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Atcess Cost Cosls of care MMM_Wm_Ms._ﬁw wwhw%ﬂhwmﬂmm“wm_”w Mﬂmﬂ.mﬁ%ﬂuﬂﬁ”m of clinic Srrongly agree Agree No opinion Disagree Strengly disagree
Access General Localion - gite of care MMMHM%@%”W woﬂwwm_ﬁmumﬂwﬁnﬁﬁW_MWNMUMMMMM mmwnwm_....mznm of cf Strongly agree Agree No o Disagree Stongly disagree
Access General Office Hours-site of care MMMWMMé_ﬁw wwﬁﬂﬂw.uﬂﬂﬂ%%%Mﬂcmwwhﬂw%ﬂuwnﬂw:mnh ao_”un_ﬁ_n Strongly agree Agree Disagree Strongly disagree
Aovess Geneal | Seneduing Agpoininents Lo e 6 sehcte oot sopmmmens Stongly agree Aoree Pisagres | Stongly dscgree
Acess Genera W36 | o T e spant wating n o s s et Strongly agree Agree No op Gisagree | Stongly dsegree
Courtesy Access HMM “_MFQM.“M@ Mmmﬂm“w:m”m_wmﬂ.m:_wzwwﬁ feelings 2bout the staff. The staff Strongly agree Agree No opinion Disagree Strongly disagree
Courtesy General overalh H..MM M.onw_.oﬁmmwhmﬂm&sm:_ retates to your feelings about the stafl. The staff Strongly agree Agree No opinion Disagree Strongly disagree
Courtesy Cverall overal H.MM m“_w__oﬂ_ﬁm statement refates (o your feelings about the staff. The stalf Strongly agree Agres No opinion Disagree Sirongly disagree
macom_mo:A and Discharge & Follow- men:mﬁﬂ. a_moi.cu care Hmm‘awﬂﬁwmmw.w_w HHHMMMM_MMLWWMMHM%HM w.wfc,.._.ﬂwnuw mqﬁmﬂnﬂwﬁog Strongly agree Agree No opinton Disagree Strongly disagree
Information up/Home Care instructions 1 do 5t home.
mﬂcﬁww_h_am_”mwha vmmﬂwm\:mww ¥ Answered questions meﬂ%%woﬂmﬁmﬂmmﬁﬂmwﬁmc%_,._M”m.?.m_w:om about the staff. The stail Strongly agree Agree Ne opinion Disagree Strongly cisagree
Frormaion | Camaton | pemiesmaton  |van Lot e e e ot gt | Swonglyagree Aares No opinion Osagree | Stongy disagree
mw_cqmnﬂwﬂwhn Staius omoﬂ mmzwrzmgom_ :mm__ﬂnwnmhwny_”_o: W,mmm.ammﬂ_%_ww%ﬂﬂsﬂwwwﬂhmﬁ M%Mw_wwvm W_Mmﬂm:hwmm_,ﬁm M“Loamﬁ Strongly agree Agree Ng opinion Disagree Strongly disagree
mﬂ_-mw_ﬂﬂ_ M h ¢ ﬂmmwmmm mmmwwm_ﬁm:_ mdw%m_w“ﬂmﬂcww ~Mm__~ﬁ_mmmzm_. H_”w-w_hwﬂﬁm .Mwwn.ﬁmmﬂm”w _“wwﬂw._% M,xﬂ%www%hm.:%ﬁ%ﬂ%h%%ﬁ.wmwﬁa3.‘ Strongly agree Agree Mo opinion Disagree Strongly disagree
Preferences personalized care Personal interest Hmzmﬁ MMN.NWM«M.MHNMMMHW 2 your feghngs abaut the staff. The staff Srongly agree Agree No opinion Disagree Strongly disagree
Preferences Quatity of Care Quality of service HMM.*”U_LHMMM«M .amnﬁ””wﬁmhmﬂw_.ﬁm_mwm‘ heallh care you received on lodays Strongly agree Agree No opinion Disagrae Strangly disagree
Preferences Quatity of Care Quakly of service Hm”m,ﬁﬁs.:m mwuwﬂhhm HWM:.%”HM ”mmM__: oﬂﬂawow“ received on tedays Strongly agree Agree No opinion Disagres Strongly disagree
Preferences CQuafity of Care Quiatity of service Future intentions: Would you come back tg the chpic? Yes No
Preferences Cuality of Care Quality of service Future intentions: Would you recommend the glini¢ (0 others? Yes No
Preferences Quality of Care Satisfaction Hm_wm.“w”ﬂzﬁwmwmhﬂm”nzﬂmﬁwmmw the health care you received on todays Strongly agree Agree No opinion Disagree Strongly disagree
ﬁ.mm::@: & treatment Explanation of what was .ﬁ.:w following statement refers to the health care you received on todays . ‘ )
Preferences options, tests, done for you: visit. Some of the tests and/or procedures done on me today were Strongly agree Agrae No opinicn Disagree Strongly disagree
procedures UNNECessary.
Access Access Office hours - site of care Hﬁ_m Mn_wcﬁw.%nwcmwmwmﬂmmma: m_mw_w_wmcﬂmmmﬁmn”%%c received an most recent Excellent Very Good Good Fair Poor Does Not Apply:
Access Access ._..am_mzmmmn%.wm seen for .N.MMM F_m_“mawnﬁu most recent physician office visit, how long did you wait 1.5 min. 615 min. 16-30 min. 31-45 min. 461 hr. Over 1 br
Access Access ._‘_am::mmmnmqum seen for M.._mm.“.ww .._m”‘mc.ﬂowm“w ﬂawmw MMMMM physician office visit, how would you rate the Excellent Very Good Good Fair Poor Does Nol Apply
Access Access ._.:sm_immmn.mohm seen for wwhwwmmwchwmmﬂmﬂwwmzﬁoﬂﬁwﬁMMM: M._mm_\nw,mm:.%o“:o:cﬂo(—“ﬂw_c: ate the time Excellent Very Good Good Fair Poor Does Not Apply
Access personalized care Visit Time Mrﬂwa__mﬂmﬂwomﬁmﬁoﬂ.%m%%rﬁﬁ“ﬁ: office vis, how would you rate the Excellent Very Good Good Fair Poar Does Not Apply
Access Phona mﬂwwmmwmmwwmwa WMMMM w_wmcE most recent physician office visit, how would you rale the Excellent Very Good Good Eait Poor Daas Not Apply
peces varonce oo accen o oy oot s AT | pcotet | vayGoos | Goos i
Access Phone mﬂ.,mmnn«. ..umzwad Wﬂwﬂnﬁﬁqﬂwﬂ MM_..M_“. %MMMNWMMMW”MW_%%M% would you rate the ease Excellent very Good Goxd Fair Poor Does Not Apply
Access Physicat Environment Location - site of care wmﬁﬂ.ﬂquhﬂmw :MMM Nl phys  how would you raiz the Excellent Very Good Good Fair Poor Does Not Apply
Courtesy Courtesy Phone m“ﬂ%%hﬂﬂ.““ﬂwﬂ:ﬂaﬁcw_N_w_ﬂaom visit. how would you rate the Excellent Very Sood Good Fair Poor Does Not Apply
Courtesy Courtesy Waiting area thﬂmmwaﬁm ﬁw.ﬂ.%“mwmmmn%oﬂwwﬁ_ﬁmz office visit, how would you: rate the Excellent Very Good Good Fair Poor Does Not Apply
oman | weions | BRI Sst e o s st ofce S IO e 0 e | GeGo | oo poor | oo Aty
Physical Comfort physical environment physical suroundings Hqﬁwh_“w.nwﬁmﬁﬂ_“:nomﬂwwg_ physician office . haw would you rale the Excellent Very Good Geod Fair Poor DOoes Mot Apply
Access Access Salisfaction Mwm_“wmam_ wm“_wm%mwﬁ—mﬂ%w“ w_ ﬂwﬁ%%ww:ﬂ%%%c been with the Very salisfied bi Very dissalisfied No Experience
Access averall Satisfaction chwmn_,wm"awomﬂmwmmﬂw%mMm%fﬂwﬁ%%ﬁmmamwﬂw _VMMN.MMW withgeting alll oy castied Satisfied Dissatisfied Very dissatisfied | Mo Experience
Access personalized care mﬂﬂmnmmhhmmwaﬂ HMHMMMMM_MMWMMH Moh_ﬂmmzw from the usual source of care. Your docter Strongly agree Agree Disagree Strongly gisagree | No Experience
Access Physical Environment Satisfaction MM%”M“,WMMMMMMMJ MM_AM,:MN_MM u&%ﬂwﬂmﬂﬁ”w%ﬂ”ﬂﬂ: with the ease Very satisfied Satisfied Dissatisfied Very dissatish No Experience
Continuity fofow-up Follow-up - after General Satisfaction with Care: How satisfied have you been with the foilow- Very satisfied Satisfied Dissatistied Very dissatisi No Experience

reatment or oparation,

up care received by you after an initial treatment or operation?
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- " ical understanding of | Think abeut the care you receive from the usual source of care. Your doctor Oi 5 :
N 3 isagree trongly disagree No Experience
Continuity medical hx medical history has a qood understanding of your medical history Strongly agree Agree sag Strongly disag P
L Status of Health, Medical] clinical review of active | Think about the care you receive from the usual source of care. Your doctor . . .
y y I Agr Disagr: Strongly disagr No Experience
Continuity Condilion problems has & complete understanding of the things that are wrong with you. Strongly agree gree \sagree sly disagres P
— " Clinician understanding |Think about the care you receive from the usual source of care. Your - : :
L y . - N . trongk Agree Disagr Strongly disagree Na Experience
Coordination redical b of medical history rovider has a good understanding of your medical history Strongly agree are sagres gy dseg v
- " Clinical review of active [Think about the care you receive from the usual source of care. You often ) § N
Coar ee trangly disagree B erignce
cination personalized care problems. nave health problems that should be discussed but are not. Strongly agree Agr Disagree Strangly disag o Exp
Clinician understandin Think about the care you receive from the usual source of care. Your
Coordination perscnalized care of medical hislory e provider has a complele understanding of the things that are wrong with Strongly agree Agree Disagree Strongly disagree No Experience
¥ou.
. Think about the care you receive from the usual source of care. Your doctor i :
3 D 33 disagree No Experience
Courtesy General Personalized care aften zcts 25 thouah he was doing 3 faver by taiking to you. Strongly agree Agree isagree Strongly disagre pi
Education ang Stalus of Health, Medical info sbout General Satisfaction with Care: How satisfied have you been with the . Satisfied . o Vi y - No Exper
iy i erience
information Con health/eandilion information given to vou about what was wrong with you? very o v ey 0 e
Education and Status of Health, Medicaf Infe 2bout Think about the care you receive from the usual source of care. Your doctor . . .
* y I Disagr rongly disagr No Experien:
Information Condition health/condition often dees not explain your medicat problems 1o vou. Strongly agree Agree isagree Strongly disagree \a e
Education and Status of Heallh, Medical info about Think about the care you receive from the usual source of care. Your doctor . : .
. " . b I Disagr: t l ree No Expefi
Information Condition health/condition tells you all you want 1o know about vour condition and trealment, Strongly agree Agres sagree Suongly disag penence
General Salisfaction with Care: How satisflied have you been with the
Emotional suppoct Emotional Support Parsonal interest concem of doctors for your averall health rather than just for an isolated Very salisfied Dissatisfied Very dissatisfied No Experience
svinptom or disease?
y . . Think aboul the care you receive from the usual source of care. You depend . . .
i Mo Experien
Emaotional support Emotionat Support Personal interest on your doctor in order to feel betier bolh physically and emelionally, Strongly agree Agree Disagree Strongly disagree perignce
Emotional support Emotional Support Trust Think about the care you receive from the usual source of care. You have Strongly agrae Agres Disagree Strongly disagree | No Experience
P great conflidence in your doctor. hd
Education and Patigat / Family . Think about the care you receive from the usual source of care. Your doctor . . -
your g No Experient:
\nformation Cuestions Answered questions answers all Your QUESHons Strongly agree Agree Disagree Strongly disagree o Expi e
: " . Here is 2 question about the visit you just made. Interms of your .
" y .- 4 Poor
Access personalized care Satisfaction satisfaction. how would yoy rate the lenath of time waiting at the Clinic? Excellent Very Good Good Fair oo
. y y Here is a question aboul the visit you just made. In terms of your Fai P
"
Access personalized care Salisfaction satisfaction, how would you rale the lime spent with the doctar? Excellent Very Good Good air 0!
" ) Here is a question about the visit you just made. in terms of yoor .
Access Phone Salistaction satistaction, how would you rate getting through to the Clinic by phone? Excellent Vvery Good Goaod Fair Poar
Here is a question about Ihe visit you just made. In terms of your
Access Physical Eavironment Satistaction satisfaction, how would you rate the convenience of the logation of the Excellent Very Good Goed Fair Poor
7
Here is a question about the visit you just made. in terms of your
Courtesy Generzl QOverall satisfaction, how would you rate the doctor's personal manner (courtesy, Excellent Very Good Good Fair Poor
ty, triendlinessy?
Education and Treatment & treatment | Explanation of lingss, [Here is a question about the visit you just made. in lerms of your
Informalion options. lests, treatment, Irealment  {satisfaction, how would you rate the doctor’s explanation of what was done Excellent Very Good Good Fair Poor
procedures oplions for you?
Here is 3 question aboul the visit you jus! made. In terms of your

Access Access SatisTaction satisfaction, how would you rate how leng you waited 16 get an Excellent Very Good Good Fair Poor

appointment?

ACCess Medication Wail for prescription |1 am usually kept wailing 3 long time when | aget my prescription filled. Strongly agree Agree Not Sure Disagree Strongly disagree
Courtesy Courtesy Querall - Pharmacy | My pharmagist wag not professional in his or her manper. Strongly aqree Agree Not Sure Disagree Strongly disagree
Courtesy versonalized care Personal interest My pharmacist seemed unconcemed about me. Strongly agree Agree Not Sure Disagree Shrongly disagree

_u:mndmmwm\c_uwa_nmwon Access Phammacy hours The pharmacy is not always open wihen | would like to get my prescription, Strongly agree Agrea Not Sure Disagree Strongly disagree
[ I Medicati N i .
zm:sm.wmc mM dicetion Access Phamacy hours The pharmacy's hours are convenient for me. Strongly agree Agree Not Sure Disagree Strongly disggres
vzmwam._w.m..:_w_&mgnmg: Access Wait for prescription  |My prescriptions are aiways filled promptiy. Strongly agree Agree Not Sure Disagree Strongly disagree
Pharmacy / Medication Calling medication - .
iy
lssues Background renewal serice i have calied the medication renewal service for hel Yes No Not Sure
/ Medicati . o i .
nsma.:mm.mc mM&.nm:c: Cost Medications Co-pays on prescriptions concem me. Strongly agree Agree Not Sure Disagree Strongly disagree
P maswn_w.w\_cwmmenm:c: Education / information | Info sbout medication |1 understood what my pharmacist said to me. Yes No Hot Sure
Ph i - . y : . A
m:ﬁm"_u“m__cw__mmu_nm.._o: Educalion / infermation | Info about medication | My pharmacist talked with me about my prescription. Yes No Not Sure
nrmzzmﬁ_“w.m\cm..m;mmﬁ_nm__os Education / Informalion | Patienl understanding | My pharmacist asked me If | had any quastions. Yes No Not Sure
7 feat . Pati . . . I
Phammacy f Medication Emotionat Support atient concems My phanmmacist look my concems sefiously. Strongly agree Agree Mot Sure Disagree Strongly disagree
issues understood
i icati N . i . . N .
_u:m:_._mh_wm:w_mmn_ﬁm en Emaotional Support Personal interest My pharmacist took a persenal interest in me. Strongly agree Agree Not Sure Disagree Strongly disagree
. Tnformation /
Pharmacy / Medication I . 5 . . . . "
mn_w.mc mmme o Medication explanations about il had to ask rmy pharmacist to explain some information. Strongly agree Agree Not Sure Disagree Strongly disagree
medications
- Information £
Pharm:, Medicalion o " . . . . ’
2 mn_w.m_.cmm icalio Medication explanalions about  {My pharmacist and | really did not talk aboul my prescriptions. Strongly agree Agree Not Sure Disagree Strongly disagree
medications.
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Phamacy / Medication Medication mxm_mwwwom_“wmm.o:_ My pharmacist asked me about over-lhe-counter mediciaes of sther Yes Ho Nol Sure
Issues rnedications medications that | buy myself.
- Informration /
nzw:smuuﬁ Mmma"omao: Medication explanations about  |My phamacist explgined things thoroughiy. Strongly agree Agree Not Sure Disagree Strongly disagree
s5u medications
i Information £ 3 . . .
- that |
_u_..qumn_“w.m\ M_Ma_nm:o; Medication explanations about W_w_.. phanmacist gave me infomation on over-the-counler medicings tha! ves No Not Sure
V! madications ¥
_— Information /
v:m:sm“_“i ”_Maam_a: Medication explanations about | My pharmacist gave me written information | needed about my prescription. Yes No Not Sure
S8u medications
i Informalion f
_u:m::mm«...c,hmmaabwoa Medication explanations about My pharmacist used words | did not understand. Strongly agree Agree Not Sure Disagree Strongly disagree
58 medications
e ar Inforrpration /
u:mnsmm.m\ meamowﬂ_o: Med n ions about My prescriptions are dispensed with clear instructions on the container, Strongly agree Agree Not Sure Disagree Strongly disagree
v medications
_uzmn:ma_uwm.ﬂ‘_mmaam:o: Qverall Overall My medication needs were met by my pharmacist. Strongly agree Agree Not Sure Disagree Strongly disagree
vsmqnma_“w.m._:,hwaaw:oa Physical Environment Wailting area My pharmacy waiting area has too few places to sit. Strongly agree Agree Not Sure: Bisagree Strongly disagree
v:wndm"_nw.m.:wweam:o: Physical Environment Waiting area The phanmacy wailing area was clean. Strongly agree Agree Not Sure Disagree Strongly disagree
uusu_._dmn_uw.m_.:w._mmnam_mo: Fhysical Environment Waiting area The phanmacy waiting area was comfortable (noise level and temperalure). Strongly agree Agree Not Sure Disagree Steongly disagree
n:m::mmw.m..:,hma ication Quality of Care Dispensing medication |l get medications in the mail that ! did not order. Yes No Not Sure
.uzmn:mwwm\:,hwa fcation Quiality of Care Cispensing medicalion |1 have received a wrong medication at the pharmacy window. Yes No Not Sure
Preferences Medicalion Bispensing medication |! fike the prescrintion waiting talevisions monitors localed in the hospital. Stronalv agree Agree Not Sure Cisaarae Stronaly disagree
. Efficiency - patient EFFICIENCY OF THE ADMITTING PROCEDURE: Ease of getting admitted, " 00! Doesat Appl
Access Efficiency inconvenience including the amaunt of time it took. Excelrent very Goad Good Fair Poar jtid
L " . Frequency of monitoring | ATTENTION OF COCTORS TO YOUR CONDITION: How oftén doctors Fai o0 't Appk
Continuity monilaning & checking & checking checked on vou to keep track of your condition and how you were doing. Excelient Very Good Ged o Poor Does: i
L o . Frequency of monitoring [ATTENTION OF NURSES TO YOUR CONDITION: How often nurses - P o ' Apni
Conlinuity monitoring & checking & checking checked on you to keep track of vour condition and how you were daing. Excellent Very Good Good Fair oar oesnt Aply
CONCERN AND CARING BY DOCTORS: Courtesy and réspect you were . P o 't Acpl
Courtesy Courtesy Overall-Phys given: frendliness and kindness. Excellent Very Good Good Fair 00 cesn'l Apply
CONCERN AND CARING BY NURSES. Courtesy and respect you were Fai Poor .
i 't Apph
Courtesy Caourtesy Cveral-RN aiven: friendliness and kindness. Excellent Very Good Goed air D0 Daesi pply
Courtesy moritoring & checking ._._Bo__smwﬂ“hmﬂiozno n“”w_zo STAFF RESPONSE TO YOUR CALLS: How quick they were to Excellent Very Good Good Fair Poar Doesmt Apply
" . ATTENTION OF ACMITTING STAFF TO YOUR INCIVIDUAL NEEDS: Ther . "
F r t Appl
Courtesy personalized care Personal intergst handling of your personal needs and wanls. Excellent Very Good Good air Poor Doesa't Apply
Courtesy Physical Environment Qverall ”.%W_MM_M.MMPZO STAFF: How well they dic their jobs and how they acted Excelient Very Good Good Fair Poor Doesn't Appiy
Coudesy Quality of Care Overali-Lab ﬁr%wmwﬂ.p,\.mng STAFF: How well they did ther jobs and how they adted Excellent Very Good Good Fair Poor Doesn't Apply
Education and Discharge & Follow- | Discharge/ foliow-up care[INFORMATION GIVEN BY DOCTORS: Amount of information you were Fai " I
Information upiHome Care instructions ivan gbout what to do after leaving the hospital, Facellent Very Good Good 2ir Poor Doesn't Apply
. Informztion about . .
mﬁ“ﬂﬂwwha Ingtructions patient's surgical or other, hﬂmm.”.h“,w%w_ﬂ_ﬂ wﬁﬂmm_ MM___.mmm anc alher staff explained about tests, Excellent Very Good Good Fair Poar Doesn't Apply
procedures pedt.
Education and Patient / Family " EASE OF GETTING INFORMATION: Willingness of hospital staff 1o answer . "
informalion Questions Answered questions VOUF GUBSTONS. Excellent Very Good Good Fair Poar Doesn’t Apply
y Treatrent & treatment Explanation of illness, . .
Education and - INFORMATION GIVEN BY DOCTORS: Amount of information you were . "
" options, tests, wreaiment, ireatment  § - Excelient Very Good Good Fair Poor Doesn't Apply
Informalion rocedures options given about your ilingss and Ireatment.
Emotional support Emetional Support Personal interest SENSITIVITY TO PROBLEMS; Sensilivity of hospital staff to your special Excefient Very Good Good Fair Poor Boesn't Apply
problems or concems.
st Communication with . .
. Communication / info INFORMING FAMILY OR FRIENDS: How well lamity or friends were kept . .
Family Involvement Transfer nmgmuwwmwmwma_ ies - informed about your condilion and needs. Excellent Very Good Good Fair Poor Doesn't Apply
Physical Comfort physical environment, physical surroundings | How would rate the hospitat building overall. Excelient Very Good Goed Fair Poor Doesn't Apply
Physical Comfort physical environment physicat surroundings MMM-,_..”Crzmwm OF HOSPITAL ATMOSPHERE: Amount of peace and Excellent Very Good Good Fair Poar Doasn’t Apply
Preferences Quatity of Care Quatity of service _.ce.rk:m back to ,_.5@: you had your surgery, if you had the decision to make Definitely have Probabiy have Probably not have | Definitely not have
2gain, would vou: surgery surgeny surgery surgery
. Explanations of what {o
” Discharge & Follow-up / - | DISCHARGE INSTRUCTIONS: How clearly and completely you were told . .
Transition Home Care expect m:mm.%,w_ﬁ feaving what to do and what to expect when you left the hos Excellent Very Goad Good Far Poor Boesn't Apply
. . Efficiency - palient  |[NSCHARGE FROCEDURES: Time It took to be discharged from the .
T .
ransition Efficiency inconvenience hospilal and how efficiently it was handlod, Excellent Very Good Good Fair Poor Doesn't Apply
Please rate the following aspects of the haalth care you received in the past . "
Al A
Ceess CCesS £D Care twelve months, Azcess to medical case in n emergency. Excellent Very Good Good Fair Poor Not Applicable
N the fi . i [l
Access Access Inpatient Care Please rate lhe fuflowing aspects of the heafth care you received in e past Excellent Very Good Good Fait Poor Not Applicable

twelve months. Access to hospital care if you need it.
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Please rate the foliowing aspecls of the health care you received in the past Vi Good Fai :
coss air Poor Not Applicable
Ac Access Overal! twelve months, Access 1o heaith care whenever vou need Excellent ery Good " i
" Please rale the following aspecis of the health care you received in the past Fair Poar Not Applicable
Access Accass Patient Preferences twelve months. Amount of time with health care providers during a vi Excellent Very Good Good i PP
. Please rate the following aspects of the healih care you received in the past . N
3 e ood Fair Poor Not Applicable
Access Access Palient Preferences tweive months, Ease of seeing the provider of your choice, Exceliont very Good G PP
Please rate the following aspects of the health care you received in the past " .
Wi G Fair Poor Not Applicabie
Access Aocess Referrals twelve months, Access lo a specialist if you need one. Excellent ery Good ood ! i
Cid not make
. . In the past 12 months. how many telephone cails did you or a farily 3 telephone calls for
. t i 6 to 9 calk 10 or more calls . .
Access Phone Scheduling Appointments member USUALLY make to get an appointment wilh 2 provider for you? 1102 calls 0 5 caks alks o appointments in
past 12 months
. How long did you USUALLY wail between the days you made an More Than 61
Access AsCess q_am._:mmmo_wwwm seen for appointment for care znd the day you actually saw the provider when going Same Day 1-3 Days 4-7 Days 814 Days 15-30 Bays 31-60 Days Days Does Not Apply
for care?
_— How lfong did you USUALLY wait between the days you made an More Thar 61
Access Access Timeliness %mu@ seen for appaintment for care and the day you actually saw the provider when going Same Day 1-3 Days 4-T7 Days 8-14 Days 15-30 Days. 31-60 Days Days Does Not Apply
h far chranic or ongoing condition?
) . " . Please rate the following aspects of the heaith care you received in the past . .
I Wi 2 Poor Mot Applicable
Access Physical Environment Satisfaction twelve months. Gonvenience of location of lreatment, Exceflent ery Good Good Fair Oy ppl
. How long did you USUALLY wait between the days you made an Mor
N " € Than §1
Access Access ._._am__zmmmn%Mo seen for appointment for care and the day you actually saw the provider when going Same Day 1-3 Days 4-7 Days 8-14 Days 15-30 Days 31-60 Days Days Does Not Apply
for miner #iness or injury {like treatment for a sore throal)?
- Row long did you USUALLY wail between the days you made an More Than 61
Access Access ._._Sm__:mmmn_moqwm seen for appointment for care and the day you actually saw the provider when geing Same Day 1-3 Days 4-7 Days 6-14 Days 15-30 Days 31-60 Days Days Does Not Apply,
for routine care {like a chack-up)?
, Howt iong did you USUALLY wait between the days you made an More Than 61
Access Access ﬂam_smmmnw. be seen for appeintment for care and the day you actuslly saw the provider when going Same Day 1-3 Days 4-7 Days 8-14 Days 15-30 Days 31-80 Days Days Does Not Apply
¢ for urgent care fiike broken g or shoriness of breath)?
Timeliness to be seen for|In the past 12 months, how long did you USUALLY w: the office or clinic Less than 10 10 minutes to less | 15 minutes toless | 30 minutes to an
' . ) . ore than
Access Access care {0 see the provider? minutes than 15 minufes than 30 minutes hour More than 1 haur
Timeliness to ve seen for{In the past 12 months, was there a ime when you wanied to get haalth care
Access Access care at a facility but could not get care? Yes Mo
Timetiness lo be seen for] Please rale the following aspects of the health care you feceived from
Access Access care providers in the past 12 months. Length of time you wail at office to see the Excellent Very Good Good Fair Poor Not Applicable
provider.
Timeliness ‘o be seen for Please rate the following aspects of the health care you received from
Access Access care providers in the past 12 months. Length of time you wait between making an| Excelient Very Good Good Fair Poor Not Applicable
appginiment for routine care and the day of your v
" . " Please rate the following aspects of the health care you received from . .
- F; P Not Applicabl
Access Patient Preferences | Office hours - site of care| roviders in the past 12 months Convenience of hours, Excellent Very Good Good air (vv'g lot Applicable
. . y Please rale the following aspects of the heallh care you recaived from N .
licabl
Access Patient Preferences Provider Options roviders in the past 12 months, Ablity o choose haalih care providers. Excellent Very Good Good Fair Poor Nat Applicabla
Please rate the following aspects of (he health care you received from
Access Phone Scheduling Appointments|providers in the past 12 months. Ease of making appeintments for health Excellent Very Good Good Fair Poor Not Applicable
care by phone,
N . - N In the past 12 months, how long did it usually take you o travet to the facility Less than 10 10 minutes {o less | 15 minules toless § 30 minutes to an
Access Physical Enviranment Location - site of care where you had vour visit(s)? minutes than 15 minutes. than 30 minutes nour More than 1 hour
Please rale the foliowing aspecis of the hezlth care you received from
Courtesy General overal providers in the past 12 months, Courtesy shawn o you by administrative Excellent Very Goad Good Fair Poor Mot Applicable
staff {e.g,, receptionists).
Please rate the following aspects of the health care you received from
Courtesy General overall providers in the pasl 12 menths. Courlesy shown to you by health care Excellent Very Good God Fair Poor Nat Applicable
providers.
Education and Information about Please rate the following aspects of the health care you received from
Informalion Instructions patient’s surgical or otheriprovigers in the past 12 months. Provider's explanation of health care Excellent Very Good Good Fair Poor Not Applicadle
procedures procedures.
) information about . "
Education and " . ) Please rate the foliowing aspecls of the heaith care you received frons .
Inforreation Instructions umﬂ_maﬁum«wwﬂw“w“q olher providers in the past 12 months. Provider's explanation of medicat tesls. Excellent Very Good Good Fair Poor Nt Applicable
Educalion and Medical information  [Please rale the following aspects of the health care you received from
. Phone regarding your providers in the past 12 months. Availability of heallh care information or Exceilent Very Good Good Fair Poor Not Applicable
Information: o 4
¢arefcondition by phane | advice by phone.
. Treatment & trealment . .
Education and ; Informationdadvice - . .
Information options, tests, preventative Exceltent Very Good Good Fair Poar Not Applicable
procedures
Please rate the foliowing aspecls of the heaith care you received from
Emational support personalized care Personal Interest providers in the past 12 months. Heaith care providers personal interest in Excelient Very Goaod Good Fair Poor Mot Applicable
the outcome of your problem.
. " . Please rate the following aspects of ihe heallh care you received from N :
¢
Emotionat support personalized care Personal interest providers in he past 12 months. Provider's concern for vou s a DarsGR, Excellent Very Good Goxd Fair Poor Not Applicable
Please rate the following aspects of the health care you received from
Emotional support personalized care Personal interest providers in the past 12 months. Reassurance and suppart offered to you by Excelfent Very Good Good Fair Poor Not Applicable
heatth care providers.
Please rate the following aspects of the heallh care you received from
Preferences personalized care Personal interest providers in the past 12 months. Attention provider gives o what you have Excellent Very Good Good Fair Poor Mot Applicable
losay.
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. . Please rate the following aspects of the health care you received from Fair Poor Not Applicable
Preferences Privacy Personal interest providers in the past 12 months. Provider’s concem for vour grivacy. Excellent Very Good Good @ ot Apph
How much do you agree or disagree with the following statements aboul the Neither agree nor
Preferences Quality of Care Quality of service health you received in the past 12 menths? | wouid recommend this type of Strongly oree Agree disagree Disagree Strongly disagree
health ¢care to my familv or friends who need care,
How much do you agree or disagree with the foilowing stalements about the Neither agree nor
Preferences Quality of Care Satisfaction health you received in the past 12 months? | am satisfied with the heallh Strongly agree Agree disagree Disagree Strongly disagree
care that { receive,
. . The foliowing statement refers to gelling physical help from a nurse. The
Education and Status of Health, Medical Info about . o . STRONGLY STRONGLY .
5 ” information given by Ihe nurse abaut my physical problems helps me to DISAGREE AGREE AGR Not applicable
Information Condition health/cond adiust to my condiion. DISAGREE GREE
. The following statement refers to how nurses handle importanl areas of your]
Education and info about " - y - N STRONGLY STRONGLY "
Rl Not L
Information healthicondition wﬂwmwsnw wﬂ.ﬁﬂw%zmm information about how my condition will affect other DISAGREE DISAGREE AGREE AGREE ot applicable
i Communication / Info Info about The following statement refers to getting physical help from a nurse. 1 am STRONGLY STRONGLY i
1 Not if
Emotional support Transfer healih/condition | able to discuss my ohysical problems with the qurse. DISAGREE DISAGREE AGREE AGREE ot applicable
i The follawing statement refers to how nurses handle important areas of your
. Communication £ Info . . y i . STRONGLY STRONGLY -
£motionat support Transfer Personal interest ”._hw.:._a.hm nurse discusses how my condition wil affect the sexual aspects of DISAGREE DISAGREE AGREE AGREE Not agplicabie
The foliowing statement refers to now nurses handle important areas of yoor| STRONGLY STRONGLY
Emotional suppost Empotional Support Persanal interest life. { find the nurse is interested in knowing what | have done, or would like DISAGREE DISAGREE AGREE AGREE Mot applicable
to do during my lifetime.
" . 5 The following statement refers to how nurses handle important areas of youl STRONGLY STRONGLY A
Emoticnal support Emotional support Personal interest life. The nurse helps me with my feelings about my refationships with others., DiSAGREE DISAGREE AGREE AGREE Vot appiicatle
The foilowing statement refers to how nurses handle important areas of you| STRONGLY STRONGLY
Emolional support Ematianal Support Personal interest life. The nurse is aware of my idiosyncrasies and cther things important to DISAGREE DISAGREE AGREE AGREE Mot applicable
my care.
, . . The following statement refers to the way the nurse deals with your feelings. STRONGLY STRONGLY caih
Emotional support Emotional support Personal interest The nurse apenly discusses my feelings 1o help me (o adjust o being DISAGREE DISAGREE AGREE AGREE Not applicable
The following statement refers to the way the nurse deals with your feefings. STRONGLY STRONGLY
Emotionat support Emotional support Personal interest The aurse reacts to my feelings in a way that helps me to adjust to a new DISAGREE DISAGREE AGREE AGREE Not applicable
|situation.
The toliowing statement refers 10 how nurses handle important areas of yaur] STRONGLY STRONGLY
Emetional suppon Emotional Support Personal interast life. The nurse shows concern about how my condition will affect the work or] DISAGREE DISAGREE AGREE AGREE Met applicable
iob that | am normatly involved with,
. . . The following slatement refers Lo the way the nurse deals with yoUr feelings. STRONGLY STRONGLY .
Emctional support Emotional support Personal interest The nurse shows congem for my feelings. DISAGREE BISAGREE AGREE AGREE Not applicable
The following statemant ralers 1o the way the nurse deals wilh your feelings. STRONGLY STRONGLY
Emalional support Emotional suppen Personal interast The nurse tells me how he/she sees my feelings affecting others who are DISAGREE DISAGREE AGREE AGREE Not applicable
close to me.
. . . The following statement refers to how nurses handle important areas of your! STRONGLY STRONGLY .
Emotional support Emotional support Personal interest life. When ) have a new condition, 1 find thal the nurse is easy to talk to. DISAGREE DISAGREE AGREE AGREE Nt applicable
The following statement refers to the way the nurse deals with your feelings.

. _ . Info about y " - STRONGLY STRONGLY .
Emotionz! support monitoring & checking health/condition %Nm._,.:.m:.“mm ,w..__mw_um me {o discuss my feefings when ! need to make changes in DISAGREE DISAGREE AGREE AGREE Mot applicable
. i . Patient ¢oncerns The following statement refers to the way the nurse deals with your feelings. STRONGLY STRONGLY )
Emotional support | monitaring & checking understoed The nurse fistens o my feelings when taking care of me. DISAGREE PISAGREE AGREE AGREE Mot applicatile
" o . Patient concerns The foilowing statemaent refers 1o the way the aurse deals with your feelings. STRONGLY STRONGLY .
Ematianal support maonitoring & checking understood When 1 am degressed, the nurse leaves me alons. DISAGREE DISAGREE AGREE AGREE Mot applicable

The following statement refers to getting physical help from a nurse. The
Emalional support Patient Preferences iy mvoE, nurse is sensitive 16 he possible effect that information may have on oy STRONGLY DISAGREE AGREE STRONGLY Not applicable
heallhvcondition BISAGREE AGREE
recoveny.
The following statement refers to the way ine nurse ceals with your feelings,

) . info about . o 3 N STRONGLY STRONGLY "
Fmotionat support personalized care healtricondition MMMaﬂ_u_oa:m is sensitive to my feelings when | am trying to understand my ISAGREE DISAGREE AGREE AGREE Not applicable
. . Patient concems The foliowing statement refers to the way the nurse deals with your feelings. STRONGLY STRONGLY )
Emational support personatized care understood The aurse helps me to interpret the meaning of my feelings. DISAGREE DISAGREE AGREE AGREE Not applicable

The foliowing statement refers to the way the nurse deals with your feelings. STRONGLY STRONGLY
Emational support personalized care Personal interest The nurse shares hismer feelings aboul my situation to help me lo DISAGREE AGREE Mot applicable
. DISAGREE AGREE
understand my condition.
The following slatement refers to how the nurse handles your nged for hope STROMGLY STRONGLY
Emotional support Spiritual Needs Personal interest and spiritual needs. | find that the nurse encourages me ¢ reflect on my DISAGREE AGREE MNat appiicable
. DISAGREE AGREE
spifitual needs.
The following statement refers to how (he nurse nandies your need for hope STRONGLY STRONGLY
Emotional support Spiritual Needs Parsonal interest and spitual needs. The nurse accepts my aeed to sometimes feel like the DISAGREE AGREE Not applicable
s DISAGREE AGREE
tualion is out of my hands.
The Tollowing statement refers 10 how the nurse handles your need for hope
Emotional support Spiritual Needs Personal interest and spiritual needs. The nurse assists me in obtaining refigious or spiritual WMMMMMMM DISAGREE AGREE m.ﬁmﬂw_‘,\ Mot applicable
advice to help me to deat with health-refated siluations.
The following statement refers 1o how the nurse handles your need for hope STRONGLY STRONGLY
Emgclional support Spirilual Needs Personal interest and spiritual needs. The nurse considers my need for some hope when DISAGREE AGREE Not applicable
" DISAGREE AGREE
me about my condition.
The following statement refers to how the nurse handies your need for hope STRONGLY STRONGLY
Emotional support Spintual Needs Personal interest and spiritual needs. The nurse does not get involved with my spintual DISAGREE DISAGREE AGREE AGREE Mot applicable

needs.
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The foliowing statement refers to how the nurse handies your need for hope STRONGLY STRONGLY :
Emotional suppert Spiritual Needs Personal interest and spinitual needs. The nurse helps me obtain spirtual guidance when | am DISAGREE DISAGREE AGREE AGREE Not applicable
daaling with difficult feelings.
The following statement refers to how the nurse handles your need for hope STRONGLY STRONGLY )
Emotional support Spiritual Needs Personal interest and spiritual needs. The nurse is able 10 sense limes when | need help from DISAGREE DISAGREE AGREE AGREE Not applicable
a higher power.
The following statement refers to how the nurse handies your need for hope STRONGLY
Emctional support Spiritual Needs Personal interest and spirilual needs. The nurse openly discusses how this siluation fits into mo.u.mm_%%%m.m\ DISAGREE AGREE AGREE Not applicable
the rest of mvy iife.
The foilowing statement refers to how the nurse handles your need for nope STRONGLY STRONGLY )
Emolional support Spirityal Negds Personal interest and spiritual needs. The nurse recegnizes that my spiriluat befiefs may help DISAGREE DISAGREE AGREE AGREE Not applicable
me 1o adiust to new situations in my fife.
The following statement refers to how the nurse handles your need for hope STRONGLY
Emational support Spiritual Needs Personal interest and spirttual needs. While feed the nurse has shown concem for my WHM%%MMM DISAGREE AGREE >mmm0m Not applicable
Soiritual needs.
. Status of Realth, Medical info about The following statement refers to getting physicat help from a nurse. The STRONGLY STRONGLY Not applicable
Emotionai suppen Condition healthicondition nurse shares histher view of my physical condition with me. OISAGREE DISAGREE AGREE AGREE Ot applical
y The foliowing statement refers to getling physical help from a rurse. The
y Slatus of Heaith, Medical info about ] y s STRONGLY STRONGLY .
. !
Emotional support Condition healthvcon Mwmqu Mwwsﬁm_%%snma about how my physical condition will affect other DISACREE DiSAGREE AGREE AGREE Not applicable
areas o my le.
. Status of Heaith, Medical Patient concerns The foliowing statement refers (o getling physical help from a nurse. The STRONGLY STRONGLY Not appticabl
Emeticnd) support understood nurse knows when | nead help in dealing with ghysical problems, DISAGREE DISAGREE AGREE AGREE ot applicable
. The faltowing statement refers (e getling physical help from a nurse. The
" Palient concemns . . . . STRONGLY STRONGLY .
Emotional support understood :Mm_uwmﬂ_wn_ma"m:% my ¢ondilion and this helps me to deal with physical DISAGREE DISAGREE AGREE AGREE Nol applicable
I Communication with | The following statement refers 16 how nurses handle important areas of YOu|
Family Involvement ocaa.w_.__nm__g /info patients and families - |life. The nurse shares hismer view of how my family or iends are reacting STRONGLY DISAGREE AGREE STRONGLY Mot applicable
ransfer - DISAGREE AGREE
RN staff to my situation,
i Communicalion with | The foliowing statement refers to how nurses handle important areas of your] 11
Family Involvement Ooaaw_.mn_"..wwmw /lnfo patients and families - {fe. The nurse talks about my condition to family, friends, or other peaple W.HM%%MMM DISAGREE AGREE s .%%M_mw.z Not applicable
RN staft who 1 g0 to for help.
. . Communication with | The following stalement refers ta how nurses nandie important areas of your ¥
Family lnvolvament Patient / Family patients and famiies - |ffe. The nurse llows me fime to reflect on how my condition will affect my STRONGLY DISAGREE AGREE STRONGL Not applicable
Questions RN staff family, fiends elc DISAGREE AGREE
N . Tre feliowing statement refers to getting physical help from a nurse. The STRONGLY STRONGLY .
Preferences perscnalized care Personal interest nurse allows fime for me to think over my physieal problems, DISAGREE DISAGREE AGREE AGREE Not applicable
. Efficiency - patient The toliowing statement refers to the nurse(s) ¢aring for you. The nurse is STRONGLY STRONGLY
Access Efficiency inconvenience 00 slow to do things for me. AGREE AGREE UNCERTAIN DISAGREE DISAGREE
. . il - The following statement refers to the nurse(s) caring for you. The nurse is STRONGLY STRONGLY
Coordination organized Organization - RN often 100 disorganized 1o appear calm. AGREE AGREE UNCERTAIN DISAGREE DISAGREE
- The following slatement refers 1o the nurse(s) caring for you. The norse
Courtesy Communizalion / inio Answered questions  [asks a kit of questions, bul once he/she finds the answers, he/she doesn't STRONGLY AGREE UNCERTAMN DISAGREE STRONGLY
Transier " AGREE DISAGREE
seem 1o do anything.
Communication  Info o The following statement refers to the nurse(s) caring for you. I'm tired of the STRONGLY STRONGLY
Courtesy Transter Communicaiet | nurse talking down te me. AGREE AGREE UNCERTAIN DiSAGREE DISAGREE
Communication / info e The following statement refers to the nurse(s) caring for you. The nurse is STRONGLY STRONGLY
Courtesy Transter COMMUGIEANIN |oo busy at the desk to spend fime talking wilh me. AGREE AGREE UNCERTAIN DisAGREE DISAGREE
Communication / info Patient / Family The following statement refers to he nurse(s) canng fer you. A person feeks STRONGLY STRONGLY
Courtesy Trangfer Questions free lo ask the nurse questions. AGREE AGREE UNCERTAIN DISAGREE DISAGREE
' The following statement refers to the nurse(s) caring for you. The nurse is STRONGLY STRONGLY
Courtesy Couitesy Qverall-RN pleasant to be around. AGREE AGREE UNCERTAIN DISAGREE DISAGREE
¥ The foliowing statement refers (o the nurse(s) caring for you. The aurse STRONGLY STRONGLY
Caurtesy Courtesy Overail-RN should bie more friendly than he/she is. AGREE AGREE UNCERTAIN DISAGREE DISAGREE
y C ke The following statement refers to the nurse(s) caring for you. When { need STRONGLY STRONGLY
Courtesy Emeational Support munication to alk to someone, | ¢an go to the nurse with my problems. AGREE AGREE UNCERTAIN DISAGREE BISAGREE
. . The following statement refers to the nurse{s} caring for you. The nurse STRONGLY STRONGLY
Courtesy personafized care Personal interest should be more attentive than hefshe is. AGREE AGREE UNCERTAIN DISAGREE DISAGREE
’ Patient concems. The following stalement refers 1o the nurse{s} caring for you. The nurse is STRONGLY STRONGLY
Courtesy Quality of Care understood iust not patient enough, AGREE AGREE UNCERTAIN DISAGREE DISAGREE
Trealment & treatment | Explanation of ilness or | The following statement relers to the nurse(s) caring for you. Too often the STRONGLY STRONGLY
Courtesy options, lests, tealment, freatment | nurse thinks you can't . the medical explanation of your illness, so AGREE AGREE UNCERTAIN DISAGREE DISAGREE
procedures oplions he/ she just doesn't bother to explain.
Education and - The following statement refers to the nurse(s) canng for you. It is 2lways STRCONGLY STRONGLY
fprmation Genaral Communicalion €asy 0 ynderstand what the nurse is talking about. AGREE AGREE UNCERTAIN DISAGREE DISAGREE
Education and . The following stalement refers to the nurse(s) canng for you. The nurse STRONGLY STRONGLY
information Generl Gommunication explaing things in simple fanguage. AGREE AGREE UNCERTAIN DISAGREE DISAGREE
Education and . L The following statement refers lo the nurse(s) caring for you. The nurse STRONGLY STRONGLY
Information Instructions Directins qives directions at just the right speed, AGREE AGREE UNCERTAIN DISAGREE BDISAGREE
Education and - Shown how to camy out [The following statement refers to the nursels) caring for you. T8 nurse STRONGLY STRONGLY
Information instructions doctor's orders. makes it 2 point to show me how to carry out the docters orders. AGREE AGREE UNCERTAIN DISAGREE DISAGREE
Edugation and ) Why tests or procedures | The following statement refers to the nurse(s} caring for you. The nurse STRONGLY STRONGLY
Information Instructions scheduled for you ahways gives cempiete enough explanations of why tests are ordered. AGREE AGREE UNCERTAIN DISAGREE DISAGREE
) Treatment & treatment . . 3
Education ang : The following statement refers 1o the nurse(s) caring for you. | wish the STRONGLY STRONGLY
information ow”._wnnwﬁ._hwwwm. info about test resuits nurse would tell me about Ihe resulis of my tests more than heishe does. AGREE AGREE UNCERTAIN DISAGREE DISAGREE
. . . The toliowing statement refers to the nursa(s) caring for you. Just talking 1o STRONGLY STRONGLY
Emational support Emetional Support Personal interest the nurse makes me feel better, AGREE AGREE UNCERTAIN DISAGREE DISAGREE
" " 5 The following slatement refers lo the nurses) caning for you. The nurse is a STRONGLY STRONGLY
Emgtional support Emotional Support Personal interest erson whe can understand how | feel AGREE AGREE UNCERTAIN DISAGREE DISAGREE
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y . ) The feliowing statement refers to the nurse(s) caring for you. The nurse is STRONGLY STRONGLY
NCERTAIN DISAGREE
Emotional support Emotional Support Personal interest understanding in listening to a patient's problems AGREE AGREE UNCE DISAGREE
. Thinking aboul your visit with the person you saw, how would you rate the .
b F. Very Good Exceltent
Access personalized care Overall sime spent with fhe person you saw? Poor 3ir Good ery
Thinking about your visit wilh the person you saw, how would you rate Fai
r Very Good Excellent
Access Phone Overall gelling through to the office by phone? Paor & Good ens el
" . Thinking about your visit wilh the person you saw, wouid you recommend . "
: t Pre h babl Definitely yes
Preferences Quality of Care Quality of service the percon you saw lo vour familv and fiends? Befinitely no obably not Probably yes efinitely y
Preferences Quality of Care Satistaction MMM_M”MM_W%E your visit with the person you saw, how would you rate the Poor Fair Good Very Goog Excellent
Thinking about your visit with the person you saw, how would you rate the
Courtesy Qverall Patient Preferences  {personal manner (courlesy, respect, sensitivity, fiendiiness) of the person Poor Fair Good Very Good Excellent
YOU SaW?
) . Thinking about your visit with the person you saw, how would you rale how . Vi "
t
Access Access Scheduling Appointments 1059 vou wailted to qet 2n appointment? Poor Fair Good ery Good Excellen
Timeliness to be seen for Thinking about your visil with the person you saw, how would yau rale the " v,
G |
Access Access care tength of time wailing at the office? Poer Fai Good ey Good Excelient
e o e 0Lt 8 Sl Gt e vt o
' . L i 1k re right away in
Access Background Background Iafo for heallh care. In the last & months, did you by to sée a docor or other Never Sometimes Usually Ahways care right away i
: y L the last 8 months
heallh professional right away to get care for an illness or injury?
in the last 6 months, did you phone a doctor's office or ¢linic during the day
Access Backgraund Background Info Manday lo Friday to aet medical help or advice for vourself? Yes No
in Ihe last 6 months, did you try to make any appointments with a doclor or
e
Access Background Background info other heallh professionat for reqular or routing health care? ves No
idonthavea
ACCess Backgreund Background Info In the Iast & months, did you try to see your parsonal doctor or nurse? Yes No personal doctor or
nurse
I haver't tried to get
. . an appointment for
Timfiness to be seen for |In the last & months, when you needed reguiar of rouline health care, how N .
A . ' . "
CCesSs General care often did you get an appointment as 5000 88 you wanted? MNever Sometimes Usuaily Always :wmc_mq or routineg
carg in the 1ast §
months
Timliness to be seen for In the last 6 months, when you tried be seen for an illness or injury, how Thaven't tried to get
Access General care often did you see a doctor or olher health professional as soon as you Never Sometimes Usually Always care fight away in
wanted? 1he last 6 months
In the fast & months, how often did you wait in the doctor's office or clinic | haven't had any
Access General Wailing area more than 30 minules past your appointment time to see he parson you Never Sometimes. Usually Always appointments in the
went o see? 1as1 & months
1 dor't have a
personat doctor or
y nuwrse or | haven't
5 ) y in the last 6 months, how often did you have 10 see someone aise when you " .
Atcess Patient Preferences Provider Oplions 5 Never Sometimes Usually Always tried to see my
wanted to see your personal doctor or nurse? persanal doctor or
nurse the last 6
months.
" . . . . F haven't tried to find
Access Patient Preferences Provider Options E_Mo__”_mm_ m.wﬂ.%mewwﬂhmmm:: _”—mm_._“snm ﬂﬂﬂ%i@m you. was it easy to fird 3 Yes No a personal doctor or
pe you PRy Wi nurse for myself.
" ) { didn't nged to see
" . . ths, hy - .
Access Patient Preferences | Scheduling Appointrents| fn the last & months. how often dic you see 2 specialist when you thought Never Sometimes Usually Always a specialistin the
you needed one?
1251 6 months
t haver't phoned for|
Medical information  |In the last § manths. how often did you get the medical help or advice you Mm.a_n““ ﬂw_u ,ﬂm
ACcess Phong reqarding your needed when you phoned the doctor’s office or clinic during the day Monday Never Sometimes Usually Always a am_w..“”ao” n_mw .o
re ndition by ph 1 i ? y
care/condition by phone |to Friday? Friday in the last 6
months
) cmtet A 1didnt need to see
" " in the last & months, in order 1o see 2 specialist did you need to geta A A
A hedul . o
cCess Process / Sequence [ Scheduling Appoinliments referral. that is approval or permission, from your doctor? Yes No mmmwmﬂd oﬁs _.ﬂ mz..m
{ dign't need to see
a specialist in the
Access Process / Sequence | Scheduling Appaintments In the last 6 months, was it always easy to get a referral when you needed Yes Mo _mmﬂ.m q..oasm ord
one? didn't need a
referral in the last 6
months
I never phoned for
- Medical information or never got medical
Timliness to be seen for y In the iast & months, how often did you get help or advice during the day help or advice
Access regarding your . - > Never Sometimes Usualk Abwgy i
2 Y S :
care care/condition by phone Monday to Friday without a fong wait? during the nmv. ]
Monday to Friday in
the last 6 months
Access Patient Preferences Visil Time In the tast & months, haw often did doctors or ather health professionals Never Somalimes Usuatly Always | had ne visits in the

spend enough time wilh you?

tast 8 months
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- . ical understanding of [In the last 6 months, how often did dectors or aiher health professionals . ! had no visits in the
N " y . Mever ! es li} Alwa
Continuity megical hix medicat history know whal vou theught they should know about your medical histony? Ve Somelim Usually Vs iast 6 monihs
Continuily personalized care umaon“”_:ﬂmﬂhnmq © |Da you have one person you think of as your personal doctor or nurse? Yes No
Communication / info 3 In the lasl 6 months, how often did doctors or other health professionals . I had no visils in the
metims Usuall Alw
Courtesy Transfar Pergonal interest fisten carefully to vou? Never Sometimes sually ays last 6 months
 haven't tatked to
In the last § months, how often was office staff at a doctor's office or clinic . staff at 3 doctor's
N metire Usualk Afwar
Courtesy General overal as helpful a5 you thaught they shauld be? Never Sometimes uay i
last 8 months
| haven't talked to
. in the last & months, how often did office staff at a doclor's office or clinic . staff ata doctor's
: tion i Al s
Courtesy Qverall Patient Preferences treat you with Courtesy and respect? Never Sometimes Usually ways office or chnic in the
jast 6 months
Education and Status of Health, Medicat Info about In the last 6 months, how often did doctors or other heaith professionals 5 Fhad no visits in the
. e P ; ) all i
Information Condition health/condition explain things in 3 way vou could understand? Never Sometimes Ysually Anways last & months
£n f monitering |In the last & months, how often did { the tests or treatment ! haven't needed
Praferences monitoring & checking Scmm.um_c ﬂ_o enng _n mswm need Mw aw O 6 you g& s of you Never Sometimes Usually Always tests or treatment in
cnecking ought you ed the Jast 6 months
No decisions were
. info about In the fast & months, how often were you involved as much as you wanted in| " made about my
it 1 .
Preferences. Palient Preferences heaithicondition  |these decisions about your health care? Never Sometimes Usually Always heallh care in the
last 6 months
A personat doctor or nurse is the health professional whe knows you best,
. Personal provider - [ This can be 2 general doctor, a specialist doctor, 2 nurse practitioner, a
1 P S o 5 y N L , N
Preferences Patient Preferences continuity physician assistant, or a nurse. Since you jeined the plan, have you tried to Yes 2
find a personal doctor or nurse for vourselt?
We want to knaw your rating of the specialist you saw most often in the 135t | 1=Worst personal 10=Best specialist { didn't need fo see
Preferences Patien! Preferences Salisfaction & months. Use any number on a scale from 0 to 10 possible, ang 10 is the doctor or nurse ossible a specialist in the
best specialist possibie. How would possible P last & mos,
" Patient concems In the kast 6 months, how often did dociars or other health professionals " I had no visils in the:
fi i i
Preferences personaiized care understood Show respect for what ou had o sav? Never Sometimes Usually Always last 6 menths
oot o s o 015 20 whels 030 ek posonsdoci | SO g6sonal | 10=Bestporsons | I dor nove =
Prefere i tisfacti " . tor tor or
eferences persenalized care Satisfaction nurse possible and 10 the best personal doctor of nurse possible, How doctor of nurse docto of nurse personal doctor o
possibie passible NUrse
would you rate your personal doctor or Aurse now?
- . Personal provider - . N
Coordination personglized care patient identificalion Do you have one person you think of as your provider? Yes No
Timeliness to be seen lor| How long do you usually ave 1o wait between the time you make an More than 8
- N 2 K o4 S ¢ o 8 wi
Access Access care appaintment for care and the day vou actually see the provider? 2 days or less 3 days o 1 week 1102 weeks 310 4 week 510 6 weeks 7 Beks weeks
S . . . More than 1/2 hour
Timeliness to be seen forj Once you get to your provider's office, how Jong do you usually have to wait Less than 10 . 18 minutes to 1/2 . More than 1
R ' i ! 10 1h
Access Access care o 5ee your provider when you have an appointment for care? minutes 1010 15 minutes hour but ”M_.HWM: 45 (48 minutes to 1 houy hour
tralive infc Information: Avaita of answers o questions about benefits or services
Access Administrative Issues y, covered covered : Poor Fair Good Very Good Excellent
services, alc.) -
Acgess Patient Praferences Personal provider Choice and Continyity: Ease of seeing the doclor of your choice. Poor Fair Good Very Good Exceflent
Access Patient Preferences Visit Time ﬁ%ﬂmagmu Care: Amount of time you have with doctors and staff during a Peor Fair Good Very Good Excellent
Access Access Office hours - site of carej Arranging For and Getting Care: Hours when the doclor's office is open. Poor Fair Good Very Good Excellent
. N Arranging For and Gelling Care: Arrangemenls for making appointments for "
A S P . !
cCes hone Scheduling Appointments| medical cara by phore, Poor Fair Good Very Good Excellent
A . personal provider - ) . .
Continuity personalized care continuity When you go for medical care, how often ¢o you see the same doclor? Always Most of the time Somelimes Rarely or never
. . P | ider - N . i .
Coordination personalized care mammwanﬁ%amﬂ When you go for medical care, how often do you see the same provider? Abways Most of the time Sometimes Rarely or never
| Courtesy General overall Interpersona? Care: Friendliness and courlesv shown 1o you by GoGtors. Poor Fair Goed Very Good Excelient
Courtesy General overall interpersonal Care: Friendliness and courlesy shown 1o you by siaff. Poor Fair Good Very Good
i i N . .
Courtesy personalized care vma,_muwwm_wwmém Communication: Attenlion given to what you have to say. Pgor Fair Good Very Good Excellent
. Administrative info . y y .
Education and . ) Availability of information from your plan about eli ty. covered services, .
Information Administrative issues ) or administrative issues. Poar Fair Good Very Good Exceilent
sarvices, ete.)
Education and y . P . . "
Information FinanciakCest Issues Costs of care Availability of informatien fom vour doctor or plan about costs of care, Poor Fair Good Very Good Excellent
) Medical information . - I s )
£ducation and y Arranging For ans 4 re: Availabiity of m | inf ion or -
nformation Phone cegarding your by wzmr % d Geting Care: Avallabiily of medical information or advice Poor Fair Good Very Good Excellent
carelcondition by phone .
. - . i 4
Emotional support personalized care Personal interest mﬂwﬂamagmw Care: Reassurance and support offered 1o you by doctors and Poar Fair Good Very Good Excellent
Preferences Patient Preferences Personal interast Choice and Continuity, Arrangements for choosing a personal doctor., Poor Good Very Good Excellent
Preferences Privacy Personal interest Interpersonal Care: Regpect shown to you, attention to your prvacy. Poor Goog Very Good Excellent
Preferences Quglity of Care CQualily of service Querall quality of care ang services. Poor Goed Very Good Excellent
Preferences Quality of Care Quality of service There are some things about the medical care | receive that could be better. Strongly agree Not sure Disagree Strongly disagree
y ' . Would you recommend your current health insurance phan to your family or "
Prefarences lity of Car: I . ]
Quality of Care Quality of service friends if they needed care? Definitely yes Probably yes Frobably not
Preferences Quality of Care Satisfaction | am disgatisfied with some things about the medical care | receive, Strongly agree Agree Not sure Disagree Strongly disagree
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Peoi of Cuestions v2.xls

Taxonemy |systemalic Genorat lssua (sys! y Issua [
classification by VHA G538 or by overal fassif] t by secandary Quostions P P Rosp P P
major catagory] calegory of the question] ategory of the question]
Preferences CQuality of Care Satisfaction 1 am very satisfied wilh the medical care | receive. Strongly agree Agree Nol sure Disagree Strongly disagree
Education and Treatment & treatment | Explanation of ilness,
Informalion options, lests, treatment, trealment | Communication: Explanations of medical procedures and tests, Poor Fair Good Very Good Excellent
procedures oplions
Emotional support personalized care Personal interest Interpersonat Care: Personal interest in you and your medicat probiemns Poor Fair Good Very Good Excelient
" Treatmenl & treatment Explanation of illngss, . . . .
Education and y Here is a question about the visit you just made. in terms of your .
y options, tesls, treatment, treatment " . y - Foor Fair Good Very Good Excellent
Information orocedures eptions salistaction. how would you rate the explanation of what was done for you?
- Here is a guestion about the visit you just made. In temms of your
Access Access A_Sm__zmmmn.mn“m seen for salisfaction, how would you rate the fenglh of time spent waiting al the office Poor Fair Goed Very Good Excelient
1o see the doctor?
Here is a question about the visit you just made. In terms of your
Access Access Scheduling Appsintiments|satisfaction, how would you rate the length of fime you wait between making Poor Fair Good Very Good Excelient
an appointment for routing care and the dav of your visit?
Pharmacy / Medgication Please rate Ihe following aspects of the health care you received from
_Mmc g Overall Prescription services  [providers in the past 12 months. Services available for getting prescriplions Poar Fair Good Very Good Excelient
filted.
o Thinking about your most recent hospitat stay, how woutd you rate how easy .
ood i not apph
Access General Timeliness of treatments it was to ael your doclar when needed? Poar Fair Good Very g Excellent Boes pply
" Thinking abgut your most recent hospital stay, do you think thal the amount .
t t 5|
Access personalized care of time vou spent in the hosoital was: Too short About righ Too fong Not sure
P - . Frequency of monitoring | Thinking about your mast recent hospital stay, how wouid you rate how .
N Ve lent Does not )
Coardination manitoring & checking & checking often nurses checked on vou to keep track of how you were doing? Poor Fair Good £y goad Excellen appy
P~ . . Frequency of monitoring | Thinking abeut your most recent hospital stay, how would you rate how .
. Wi lent Does not i
Coordination monitoring & checking & checking often doctors checked on you to keep track of how vou were doing? Poor Fair Good 7y 9o0¢ Excellen ot apply
— i . Thinking about your most recent hospital stay, now would you rate .
1 - Fi Wi flent D n
Coordination overall Coordination - providers teagmwork among all the providers who cared for you? Poor alr Good ‘ery good Excelte 2es not apply
. . Trinking about your most recent hosgital stay, how would you rate counesy .
if F; Vi Hent O n
Courtesy personalized care Patient Preferences and respect shown to vou by doGiors? Poor 2ir Good ey good Excelien aes not apply
" . Thinking about your most recent hospital stay, how would you rale courtesy .
i not appl
Courtesy personalized care Patient Preferences 2nd respect showr: to you by nurses and ather health professionals? Poor Fair Good Very good Excellent Does not apply
N " Explanations of what to L .
Education and Bischarge & Follow- i | THiRKing about your most recent hosgilal stay, how would you rate how well .
: : . t L
Information up/Home Care expect m:MM mmmnmmmﬁ leaving doctors explained what to expecl and what to do after leaving the hospital? Poor Fair Good Very geod Exceflent Boes nal apply
. . Explanations of whal ta | Thinking about your most recent hospital stay, how would you rate how weil
h - . . . "
mw:wmw«.ﬁﬂha U_mwu_ﬂmww MMWE expect & do after leaving {nurses and other health professionals explained what to expect and what to Foor Fair Good Very good Excellent Does not apply
hospital do after feaving the hospitat?
Educalion and Explanations of what to | Thinking bout your most recent hospital stay, how would you rate how well
information Instructions. expect re: tests, Aurses and other heallh professionals explained what to expect about lests Poor Fair Good Very good Excellent Does not apply
treatments and treatments?
. Treatment & lreatment | Expianation of #iness or . .
Education and . Thinking about your most recent hospital stay, how would you rate how welt .
: oplions, tests, treatment, treatment 5 ) U Poor Fair Good Very good Exgeltent Does not apply
information procedures oolions doclors explained your iliness and treatment options?
" . oy Thinking about your most recent hospital stay, how would you rate how well .
Emotional support Patient Preferences Communication doctors listened 1o vou? Poor Fair Good Very good Excelient Does act apply
) ) o Thinking about your mast recent hospital stay, how would you rate how well .
Emetional support Patient Preferences Communication nurses and other heaith srofessionals listaned 0 vou? Poor Fair Good Very good Excellent Does not 2pply
] ) Patient concerns Thinking about your mos!t fecent hospilal stay, how would you rate how "
Emotional support personalized care enderstood sensilive Joclors were to your special problems and concerms? Poor Fair Good Very good Excelient Boes nat apply
Patient concems ™ g about your most recent hospital stay, how would you rate how
Emolional support personalized care understood sensitive nurses and other heaith professionals were 10 your special Poor Fair Good Very good Excellent Does not apply
roblems and concems?
et Communication wilh . |
. Communication f Info y Thinking about your most recent hospital stay, how would you rate Doctors' .
Family Invelvement Transfer nmw_m:.wﬂ ,MM Mw”..__"_mm " |communication with patienls and famities? Poor Fair Good Very good Excelfent Does not apply | Does not apply
- Communization with L ’
Communication / Info 3 Thinking about your most recent hospital stay, how would you rate Nurses'
E R A .
2rmily Involvement Transfer P m:mamem%ms S tand other heallh grofessionals' communicalion with patients and families? Poor Fair Good very good Excelient Dogs not appiy
. I efficiency - palient Thinking aboul your most recent hospital stay, how would you rate how .
Phr E 1. . : ]
ysicat Comfort personalized care inconveniance cuickly the nursing stalf responded (o vour Gale? Paor Fair Good Very good Excellent Does not apply
. Patient concerns Dig your doctor involve you in decisions about your care during your most
Pri tient Pref .
eferences Patient Preferences understood racent hosoltal stay? Yes No Does not apply
" . ' Thinking about your most recent hospilal slay, how well dig your hospilal Did not meet my
| f
Preferences Quality of Care Quality of service slay meet your needs? Fully met rmy needs | Partly met my needs needs
" " . Thinking about your most recent hospital stay, how would you raté the .
i lit - y i :
Preferences Quality of Care Quality of service everall cuality of care and services you received from the hospital? Poor Fair Good Very good Excellent Does not apply
" y " How dissatisfied or satisfied were you with the overall hospitat care you . . 5 Neilher Dissatisfied " "
Preterem ality of Car . . d o d
Ererences Quality of Care Satisfaction received during the last 12 months? Very D Nor Salisfiec Satisfied Very Satisfied | Does not apply
) L i Did nol need to be
Status of Health, Medical Thinking about your maost recent hospital stay, how much werg you helped "
Prefererx M '
eferences Condition Overall by your hospitel stay? Helped a ot Helped z litile Not helped helped or expect
help
. . Thinking about all your hospital care in the past 12 moalhs, how would you
. Dischar: ltow-up / | Disch: follow- . . : . -
Transition arge & Follow-up isc m.B@. ol 9_... up care rate getling help from ihe hospital staff in arranging for follow-up care, if you Big problem Small problem Not a proatem
Home Care instructions needed it?
Thinking about alf your the menlal health care during the last 12 months,
Access Patient Preferences Provider Options how much of a problem did you have with the choice of mental health Big problem Emalt problem Not a problem

professignals avaiable 1o vou?
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Poot of Questions v2 s

Taxonomy fsystematic
crassification by VMA CSS or
maor categony]

Gonorm! lssun |

¥ Issuo |

crassilication by overall
catagory of the question]

numw;_nu..o: by wmooaqu_@.
categery of the question]

Quoalions

Access

Access

Timeliness ta be seen for

care

On your most recent visit 16 2 mental heatth professional, how much of a
problem ¢id you have with how long you waited umgwwz making an
appointment and the dav of your visit for ad

2 days or less

3 days 10 1 week

110 2 weaks

3to 4 weeks

510 6 weeks

710 8 weeks

More than 8
weeks

Access

Access

Timeliness to be seen for

Care

On your mest recent visit to a mental heaith professional, how much of a
problem did you have with how long you wailed between making your first
appointmant and the dav of your first visit?

Big problem

Srmakl problem

Nt a problem

Courtesy

General

Overall-Mental Health

On your most recent visit to a mental health professional, how mach of a
problem did you have with courtesy and respect shown (0 you by your
mentzl health professionai?

Poor

CGoad

Very good

Excellent

Does not apply

Courtesy

Patient Preferences

Communication

Thinking about all your mental health care during the past 12 montns, did
your menial heallh professional involve vou in decisions about vour care?

Yes

No

Coes Not Apply

Courtesy

personalized care

inte about
heaith/condition

Courtesy

personalized carg

Patient concerns

understood - privacy

QOn your most recent visit to a mentat :mm_ﬁ professional, how would you

Poar

Fair

Good

Very Good

Excellent

Does not apply

On your most recent visit lo 2 mental health professional, how woukd you
rate bow well your mentat health prefessianal kept information about you
cenfidential {secret)?

Poor

Fair

Good

Good

Excellent

NIA

Emational support

Emotional Support

Personal interest

On your most recent visit 10 a mental heaith professional, how would YOu
rate reassurance and support offered by your mental health professional?

Foor

Fair

Good

Very Good

Excellent

Courtesy

Communication / Info
Transfer

Palient concems
understood

This question is about how you feel about the medicai care you receive, We
are interested in your feelings. geod and bad, about the medica! care you
received in the last 12 months. Doctors sometimes ignore what | tell them.

Strongly agree

Agree

Uncertain

Disagree

Strongly disagree

Courtesy

Courtesy

Overall-Phys

This question is about how you feel about the medical care you receive, We
are interested in your feefings, good and bad, about the medical care you
received in the fast 12 months. My doctors treat me in a very friendly and
courtecus manner.

Strongly agree

Agree

Uncertain

Disagree

Strongly disagree

Courtesy

Quality of Care

Efficiency - patient
incenvenience

This question is about how you feel about the medical care you receive. We
are interested in your feelings, good and bad, about the medical care you
received in the last 12 months. Those who provide my medical care
sometimes hurry too much when they treat me.

Prefergnces

Quality of Care

Quality of service

Strongly agree

Agree

Uncertgin

Disagree

Strongly disagree

This queslion is about how you feel about the medical care you receive. We
are inlerested in your feelings. good and bad, aboul the medical care you
received in the fast 12 months. | think my doctor's office has everything
needed to provige complete medical care.

Strongly agree

Agree

{Uncertain

Disagree

Slrongly disagree

Courtesy

Persenal interest

This question is about how you feel about the medical care you receive. We
are interested in your feelings, good and bad, about the medical care you
received in the last 12 months. Doctors act oo businesslike and impersonal
toward me.

Strongly agree

Agree

Uncertain

Qisagree

Stiongly disagree

Preferences

Curality of Care

Quality of service

This question is about how you fee! about the medical care you receive. We
are interested in your feelings, good and bad. about the medical care you
received in the last 12 monlhs, The medicai care | have been feceiving is
just about perfect.

Access

Access

Referrals

Strongly agree

Agree

Uncertain

Disagree

Strongly disagree

This question is about how you fee! aboul the medical care you receive. We
are interested in your feelings. good and bad, about the medical care you
qmnméma in the fast 12 months. | have easy access to the medical

Strongly agree

Agree

Uncertain

Disagree

Strongly disagree

Access

Efficiency

Timeliness to be seen for

care

This queslion is muoc” how you feel about the medicat care you receive. We
are inferested in your feelings, good and bad, about the medical care you
received in the {ast 12 months. Where | get medical care people have to
wait 100 long for emergency treatment.

Education and
information

instructions

Why tests or procedures

scheduled for you

Slrongly sgree

Agree

Uncertain

Disagree

Strongly disagree

This question is about how you feel about the medica! care you receive. We
are interested in your feelings, good and bad, about the medical care you
received in the last 12 moaths. Doctors are good about explaining the
reason for medical tests.

Access

Access

Timekiness to be sean for

care

Strongly agree

Agree

Uncertain

Disagree

Swongly disagree

This question is about how you feel about the medical care you receive. We
aie interested in your feefings, good and bad, about the medical care you
received in the last 12 monlhs. § fing it hard to get an appointment for
medical care right away.

Access

personalized care

Visit Time

Strongly agree

Agree

Urcertain

Disagree

Strongly disagree

This question is abaut how you feel aboul the medical care you receive. We
are interested in your feelings, good and bad, about the medical care you
received in the tast 12 months. Doctors usually spend plenty of time with
me.

Strongly agree

Agree

Uncertain

Disagree

Strongly disagree

Access

Access

Timeliness to be seen for

care

This queslion is about how you feel about the medicai care you receive. We
are interested in your feelings. good and bad, about the medical care you
received in the last 12 menths. | am able to get medical care whenever |
need it

Strongly agree

Agree

Uncertain

Disagree

Strongly disagree

Access

Access

hospital care

Accessibiily and Conveniance: if | need hospital care, | ¢an get admitted
without any trouble

Access

FinancialCost issues

Costs of care

Strongly agree

Agree

Uncertain

Disagree

Strongly disagree

This question is aboul how you fee! about the medical care you receive. We
are interested in your feelings, good and bad, about the medical care you
received in the 135t 12 months, | have 10 pay for more of my medical care
than | can afford,

Access

Financia/Cost Issues

Costs of care

Strongly agree

Agree

Uncestains

Disagree

Strongly disagree

Financial Aspects: Sometimes I go without the medical care | need because
i is 100 expensive.

Strongly 2gree

Agree

Uncertain

Disagree

Strongly disagree

Access

Access

Timeliness to be seen for

Calg

Accessibility and Conveniance: | am usually kepl waiting for a long time
when | am at the dogtor’s office.

Strongly agree

Agree

Uncertain

Disagree

Strongly disagree

Access

Access

Timeliness to be seen for

care

Accessibility and Conveniance: it is easy for me to gel medical care in an

emergency.

Strongly agree

Agree

Lincertain

Disagree

Strongly disagree
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Pock of Questions w2 s

Taxonomy [systemalic

classification by VHA C85 or

Ganoral Issue {systemat
cassification by owerall

Socondary Izsuq {sysiematic]
dossification by secondary

Quealions

monlh

major category] category of he question] calegary ol the question]
Access Access Tirned ammmn%Mm seen for| wwmwwma__mﬁmna Corweniance: I's hard for me to get medicat care on short Strongly agree Agree Uncertain Dissgree Strongly disagree
y . Accessibility and Conveniance: The office hours when | can get medical : y "
- I Uncertain agree Strongly disagree
Access Patient Preferences | Office hours - site of care care are converient {qood) for me. Strongly agree Agree el Disag ngly disag
" . Accessibifity and Converiance: The office where | get medgical care should " " :
- ertal trongly disagree
Access Patient Preferences | Cffice hours - sile of care e open for more hours than it is. Strongly agree Agree Uncertain Disagree Strongly disagl
" Accessibility and Conveniance: if | have a medical question, | can reach a . . -
" n Disagree Swongly disagree
Access Fhone Answered queslions doclor for help withoul any problem. Strongly agree Agree Uncertain sag gly disag
. . . . Accessibility and Conveniance: Places where | can get medical care are ) . .
- A ai Disagree trongly disagree
Access Physical Environment Location - site of care very conveniantly located. Strongly agree gree Uncerain isag Strongly disag
Communication / Info Communication: During my medical visits, { am ahways allowed to say . . .
A i Disagre: rongly disagr
Courtesy Transler Overal everyihing that | think is imantant Strongly agree gree Uncertain isagree Strongly disagree
Communication / fnfo Patient concems o y . . )
: It n Disagr Strongly disagree
Courtesy Teanster understood Communication. Doctors kisten carefully to what | bave to say. Strongly agree Agree Uncertai isagree rongly disag
Counesy Courtesy Cverali - doctor Hﬁwﬂa onal Aspects: The dectors who treat me should give me more Strongly agree Agree Uncertain Disagree Strongly disagree
. Patient concems . " " . - N
Courtesy Emational Suppornt understood Interpersonal Aspects: Sometimes doctors make me fee! foalish. Strongly agree Agree Uncertain Disagree Strongly disagree
. . Interpersanal Aspects: The doctors who treat me have a genvine interest in . 5 .
trongly disagret
Cgurlesy personalized care Personal interest e 35 3 persan. Strongly agree Agree Uncertain Disagree Strongly disagree
" : Interpersonal Aspecls: When | am receiving medical care, they should pay " . :
ri; trongly disagre
Courtesy personzlized care Privacy more attention t my privasy. Strongly agree Agree Uncertain Disagree Strongly disagree
Education and . Why lests or procedures |Communication: Sometimes doctors use medicat terms without explaining " : srangly disagr
Information instructions scheduled for vou \what they mean. Strongly agree Agree Uncertain Disagree Strongly disagree
Emotional support Emotional Suppon Personal interest Hmﬂﬁﬁ,m:mgm“ Aspects: Doctors always do their best 1o keep me from Strongly agree Agree Uncertain Disagree Strongly disagree
" . Here are some questions about lhe visit you just made. in terms of your " I
Access personalized care Satisfaction satisfaction. fiow would you rate the time spent with the person you saw? Excefient Very Good Good Fair bl
. Has & VA medical staff menber encouraged you andior your family to
Palianl f
akigal Safety Preferences Safety become gctively involved in your care plan? Yes No
Do you remember 3 VA medical siaff member asking you 1o state your full
Patient Safety Safety name and your social security number or birth date before you were Yes No
treated?
Patient Safety Salety Has a VA medical mamm member helped you document a complete dist of Yes No
your current medications?
Patient Safety Did you receive surgery? ‘Yes Na
. If yes, do you remember the doctor marking part of your body with a pen to
f .
Patient Safety Satety indicate where the operation would be done? Yes No
: Do you remember your doctars andfor nurses washing their hands with soap]
P ! fel . . N
atient Safely Safaly and waler, using a hand-rub, or putting on gloves before touching you? Yes Ne
Patient Salety Safety 1m<n you ever expressed a concern about your safety during a stay at & VA Yes No
medicat facilily?
Palient Safely Safety If so. would vou care 16 comment? {open text)
" Have you ever expressed a concem about your safety dusing 2 v
feb
Pationt Safety Safety outpatient facility? Yes o
Patienl Safety Safety If s0. would vou care to comment? {open text)
Patient Safety Safety 0o you have any osther comments about oatient safety at VA facites? Yes No
Patient Safety Salety Please rate your overall sense of safety at this haspi Poor. Fair Sood Very Good Excellent
Patient Safety Safety Please rale your overall sense of seurily at this hospital. Poor Fair Good Very Good Excellent
Patient Safety Salety How safe is the heaithcare that is provided 16 you? Poor Fair Good Very Good Excellant
Patient Safety Salety How safe is the equipment used in vour care? Foor Fair Good Very Good Excellent
Patient Safety Salety ”%,NWMMM:M the physical environment {lighting, floors, condition of Poar Fair Good Vary Good Excellent
Patient . . N
" Did you have a complaint about how you were treated (medically or
A . o .
a,._omm_mﬂ_ojm::u_m_i personally) during your last healthcare visit or hospitalization? Yes No
Patient 5 N . Did not report the
. H you reperted this complaint to someone at the VA location where you . .
Advocate/Complaint . ) y y Patient Advocate Other VA Staff Treatment Team | complaint to 2 VA
Resclulian received your care, 1o whom dig you report this compiaint? employee
Patient . "
. On a S-point scale, how easy was it for you to find someone to hear your Neither easy nor . ) -
>a<o§m5nwav_m§ complaints? (Please mark onty ane} Very easy Easy difficuit Difficutt Very difficult Not Applicable
Resolution
Patient
Advocate/Complaint How long is it reasonable to wait or a complaint like yours to be resoived? Same Day 2-7 days 8-14 days 15-21 days More than 21 days
Resolution
Patient Did not report a
Advecate/Complaint Was your complaint o problem settfed to your satisfaction? Yes No wz _mw_.;
Resolution compl
Patient
Advocate/Complaint How long did it take for the VA hospitat to resofve your complaint? Same Day 2-7 days 8-14 days 1521 days Mare than 21 days for it to be
Resclution resolved
) ! T thought
Fatien " i you did not report this complaint, what was the most important reason you | ¥ didn't know where 'vias afraic QS&m. complaining 1 wasn't sure | hag I did not have a
Acvocata/Complaint did nol report il? {Please mark only one) o complain would happen i1 ouldn't do an the right to complain; Other complaint
Resolution P ) Y ompl did complain w anod Y 9 P 4
Access status of heaith What was the reason for vour admission? Annual Exam Medical Problem: {Surgucat Prghlem
ACCeSS status of health How long were you: here for this stay? Less than one week |1-2 weeks 2-4 weeks More than one
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Poct of Questions v2 ¥s

(PATIENT'S} death such as burial benefits and funeral arrangements?

Taxonomy [systematic Ganoral 1$3ue [systematic | Sacondary Issuo [systemalic|
classification by VHA C88 or classification by overall dassilication by secondary Quualions P R P
major calegory] category of the question] calegory of the question]
Courtesy personalized care When vou first arrived on the unit, were vou made to feel welcome? Yes, compietely Yes, somewhal Not at alt
ACCESS organization How would ygu rate the admission process Poar Fair Good Very aood Excellent
Courtesy personalized care id the staff introduce themselves to you? Almost al the time _|Most of the time Some of the ime {None of the time:
Education and Information quality of care Did you know Ihe roles of staff members? Almost all the time | Most of the time Some of the time_{None of the time.
Emolional Support personal interest you find the staff compassionate and reassuring? Almost alf the time | host of the time Some of the time_[None of the lime
Emotional Suppont 0id your doctor listen to your concems? Almost ali the time | Most af the time Some of the timg ane of the time
Emotional Support personalized care Did your nurse spend exira lime with vou # vou had a concem? Almost all the time [ Most of the time Some of the time_[Nane of the time
__:3 & Education status of health Did you feel that you were given choices regarding vour care?. Almost all the time | Most of the time Some of the time |None of the time
Courtesy privacy Whenever passible. do you feel the staff tried Lo prevent others from hearing| - "y T e Some of the lime |Nong of the time
information about you?
Courtesy privacy Wﬁwﬂﬂ.ﬂwm close daors andfor pull curtains to help you maintain your Almost aif the time  |Most of the ime Some of the lime  jNone of the time
Info & Education information Were you told about lests being ordered before taking for them? Almost all the time _|Most of the time: Some of the time {None of the time
Courtesy How did we de getting vou ready and o appoiniments in ime? Poor Fair Good Very good Excellent
Infe & Educalion information Did somegne explain test results in 2 way you could undersstand? Not at all Sometimes Almost alwavs Completely Did not have tests.
Physicai Comiort persanalized care If you had pain, how well was it controlled? Net at all Sometimag Almost always Completely Did not have pain
o " If there was a social wosker invoived in your care, did you feel that he/she Gid not see a social
N letelyf t
Continuity transition helped smooth vour transition from hospital to home? Yes.campletely Yes, somewha No worker
. y If you met with 1he psychologist during your stay, did you feet he/sihe was Didnotseea
lyf e
Lmetional Support quality of care supporive of vour CONCems? Yes,completely Yes, somewnal No svchiatrist
Info & Education personalized care _Wm“ﬂ“ws. ccupational therapy during your stay.how would you rale the Poar Fair Good Very good Excellent
Info & Education personalized care # YOu 5w us«m,nm_ therapy acjam Wiis. haspital stay. how would you rate the Poar Fair Good Very good Excellent
quality of the services you received?
Access support Did a _u.<> %miﬁ,.& Veterans of America} representative slop by lo see Yes No
you while vou were in the hospital?
Overall satislaction quality How would vou rate vour overall care? Poor Fair Sood Very qood Excellent
Transition to Oulpt continuity Betore you were discharged, did someone review your medicalions and how| Yes No
1o take them?
Transition to Outpt continuity MMM.HQ you were discharged, did someone explain the plan for follow up Yes No
Jnfo & Education quality care Before discharge, did someone explain what you coufd do to speed your Yes o
recovery at home?
Overall satisfaction preferences ”W.pn._._ﬂ%v,\cc ehoose 1o receive carg al this VA Medical Center again in the Agree Not surg Disagree
y ) Yes, but ne Yes, ut my Don't have a
Access me%mmmM”aonwomﬂh mmmﬁ..m”mwv.mﬂmwmmu% ﬁwmh_m“.mﬂcﬁ pamary care appointments were {provider told me o [No primary care
P il 9 PP - available come to the ER provider
During (PATIENT'S) fast VA inpatient admission, was lhere ever a problem
Bereavement Family undersianding what any dector was saying to you about thwat {0 expect Yes Ne
from treatment?
During {PATIENT S} last VA inpatient admission, do you feel that the
Bereavement Farnily doctors you talked to listened to your concerns about (PATIENT'S) medical Yes No Hag na concems
treatment?
Al any time during (PATIENT'S} last VA inpatienl admission did the doctor
Bereavernent Family preferences. or other care team member do anything with respect to end-of-life care that Yes Mo
was inconsistent with {PATIENT'S) previously stated wishas?
Ouring (PATIENT'S) 1ast VA inpalient admi
Bereavement Family respect treated with respect by those who were taking care of {him/er) - atways, Always Usually Sometimes Never
usually. sometimes, of never?
In {PATIENT'S) last VA inpatient adwmission, how often were family
Bereavement Fam informalion members kept informed about (PATIENT'S) condition- always, usualy, Ahvays Usually Sometimes Never
sometimes or never?
Al any time while (PATIENT) was under care of the VA hespital did you or
Bereavement Family Inforrnation your family receive any information about what to expect while (he/she) was Yes No
dying?
In (PATIENT S} last VA inpatient admissicn, how often did you have
. . bout (PATIENT'S) personal care needs- such as bathing -
Bereavement Fami h | fy no:nm._.:m a . . - '
eme vy paysical comfont dressing, and changing bedding-being et when you were not there-always, Abwvays Usuatly Sometimes Neves
usually, somelimes or never?
. ] Do yau feet that more should have been done by the heaith care team to
Ber men Fami !
Sreavement Hy PhYSICA COMION  hcon (PATIENT) free from gain during (PATIENTS) l2st VA admiseion? es Mo
For symptoms other than pain {such as nausea or shoriness of breath), do
Bereavement Family physical comfort you feel that more should have been done to keep (PATIENT) comirotable Yes No
Juring (PATIENT'S) iast VA inpatient admission?
In {PATIENT'S) last week, while (PATIENT) was under care of the VA
Bereavement Family hospitzl, did someone talk with you aboul your religioys gr spinituai beliefs orl Yes Mo
goncemns?
Did you have as much contact . r refigion as you
Bereavement Family wanted in (PATIENT'S) fast week, while (PATIETN} was under care of the Yes No
VA hospilal?
In (PATIENT'S) fast week, while (PATIENT) was under care of the VA
nospital, how much support in dealing with dings about {PATHINT'S) Less than wa
Bereavement Farnily emotional support death did the doctors, nurses, and other professional staff taking care of needed S Right amount
(himer) provide you - less support than was needed or sbout the right
amount?
Bereavement Information Did any VA staff members offer to assist you with practical issues related to Yes No
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Peol of Questions v2.x0s

Taxonomy [syslematic
classification by VHA C8S5 or

Ganaral issua {systemalic
fon by overalt

Sncondary lasue {systemalic

f by secandary

Quastions.

P R P Rosponsa Ruspenso Raspenso
major category} category of the quastion) category of Ihe quastion]
Bereavement Family M Yes, what issues did they hel u with? {open text)
If you were to describe the gvergil treatment of (PATIENT') and thisfher)
Bereaverment Family loved ones during (hisiher) Jast VA inpalient admission, would you say it Excellent Very Good Good Fair Poor
was excellent. verv good, qood, Tair, or poor?
. 15 there anything else that you weuld like (0 share about (PATIENT'S NARE)
Ber Famil
Sreavement amily gare dunng the last week of life? {open text)
Bereavement Family Is there anything else that you would lke to share about how the care ¢ould

have been inproved for (PATIENTY?

(open text)
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