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About the Never/Always Response Scale

This survey employs the standard CAHPS four-point response scale Never/Sometimes/Usually/Always.  Several early adopters have fielded the survey using an alternative six-point response scale Never/Almost Never/Sometimes/Usually/Almost Always/Always.  Use and testing of the performance of the six-point response scale will continue.

 SEQ CHAPTER \h \r 1Your Doctor

1.
Our records show that you got care from the doctor named below in the past 12 months. 

name of Doctor Label Goes Here



Is that right?

1( Yes ( If Yes, Go to Question 4 

2( No ( If No, Go to Question 2

2.
Did you get care from any doctors in the last 12 months?

1( Yes ( If Yes, Go to Question 3

2( No ( If No, Stop. Please return this survey booklet in the envelope provided.

3.
What is the name of the doctor you saw most often for your care in the last 12 months?

Name of Doctor 
(please print):
 
The questions in this survey booklet will refer to the doctor named at the front of the survey as “this doctor.”  If you wrote a different doctor’s name in Question 3, please think of that doctor as you answer the survey.

4.
Is this the doctor you usually see if you need a check-up, want advice about a health problem, or get sick or hurt?

1( Yes 


2( No
5.
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

2(
No

6.
How long have you been going to this doctor? 

1( Less than 6 months

2( At least 6 months but less than 1 year

3( At least 1 year but less than 3 years

4( At least 3 years but less than 5 years

5( 5 years or more

YOUR 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.

7.
In the last 12 months, how many times did you visit this doctor to get care for yourself?

1( None ( If None, Go to Question 32 on Page 9
2( 1

3( 2

4( 3

5( 4

6( 5 to 9

7( 10 or more

8.
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? 

1( Yes

2( No ( If No, Go to Question 10
9.
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 it?

1( Never

2( Sometimes

3( Usually

4( Always

10.
In the last 12 months, did you make any appointments for a check-up or routine care with this doctor?

1( Yes

2( No ( If No, Go to Question 12 on Next Page
11.
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 it?

1( Never

2( Sometimes

3( Usually

4( Always

12.
In the last 12 months, did you phone this doctor’s office with a medical question during regular office hours? 

1( Yes

2( No ( If No, Go to Question 14
13.
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?

1( Never

2( Sometimes

3( Usually

4( Always

14.
In the last 12 months, did you phone this doctor’s office with a medical question after regular office hours?

1( Yes

2( No ( If No, Go to Question 16 
15.
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?

1( Never

2( Sometimes

3( Usually

4( Always

16.
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?

1( Never

2( Sometimes

3( Usually

4( Always

17.
In the last 12 months, how often did this doctor explain things in a way that was easy to understand? 

1( Never

2( Sometimes

3( Usually

4( Always

18.
In the last 12 months, how often did this doctor listen carefully to you? 

1( Never

2( Sometimes

3( Usually

4( Always

19.
In the last 12 months, did you talk with this doctor about any health problems or concerns? 

1( Yes

2( No ( If No, Go to Question 21
20.
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? 

1( Never

2( Sometimes

3( Usually

4( Always

21.
In the last 12 months, how often did this doctor seem to know the important information about your medical history?

1( Never

2( Sometimes

3( Usually

4( Always

22. 
In the last 12 months, how often did this doctor show respect for what you had to say?

1( Never

2( Sometimes

3( Usually

4( Always

23.
In the last 12 months, how often did this doctor spend enough time with you? 

1( Never

2( Sometimes

3( Usually

4( Always

24.
In the last 12 months, did you take any prescription medicine? 

1( Yes

2( No ( If No, Go to Question 26 
25.
In the last 12 months, were you ever worried or concerned about the cost of your prescription medicine?

1( Yes

2( No

26.
In the last 12 months, did you have a blood test, x-ray or other test ordered by this doctor? 

1( Yes

2( No ( If No, Go to Question 29 on Next Page
27.
In the last 12 months, how often did someone from this doctor’s office follow up to give you the results of your blood test, x-ray or other test?

1( Never

2( Sometimes

3( Usually

4( Always

28.
In the last 12 months, were you ever worried or concerned about the cost of your blood tests, x-rays or other tests?

1( Yes

2( No

29.
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?

· 0
 Worst doctor possible 
· 1
· 2
· 3

· 4

· 5

· 6

· 7

· 8

· 9

· 10
Best doctor possible 
CLERKS AND RECEPTIONISTS AT THIS DOCTOR’S OFFICE

30.
In the last 12 months, how often were clerks and receptionists at this doctor’s office as helpful as you thought they should be?

1( Never

2( Sometimes

3( Usually

4( Always

31.
In the last 12 months, how often did clerks and receptionists at this doctor’s office treat you with courtesy and respect?

1( Never

2( Sometimes

3( Usually

4( Always

ABOUT YOU

32.
In general, how would you rate your overall health?

1( Excellent

2( Very good

3( Good

4( Fair

5( Poor

33.
In the past 12 months, have you seen a doctor or other health provider 3 or more times for the same condition or problem?

1( Yes

2( No ( If No, Go to Question 35 on Next Page
34.
Is this a condition or problem that has lasted for at least 3 months?  Do not include pregnancy or menopause.

1( Yes

2( No  
35.
Do you now need or take medicine prescribed by a doctor?  Do not include birth control.

· Yes

· No  ( If No, Go to Question 37 

36.
Is this to treat a condition that has lasted for at least 3 months?  Do not include pregnancy or menopause.

1( Yes

2( No  
37.
What is your age?

1( 18 to 24

2( 25 to 34

3( 35 to 44

4( 45 to 54

5( 55 to 64

6( 65 to 74

7( 75 or older

38.
Are you male or female?

1( Male

2( Female

39.
What is the highest grade or level of school that you have completed?

1( 8th grade or less

2( Some high school, but did not graduate

3( High school graduate or GED

4( Some college or 2-year degree

5( 4-year college graduate

6( More than 4-year college degree

40.
Are you of Hispanic or Latino origin or descent?

1( Yes, Hispanic or Latino

2( No, not Hispanic or Latino

41.
What is your race?  Please mark one or more.

1( White

2( Black or African American

3( Asian

4( Native Hawaiian or Other Pacific Islander

5( American Indian or Alaskan Native

6( Other

THANK YOU

Please return the completed survey in the postage paid envelope.

SUPPLEMENTAL ITEMS CLINICIAN AND GROUP SURVEY

WAIT TIME FOR URGENT CARE – INSERT WU1 AFTER CORE Q.9

WU1.
In the last 12 months, when you phoned 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?  

1( Same day

2( 1 day

3( 2-3 days

4( 4-7 days

5( 8-14 days

6( 15 days or longer

AFTER HOURS E-MAIL – INSERT AE1-AE2 AFTER CORE Q.15

AE1.
In the last 12 months, did you e-mail this doctor’s office with a medical question?

1( Yes

2( No ( If No, Go to Core Q.16
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?

1( Never

2( Sometimes

3( Usually

4( Always

BEING KEPT INFORMED ABOUT APPT. START – INSERT KI1 AFTER CORE Q.16.  ADD SKIP INSTRUCTION TO SKIP RESPONSES OF “NEVER” AT CORE Q.16 OVER KI1 TO CORE Q.17.

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? 

1( Yes

2( No

HEALTH IMPROVEMENT (USE ONLY IF SAMPLE WILL INCLUDE ELDERLY OR INDIVIDUALS WITH CHRONIC CONDITIONS) – INSERT HI1 AFTER CORE Q.20

HI1.
In the last 12 months, did you and this doctor talk about specific things you could do to improve your health?

1( Yes

2( No

HEALTH PROMOTION AND EDUCATION – INSERT HP1-6 AFTER CORE Q.20.  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?

1( Yes

2( No (  If No, Go to Question HP3
HP2.  
In the last 12 months, did this doctor give you the help you needed to make changes to prevent illness?

1( Yes

2( No

HP3.
In the last 12 months, did you and this doctor talk about a healthy diet and healthy eating habits?

1( Yes

2( No

HP4.
In the last 12 months, did you and this doctor talk about the exercise or physical activity you get?

1( Yes

2( No

HP5.
In the last 12 months, did you and this doctor talk about things in your life that worry you or cause you stress?

1( Yes

2( No

HP6.
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?

1( Yes

2( No

PROVIDER COMMUNICATION – INSERT C1 AFTER CORE Q.23.  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?

1( Yes

2( No

PROVIDER KNOWLEDGE OF SPECIALIST CARE.  INSERT AFTER CORE Q.23.  NOTE THAT THESE ITEMS RECOMMENDED FOR USE ONLY IF SAMPLED PROVIDER IS NOT A SPECIALIST.  ADDITIONAL NOTE:  IF C1 IS INCLUDED, INSERT PK1-PK2 AFTER C1.

PK1.
In the last 12 months, did this doctor suggest you see a specialist for a particular health problem? 

1( Yes

2( No ( If No, Go to Core Q.24 
PK2.
In the last 12 months, how often did this doctor seem informed and up-to-date about the care you got from specialists?

1( Never

2( Sometimes

3( Usually

4( Always

RECOMMEND DOCTOR – INSERT RC1 – RC2 AFTER CORE Q29.  

RC1.
Would you recommend this doctor to your family and friends?

1( Definitely yes

2( Somewhat yes

3( Somewhat no

4( 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.

________________________________________________________________________________________________________________________________________________________________________________________________________________________

Your Most Recent Visit 

GUIDANCE ON PLACEMENT OF ITEMS ON MOST RECENT VISIT IS PENDING

These questions ask about your most recent visit with this doctor.  Please answer only for your own health care.  

RV1.
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?

1( Yes

2( No

RV2.
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? 

1( Yes

2( No

RV3.
During your most recent visit, did this doctor explain things in a way that was easy to understand? 

1( Yes

2( No

RV4.
During your most recent visit, did you talk with this doctor about any health problems or concerns? 

1( Yes

2( No ( If No, Go to Question RV6

RV5.
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? 

1( Yes

2( No

RV6.
During your most recent visit, did this doctor seem to know the important information about your medical history?

1( Yes

2( No

RV7.
During your most recent visit, did this doctor show concern about your health and how you were feeling?

1( Yes

2( No

RV8.
During your most recent visit, did this doctor spend enough time with you?

1( Yes

2( No

RV9.
During your most recent visit, did clerks and receptionists at this doctor’s office treat you with courtesy and respect?

1( Yes

2( No

RV10.
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?

· 0
 Worst medical care possible
· 1
· 2
· 3

· 4

· 5

· 6

· 7

· 8

· 9

· 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.  

INSERT OTHER DOCTORS AND PROVIDERS SECTION AFTER CORE Q.31
IF THIS SECTION IS USED, PATIENTS WHO HAD NO VISITS WITH THE SAMPLED DOCTOR SHOULD SKIP TO OD1 (change skip instruction at core item 7)

OTHER DOCTORS AND PROVIDERS AT 
YOUR DOCTOR’S OFFICE

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.

OD1.
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?

1( Yes

2( No ( If No, Go to Core Q.32 on Page __
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? 

1( Never

2( Sometimes

3( Usually

4( Always

OD3.
In the last 12 months, how often did the other doctors or providers listen carefully to you? 

1( Never

2( Sometimes

3( Usually

4( Always

OD4.
In the last 12 months, did you talk with the other doctors or providers about any health problems or concerns? 

1( Yes

2( No (If No, Go to Question OD6
OD5.
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? 

1( Never

2( Sometimes

3( Usually

4( Always

OD6. 
In the last 12 months, how often did the other doctors or providers show respect for what you had to say?

1( Never

2( Sometimes

3( Usually

4( Always

OD7.
In the last 12 months, how often did the other doctors or providers spend enough time with you? 

1( Never

2( Sometimes

3( Usually

4( Always

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?
1( Never

2( Sometimes

3( Usually

4( 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?

· 0
Worst care possible 
· 1
· 2
· 3

· 4

· 5

· 6

· 7

· 8

· 9

· 10
Best care possible 
INSERT SPECIALIST SECTION AFTER CORE Q.31.
IF THIS SECTION IS USED, PATIENTS WHO HAVE NO VISITS WITH SAMPLED DOCTOR SHOULD SKIP TO SC1 (change skip instruction at core item 7).  NOTE: IF OTHER PROVIDERS AT SAMPLED DOCTOR’S OFFICE ITEMS ARE INCLUDED, skip at OD1 should be changed to SC1).

YOUR CARE FROM SPECIALISTS 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.

SC1.
In the last 12 months, did you try to make any appointments to see a specialist?

1( Yes

2( No ( If No, Go to Core Q.32 on Page __
SC2.
In the last 12 months, how often was it easy to get appointments with specialists?

1( Never

2( Sometimes

3( Usually

4( Always

SC3.
In the last 12 months, did you and this doctor talk about the cost of seeing a specialist?

1( Yes

2( No

SC4.
In the last 12 months, were you ever worried or concerned about the cost of seeing a specialist?

1( Yes

2( No 

SC5.
How many specialists have you seen in the last 12 months?

1( None ( If No, Go to Core Q.32 on Page __
2( 1 specialist

3( 2

4( 3

5( 4

6( 5 to 9 specialists

SC6.
In the last 12 months, how often did the specialists you saw seem to know the important information about your medical history?

1( Never

2( Sometimes

3( Usually

4( 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?

· 0
Worst specialist possible
· 1
· 2
· 3

· 4

· 5

· 6

· 7

· 8

· 9

· 10
Best specialist possible
SC8.
Was the specialist you saw most often in the last 12 months, the same doctor this survey booklet refers to as “this doctor”?

1( Yes

2( No 

PROXY ITEMS – INSERT PX1-PX2 AFTER CORE Q.41

PX1.
Did someone help you complete this survey?

1( Yes (If Yes, Go to Question PX2
2( No ( If No, please return this survey in the postage paid envelope

PX2.
How did that person help you?  Mark all that apply.

1( Read the question to me.

2( Wrote down the answers I gave.

3( Answered the questions for me.

4( Translated the questions into my language.

5( Helped in some other way (Please print).

HELP WITH PROBLEMS OR CONCERNS – INSERT HPC1 AFTER CORE Q.19

HPC1.
Did this doctor help you with these problems or concerns?

1( Yes

2( No

SHARED DECISION MAKING – INSERT SD1 – SD3 BEFORE CORE Q.24

SD1.
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?

1( Yes

2( No ( If No, Go to Core Question 24
SD2.
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?

1( Yes

2( No

SD3.
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?

1( Yes

2( No

COST OF CARE – INSERT COC1 AFTER CORE Q.24, INSERT COC2 AFTER CORE Q.26

COC1.
In the last 12 months, did you and this doctor talk about the cost of your prescription medicine?
1( Yes

2( No

COC2.
In the last 12 months, did you and this doctor talk about the cost of your blood tests, x-rays or other tests?
1( Yes

2( No

DOCTOR THOROUGHNESS – INSERT DT1-DT2 BEFORE CORE Q.24

DT1.

In the last 12 months did this doctor ever examine you?

1( Yes

2( No ( If No, Go to Core Q.24
DT2.
In the last 12 months, how often was this doctor as thorough as you thought you needed?

1( Never

2( Sometimes

3( Usually

4( Always

