years ago, 3
to 5 years ago or more than 5 years ago?

Rotate

a

b

(0] o O

—h

o «Q

OOk~ WNE

a complete physical exam by a doctor or other health professional

your blood pressure checked (If does not have diabetes, high blood pressure or heart
attack (Q46a ne 1 AND Q46b ne 1 AND Q46d ne 1))

your blood cholesterol checked

a Pap test (females only)

a mammogram (females 40 and over only)

a screening for colon cancer (age 50 and over only)

a dental exam

a blood test or rectal exam for prostate cancer (males 40 and over only)

Less than a year ago

1 to 2 years ago

3 to 5 years ago

More than 5 years ago
Never

Don’t know

Refused

Ask All
Do you currently smoke cigarettes?

1 Yes

2 No

8 Don’t know
9 Refused
Ask All

In a typical week, how often do you exercise, such as walking or swimming for at least 20
minutes—never, less than once a week, 1 to 2 times a week, 3 times a week, or more than 3
times a week?

OOk~ WwWNBE

Never

Less than once a week

1 to 2 times a week

3 times a week

More than 3 times a week
Don’t know

Refused

PRINCETON SURVEY RESEARCH ASSOCIATES
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Q56

Q57

Ask all
Has a doctor ever talked to you about (Insert)?

Rotate

a (if smokes — Q54 = 1) the health risks of smoking and ways to quit
b having a healthy diet and weight

c exercise

d any mental health concerns such as stress or depression

1 Yes

2 No

8 Don’t know

9 Refused

Ask all

In the last 2 years have you used (Insert)?

Rotate a, b, and c; d always last

a
b

o

o

O ooN -

herbal medicines (note for translation, use appropriate term for herbal medicines)
acupuncture
a chiropractor

a traditional healer such as a Curendero, or an herbalist (note for translation, use
appropriate term for a traditional healer)

Yes

No

Don’t know
Refused

PRINCETON SURVEY RESEARCH ASSOCIATES
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Q58

Q59

Q60

If uses any alternative care (Q57a =1 or Q57b =1 or Q57c =1 or Q57d =1)
In general, do you use (Insert sources used from Q57a-d) because (Insert)?

Rotate

a

«Q

O oON -

you want to avoid using prescription medicines
it|they is|are a cheaper way of getting care

you prefer to try other approaches before you go to the doctor or take prescription
medicine

itlthey work(s) well and make(s) you feel good or keep(s) you healthy

itthey work(s) with the prescription medicines you take or the care you get from your
doctor

other medicines or treatments you tried didn’t work well
of cultural or religious beliefs

21

Yes

No

Don’t know
Refused

If uses any alternative care (Q57a=1, Q57b=1, Q57c=1, Q57d=1)
Have you told your doctor that you use (Insert sources used from Q57a-d)?

1 Yes

2 No

3 Doctor recommended it (vol)
8 Don’t know

9 Refused

Ask all

Now thinking about prescription medications, have you or any family member ever been
given the wrong medication or wrong dose when filling a prescription at a pharmacy or while
hospitalized?

O©OoON -~

Yes

No

Don’t know
Refused
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Ask if has been given the wrong medication (Q60 = 1)

Q61 Were you given the wrong medication or wrong dose as a result of a mix up at the pharmacy
or when prescribed at the hospital?

Pharmacy
Hospital
Don’t know
Refused

22

O©OoON -

Ask if has been given the wrong medication (Q60 = 1)

Q62 Did this turn out to be a very serious problem, somewhat serious, or not too serious a
problem?

Very serious problem
Somewhat serious problem
Not too serious problem
Don’t know

Refused

OO0 WN K-

Ask all

Q63 Have you or any family member ever gotten sick or gotten worse as a result of going to the
doctor’s office or being hospitalized?

Yes

No

Don’t know
Refused

O©oON -

Ask if has gotten sick or worse after visit (Q63 = 1)
Q64 Do you think this was due to a mistake made at the doctor’s office or hospital?

Yes, it was due to a mistake at doctor’s or hospital
No, it was not due to a mistake at doctor’s or hospital
Don’t know

Refused

O© oON -

Ask if has gotten sick or worse after visit (Q63 = 1)

Q65 Did this turn out to be a very serious problem, somewhat serious, or not too serious of a
problem?

Very serious problem
Somewhat serious problem
Not too serious problem
Don’t know

Refused

OO0 WwWN K-

PRINCETON SURVEY RESEARCH ASSOCIATES



Q66

Q67

Q68

Ask all

How often have you (Insert) for information about health and medicine—very often,
somewhat often, not too often, or not at all?

Rotate

gone on the World Wide Web or the Internet
looked through books or other printed information
called a doctor or other health care provider

asked friends or family

asked a pharmacist

visited a community health fair

o o o o o

—

Very often
Somewhat often
Not too often
Not at all

Don’t know
Refused

OO PrrwWNPEF

Ask all

How easy has it been for you to find information about the quality of (Insert) when choosing
(Insert) for your medical care—very easy, somewhat easy, not too easy, or not at all easy?

Rotate

a doctors in your community / a doctor

b health insurance plans / an insurance plan
¢ hospitals in your community / a hospital

Very easy

Somewhat easy

Not too easy

Not at all easy

Does not look for information about the quality (vol)
Don’t know

Refused

OOk~ WNE

Ask all

Many Americans do not have health insurance. Are you now covered by any form of health
insurance or health plan, including any private health insurance plan or a government
program such as Medicare or Medicaid, or do you not have health insurance at this time?

Yes, covered
No, not covered
Don’t know
Refused

O oON -
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Q69

Q70

Q71

Q72

Ask if insured (Q68 = 1)
Which of the following is your main source of health insurance coverage?

Read responses

1
2
3

4

oo

Health insurance through your or someone else’s employer or work

Health insurance bought directly by you or your family 24
Medicare, the government program that helps pay medical bills for people over age

65 and the disabled

Medicaid, the government program that helps pay medical bills for people with low

incomes

Some other government or state medical program such a CHAMPUS, TRICAP, or

VA

Don’t know (Do not read)

Refused (Do not read)

Ask if insured (Q68 = 1)
In the last 12 months, has there been a time when you were without health insurance?

O©oON -

Yes

No

Don’t know
Refused

Ask if insured (Q68 = 1)

Do you have any insurance plan or government program that helps to pay for the cost of
prescription drugs?

O oON -

Yes

No

Don’t know
Refused

Ask if language is English but not fluent (Language = 1 and Interviewer Language
Observation = 2)

Is English your primary language, or not?

O oON -

Yes

No

Don’t know
Refused
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Q73

Q74

Q75

If English not primary language or conducting interview in Spanish, Mandarin,
Cantonese, Korean or Vietnamese (Q72 = 2 or 8) or (Language =2 or 3 or 4 or 5)

What language do you speak at home?

Do not read

1 English

2 Spanish

3 Mandarin or Cantonese
4 Korean

5 Vietnamese

97 Other [Specify]

98 Don’t know

99 Refused

If English not primary language or conducting interview in Spanish, Mandarin,
Cantonese, Korean or Vietnamese (Q72 = 2 or 8) or (Language =2 or 3 or 4 or 5)

Thinking about your most recent care, how often did you have a hard time speaking with or
understanding a doctor, a nurse or other health provider because you and the doctor spoke
different languages -- always, usually, sometimes or never?

Always
Usually
Sometimes
Never
Don’t know
Refused

O©C O wWNPEF

If sometimes, usually or always had hard time speaking with or understanding a doctor
(Q74=1or2or3)

Again thinking about your most recent care, did you need an interpreter to help you speak
with doctors or other health providers?

Yes

No

Don’t know
Refused

O©OoON -

PRINCETON SURVEY RESEARCH ASSOCIATES
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If needed interpreter (Q75=1)

Q76  When you needed an interpreter to help you speak with doctors or other health providers,
how often did you get one -- always, usually, sometimes or never?

Always
Usually
Sometimes
Never
Don’t know
Refused

O©CoOr~rwWNPEF

If used interpreter (Q76 =1 or 2 or 3)

Q77  W.ith the help of the interpreter, did you fully understand what the doctor was saying,
somewhat understand, understand only a little, or not understand at all what the doctor was
saying?

Fully understand
Somewhat understand
Understand only a little
Not understand at all
Don’t know

Refused

O©CoOrrwWNPEF

If used interpreter (Q76 =1 or 2 or 3)

Q78  Who usually serves as an interpreter for you—your health provider, a staff person, a friend or
relative, a trained medical interpreter, or someone else?

Your health provider

A staff person

A friend or relative

A trained medical interpreter
Someone else

Don’t know

Refused

O©oouUTh,wWNE

If used interpreter (Q76 =1 or 2 or 3)
Q79 Is this person usually available to help you?

Yes

No

Don’t know
Refused

O© oON -

I have one last set of questions to help us better understand the people who took part in our
survey.
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Q80

Q81

Q82

Q83

Ask all
Counting yourself, how many adults 18 and older currently live in your household?

Range [1-15]
98 Don’t know
99 Refused

Ask all
And how many children under the age of 18 currently live in your household?

Range [0-15]
98 Don’t know
99 Refused

Ask all

Are you currently married, living as married, widowed, divorced, separated, or have you
never been married?

Married

Living as married
Widowed

Divorced
Separated

Never been married
Don’t know
Refused

O©CoooOOThWN P

Ask all

Are you employed full-time, part-time, are you retired, or are you not employed for pay? (If
answer is self employed ask: Is this full or part time?) (If necessary: Full time is 35 hours a
week or more)

Employed full-time
Employed part-time
Retired

Not employed for pay
Disabled (Volunteered)
Student (Volunteered)
Other (Volunteered)
Don't know

Refused

O©CoOo~No ok~ wNE
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Q84

Q85

Q86

Q87

Ask if has a spouse or partner (Q82 =1 or 2)

Is your spouse or partner employed for pay full time, part time, or not employed for pay at
all? (If answer is self employed ask: Is this full or part time?) (If necessary: Full time is 35
hours a week or more)

1 Full time

2 Part time

3 Not employed [includes retired, homemaker, student, disabled — do not read]
8 Don’t know

9 Refused

Ask all

What is the last grade or class you completed in school?

Do not read responses

None, or grade 1-8

High school incomplete (grades 9-11)

High school graduate (grade 12 or GED certificate)

Business, technical or vocational school after high school

Some college, no four-year degree

College graduate (BS, BA or other four-year degree)

Post-graduate training or professional schooling after college (e.g., toward a master’s
degree or PhD, law or medical school)

(Don’t know)

9 (Refused)

~No ok~ wdN e

e}

Ask all
Are you yourself of Latino or Hispanic origin or descent, or not?

Yes

No

Don't know
Refused

O© oON -

Ask if Latino or Hispanic (Q86 = 1)

Do you consider yourself Mexican, Puerto Rican, Cuban, Dominican, Central American, or
from some other Spanish speaking country?

1 Mexican

2 Puerto Rican

3 Cuban

4 Dominican

5 Central American

97 Some other Spanish speaking country [Specify]
98 Don’t know
99 Refused

PRINCETON SURVEY RESEARCH ASSOCIATES
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Q88

Q89

Q90

Qo1

Ask all

What is your race? (If Latino) Are you white Latino, black Latino or some other race?
(Else:) Are you white, black, African American, Asian, Native Hawaiian or other Pacific

Islander, American Indian or Alaskan Native, or some other race?

White

Black or African-American

Asian

Native Hawaiian or other Pacific Islander
American Indian or Alaskan Native
Other or mixed race [Specify]

Don't know

Refused

Ask if Asian or Native Hawaiian or Pacific Islander (Q88 = 3 or 4)
Are you of Chinese, Vietnamese, Korean, or another Asian heritage?

Chinese

Vietnamese

Korean

Other Asian heritage [Specify]
Don’t know

Refused

Ask if black or African-American (Q88 = 2)
Are you of Caribbean heritage, or not?

O oON -

Ask all

Last year, that is in 2000, what was your total household income from all sources before

Yes

No

Don’t know
Refused

taxes? Was it less than $25,000 or more?

O© oON -

Less than $25,000
$25,000 or more
Don’t know
Refused

PRINCETON SURVEY RESEARCH ASSOCIATES

29



Ask if income less than $25,000 (Q91 = 1)
Q92 Now just stop me when | get to the right category. Was your income ...

Read responses

Less than $10,000
$10,000 to under $15,000
$15,000 to under $20,000
$20,000 to under $25,000
Don’t know (Do not read)
Refused (Do not read)

O©C oo~ wWNPEF

If income more than $25,000 (Q91 = 2)
Q93 Now just stop me when | get to the right category. Was your income ...

Read responses

$25,000 to under $30,000
$30,000 to under $35,000
$35,000 to under $40,000
$40,000 to under $50,000
$50,000 to under $75,000
$75,000 or more

Don’t know (Do not read)
Refused (Do not read)

O©CooOOoOUTh,WNPE

Ask all
Q94 In what country were you born?

United States

Other country [Specify]
Don’t know

Refused

O oON -

Ask if not born in US (Q94 = 2)

Q95  About how many years have you lived in the United States—Iless than five years, 5 to 10
years, more than 10 years?

Less than five years
5 to 10 years

More than 10 years
Don’t know
Refused

O© 00 wWN -
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Q96

Ask all

In the last 12 months have you been without telephone service or not had a working phone for
two weeks or more?

Yes

No

Don’t know
Refused

O©OoON -

That completes the interview. Thank you very much for your time and cooperation. Have a
nice day/evening.
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2004

Your Health and Health Opinions

Your opinion matters!

Medical Expenditure Panel Survey

Understanding how people feel about their health and health care is an
Important goal of MEPS. Please take a few minutes to answer the questions
in this booklet.

Survey Instructions

€ Please answer every guestion by checking one box “o I yOu are unsure
about how to answer a question, please give the best answer you can.

€ You are sometimes told to skip over some questions in this survey. When
this happens you will see arrows that tell you what questions to answer
next, like this:

1 1Yes
2[[INo = Skip to Question 3

Next Question

\
RUID: PID:
This Booklet Should
Be Completed By = | Name:
Panel/
\ersion: DOB: Round:
/

Your participation is voluntary and all of your answers will be kept confidential. If you have any
guestions about this booklet, please call Alex Scott at 1-800-945-MEPS (6377). P

When you have completed the booklet, please seal it with this label >
and place it in the envelope provided. Have it ready to give to your
interviewer at his or her next visit.

THE AGENCY FOR HEALTHCARE RESEARCH AND QUALITY AND
= g ' THE NATIONAL CENTER FOR HEALTH STATISTICS OF THE U.S. PuBLIC HEALTH SERVICE

OMB # 0935-0104

Attach label here (see back cover) =



START HERE

Your Health Care
in the Last 12 Months

1. Inthe last 12 months, did you have an
illness, injury, or condition that needed
care right away in a clinic, emergency
room, or doctor’s office?

1] Yes
2] No - Skip to Question 3

N

In the last 12 months, when you needed
care right away for an illness, injury, or
condition how often did you get care as
soon as you wanted?

1] Never

2| Sometimes
3[] Usually
4[] Always

3. A health provider could be a general
doctor, a specialist doctor, a nurse
practitioner, a physician assistant, a
nurse, or anyone else you would see
for health care.

In the last 12 months, not counting the
times you needed health care right away,
did you make any appointments with

a doctor or other health provider for
health care?

11 Yes
2[] No = Skip to Question 5

4. In the last 12 months, not counting times
you needed health care right away, how
often did you get an appointment for health
care as soon as you wanted?

1] Never

2 [ ] Sometimes
3[] Usually
4[] Always

In the last 12 months (not counting times
you went to an emergency room), how
many times did you go to a doctor’s office
or clinic to get care for yourself?

o[l None - Skip to Question 13
101

2] 2

313

4[] 4

5[15t09

6] 10 or more

In the last 12 months, did you or a doctor
believe you needed any care, tests, or
treatment?

101 Yes
2[] No => Skip to Question 8

In the last 12 months, how much of a
problem, if any, was it to get the care,
tests or treatment you or a doctor
believed necessary?

1 LJ A big problem
21 A small problem
3] Not a problem

In the last 12 months, how often did
doctors or other health providers listen
carefully to you?

1] Never

2| Sometimes
31 Usually
4[] Always

In the last 12 months, how often did
doctors or other health providers explain
things in a way you could understand?

1] Never

2| Sometimes
31 Usually
4[] Always

Please go to page 3 >
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10.

11.

12.

In the last 12 months, how often did
doctors or other health providers show
respect for what you had to say?

1] Never

2 [ ] Sometimes
3[] Usually
4[] Always

In the last 12 months, how often did
doctors or other health providers spend
enough time with you?

1] Never

2 [ ] Sometimes
3[] Usually
4[] Always

Using any number from O to 10 where O

is the worst health care possible and 10 is

the best health care possible, what number
would you use to rate all your health care

in the last 12 months?

[ ] 0 Worst health care possible
(11
(12
13
14
(15
16
L] 7
18
(19
[l 10 Best health care possible

13. Do you currently smoke?

101 Yes
2] No = Skip to Question 15

14. In the last 12 months did a doctor advise
you to quit smoking?

101 Yes
2] No
3[ ] Had no visits in the last 12 months

15. In the last 2 years, has your blood pressure
been checked by a doctor, nurse, or other
health professional?

1] Yes
2] No

Getting Health Care
from a Specialist

When you answer the next questions, do not
include dental visits.

16. Specialists are doctors like surgeons, heart
doctors, allergy doctors, skin doctors, and
others who specialize in one area of
health care.

In the last 12 months, did you or a doctor
think you needed to see a specialist?

1] Yes
2] No = Skip to Question 18

17. In the last 12 months, how much of a
problem, if any, was it to see a specialist
that you needed to see?

1 LJ A big problem
21 A small problem
3] Not a problem

Please go to page 4 >
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General Health During the past 4 weeks how much of the time
have you had any of the following problems

ek [ grenierell, Sienel e say oLt eslitn 15 with your work or other regular daily activities

1[ ] Excellent as a result of your physical health?

2/ W ey Gl 21. Accomplished less than you would like
3] Good

4[] Fair 1] All of the time

5[ ] Poor 2 [ ] Most of the time

3[ ] Some of the time
4[] A little of the time

The following questions are about activities you =l Nre 6l e e

might do during a typical day. Does your health

now limit you in these activities? If so, how 22. Were limited in the kind of work or other
? ..
IS activities
19. Moderate activities, such as moving a table, 101 All of the time
pushing a vacuum cleaner, bowling, or » 71 Most of the time
Sl el 3] Some of the time
1] Yes, limited a lot 4[] A little of the time
2] Yes, limited a little 5[] None of the time

3] No, not limited at all

During the past 4 weeks, how much of the time
20. Climbing several flights of stairs have you had any of the following problems
with your work or other regular daily activities
as a result of any emotional problems (such as
feeling depressed or anxious)?

1] Yes, limited a lot
2] Yes, limited a little
3] No, not limited at all

23. Accomplished less than you would like

1] All of the time

2[ ] Most of the time
3| Some of the time
4[] A little of the time
5[ ] None of the time

24. Did work or other activities less carefully
than usual

1] All of the time

2 [ Most of the time

3[ ] Some of the time
4[] A little of the time
5[ | None of the time

Please go to page 5 >
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25. During the past 4 weeks, how much did
pain interfere with your normal work
(including both work outside the home and
housework)?

1[ ] Not at all

2 L] A little bit

3 L] Moderately
4[] Quite a bit
5 [ Extremely

These questions are about how you feel and
how things have been with you during the past
4 weeks. For each question, please give the one
answer that comes closest to the way you have
been feeling.

How much of the time during the past 4 weeks:
26. Have you felt calm and peaceful?

11 All of the time

2 [ Most of the time
3| Some of the time
4[] A little of the time
5[ | None of the time

27. Did you have a lot of energy?

1] All of the time

2 [ ] Most of the time
3| Some of the time
4[] A little of the time
5[] None of the time

28. Have you felt downhearted and depressed?

1] All of the time

2 [ Most of the time

3[ ] Some of the time
4[] A little of the time
5[ | None of the time

SF-12v2™ Health Survey © 1994, 2002 by QualityMetric Incorporated and
Medical Outcomes Trust. All Rights Reserved.

SF-12® a registered trademark of Medical Outcomes Trust.

(SF-12v2 Standard, US Version 2.0)
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29. During the past 4 weeks, how much of
the time has your physical health or
emotional problems interfered with your
social activities (like visiting friends,
relatives, etc.)?

1] All of the time

2 [ Most of the time

3[ ] Some of the time
4[] A little of the time
5[ | None of the time

Please go to page 6 =
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The following questions ask about how you have been feeling during the past 30 days. For each
guestion, please place a check mark in the box that best describes how often you had this feeling.

All Most Some A little None
During the past 30 days, about how of the of the of the of the of the
often did you feel... time time time time time
30. ...nervous? 1] 2 [ 3 [ 4] 5[]
31. ...hopeless? 1[] 2[] 3[] 4[] 5[]
32. ...restless or fidgety? 1] 2 [ 3 4] 5[
33. ...so0 sad that nothing could 1[] 2] 3] 4] 5[

cheer you up?

34. ...that everything was an effort? 1[] 2[] 3[] 4[] 5[]
35. ...worthless? 1[] 2] 3] 4] 5[

The following two questions ask about how you have been feeling in the past 2 weeks.

Over the last 2 weeks, how often have Nearly More than
you been bothered by any of the every half the Several Not at
following problems? day days days all
36. Little interest or pleasure in doing things. 1[] 2 [ 3| 4]
37. Feeling down, depressed, or hopeless. 1[] 2] 3] 4l
Please go to page 7 =
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Opinions about Health

For items 38-41, please check one of the boxes to indicate how strongly you agree or disagree
for each statement. If you are uncertain, check the box for uncertain (s ().

Disagree  Disagree

Agree Agree

strongly somewhat Uncertain somewhat strongly

38. I’'m healthy enough that | really
don’t need health insurance. 1[] 2]

39. Health insurance is not worth
the money it costs. 1] 2]

40. I'm more likely to take risks than
the average person. 1] 2]

41. | can overcome illness without help
from a medically trained person. 1[] 2[]

Date completed:

If this booklet was not completed by
the person named on the front, who completed it:

What is this person’s relationship to
the person named on the front:

Thank you for taking the time
to complete this survey.

Remember to seal it and place it in the envelope provided.

This survey is part of the Medical Expenditure Panel Survey, conducted by the U.S. Public Health Service. This survey
is authorized under Section 902(a) of the Public Health Service Act [42 U.S.C. 299a]. The confidentiality of personal
information is protected by Federal Statutes, Section 924(c) and Section 308(d) of the Public Health Service Act [42 U.S.C.
299c¢-3(c) and 242m(d)]. This law prohibits release of personal information outside the public health agencies sponsoring
the survey or their contractors without first obtaining permission from the person who gave the information. The Federal
government requires that all persons asked to respond to one of its surveys be given the following information: Public
reporting burden for this collection of information is estimated to average 5 minutes per interview, the estimated time
required to complete the survey about Your Health and Health Opinions. Send comments regarding this burden estimate
or any other aspect of this collection of information, including suggestions for reducing this burden, to:
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3[]

3]

3]

3]

4l 5[]
4] 5[]
4[] 5[]
4[] 5[]

Reports Clearance Officer
Attn: PRA, United States Public Health Service
Paperwork Reduction Project (0935-0098)
Hubert H. Humphrey Building, Room 721-B
200 Independence Avenue, SW
Washington, DC 20201

02-228
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