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QUESTION – START

Hello, my name is ______ from The _______. I'm calling on behalf of          

The State of Wisconsin's Department of Employee Trust Funds.                     

May I speak with _______________________________?                             

           Press 1 to continue the survey                                         

           Press 2 for other options                                              

ENGLISH - Hello, my name is _____________ from the ________. I'm calling on   

behalf of (COMPANY). I spoke with (CONTACT) recently about (his/her) satisfaction with the care and services received from (COMPANY), but we were unable to finish the survey 

at that time. Is (he/she) available to finish the survey?   

                         PRESS ANY KEY TO CONTINUE                              

QUESTION PREQUEST

                         PRE-CONTACT DISPOSITIONS                                              

INTERVIEWER: PRESS THE NUMBER THAT CORRESPONDS TO THE RESULT OF THIS CALL.     

             CHOOSE CAREFULLY BECAUSE YOU WILL NOT BE ABLE TO UNDO IT.         

        TRY AGAIN LATER                                                           

          No Answer or Cell Phone Out of Cell........................1            

          Busy.......................................................2            

          Answering Machine (Must Be Residential)....................3            

          Number Changed.............................................4            

        TRY AGAIN MUCH LATER                                                      

          Temporarily Disconnected/Call Blocked......................5            

        DO NOT TRY AGAIN                                                          

          Not in Service, Disconnected, Non-Working Number,                       

          Fax/Pager/Modem/Data Line, or Business/Government..........6            

                PRESS 'M' FOR MORE CHOICES, [Esc] TO CANCEL                            

QUESTION - EDIT AREA

Old phone number: (   )   -                                         

Please enter the new phone number: (   )    -                              
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QUESTION INTRO

   Hello, my name is ______ from The _________. I'm calling on behalf of        

   The State of Wisconsin's Department of Employee Trust Funds.                   

   We are conducting a survey for the state to find out how satisfied you are     

   With __________________. We have selected you at random to   

   represent people in ___________________. We recently sent you a      

   letter about this study, but let me tell you a little about the study before   

   we continue. 

   The results of this study will be used to help people compare health plans     

   including yours, the next time they choose health insurance.  Your answers     

   are very important to our study.  You may choose to do this interview or not   

   and your decision will not affect any benefits you get.  Your responses will   

   be kept confidential.  If you feel that another family member covered by your  

   health care plan knows more about the health care received by all covered      

   family members, then we can conduct the interview with them instead,           

   otherwise, I would like to begin the interview now.                            

    PRESS 1 TO CONTINUE THE SURVEY                      PRESS 2 FOR OTHER OPTIONS                  

QUESTION CONTACT

CONTACT DISPOSITIONS

INTERVIEWER: PRESS THE NUMBER THAT CORRESPONDS TO THE RESULT OF THIS CALL.     

             CHOOSE CAREFULLY BECAUSE YOU WILL NOT BE ABLE TO UNDO IT.         

        TRY AGAIN LATER                                                           

          Call Back..................................................1            

        TRY AGAIN MUCH LATER                                                      

          Bad Connection.............................................3            

          Soft Refusal...............................................4            

        DO NOT TRY AGAIN                                                          

          Not Available for Duration of Study........................5            

          Refusal/Already Completed Paper Survey.....................6            

          Deceased...................................................7            

          Mentally/Physically Incapable..............................8            

          Language Barrier...........................................9            

          Wrong Number...............................................W            

           PRESS 'M' FOR MORE CHOICES, [Esc] TO CANCEL                            
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QUESTION – NOT QUALIFIED

Those are all the questions I have for you at this time, though we may       

be calling you back in a few days for a short follow-up. Thank you for       

spending your valuable time on this survey. Have a great day/evening.        

QUESTION - ELIGIBLE

BREAK-OFF DISPOSITIONS
INTERVIEWER: PRESS THE NUMBER THAT CORRESPONDS TO THE RESULT OF THIS CALL.     

             CHOOSE CAREFULLY BECAUSE YOU WILL NOT BE ABLE TO UNDO IT.         

        TRY AGAIN MUCH LATER                                                      

          Bad Connection.............................................1            

        DO NOT TRY AGAIN                                                          

          Refusal in Progress........................................2            

          Mentally/Physically Incapable..............................3            

          Language Barrier...........................................4            

          Not a Member...............................................5            

           PRESS [Esc] TO CANCEL                                                  

____________________________________________________________________________________

QUESTION - SPANISH

BREAK-OFF DISPOSITIONS
INTERVIEWER: PRESS THE NUMBER THAT CORRESPONDS TO THE RESULT OF THIS CALL.     

             CHOOSE CAREFULLY BECAUSE YOU WILL NOT BE ABLE TO UNDO IT.         

        TRY AGAIN MUCH LATER                                                      

          Bad Connection.............................................1            

        DO NOT TRY AGAIN                                                          

          Refusal in Progress........................................2            

          Mentally/Physically Incapable..............................3            

          Language Barrier...........................................4            

          Not a Member...............................................5            

           PRESS [Esc] TO CANCEL                                                  
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QUESTION TQ

          Today we are only interviewing members of                      

          so those are all the questions I have, though I may need to             

          contact you again later. Thank you very much for your help.             

          Have a great day/evening.                                               

Question Q1

Q1. Our records show that you are now in                                       

     Is that right?                                                             
Enter "2" for the following types of responses:       

                                 DO NOT READ LIST                                 

                               - I don't know.                                    

                               - I left that plan.                                

                               - I switched plans.                                

        1. YES                 - I am no longer insured by that plan.             

        2. NO                  - I don't know if my plan is part of …………………………………………………………………………………….that plan.    

                               - That name does not sound familiar.               

        DO NOT READ            - I am no longer insured by any plan.              

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q2

Q2. What is the name of your health plan?       ALIASES                        

                                                ********     

       DO NOT READ LIST.       


 

    COMPARE THE NAME GIVEN     


 

    TO THE LIST OF ALIASES.    


 

   1. EXACT MATCH              


 

   2. POSSIBLE MATCH (SPECIFY)                                                    

   3. INSURED BY MEDICAID BUT                                                     

      CANNOT PROVIDE NAME                                                         

   4. NOT A MATCH (SPECIFY)                                                       

   5. NO LONGER INSURED                                                           

   6. INSURED BUT NOT BY                                                          

      MEDICAID (SPECIFY)                                                          

        >>> Answer:    <<<    
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Question Q3

Q3.  How many months or years in a row have you been in this health           

        plan?                                                                     

DO NOT READ LIST                                                       

        1. Less than 1 year                                                       

        2. At least 1 year but less than 2 years                                  

        3. At least 2 years but less than 5 years                                 

        4. 5 or more years                                                        

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q4

   Now I would like to ask you some questions about your health plan.   We        

   realize that your pharmacy benefit is not managed by your health plan.         

   We are going to ask you some questions at the end of this survey about your    

   experiences with the pharmacy benefit, but the following questions are just    

   about your experiences with your health plan.  The next few questions ask      

   about your own health care.  Please do not include care you got when you       

   stayed overnight in a hospital or any dental care you may have had.            

Q4.  Do you have one person you think of as your personal doctor or            

        nurse?  By personal doctor or nurse, I mean the health provider who       

        knows you the best.  This can be a general doctor, a specialist doctor,   

        a nurse practitioner, or a physician assistant.?                          

           1. YES                                                                 

           2. NO                                                                  

           DO NOT READ                                                            

           9. NOT ASCERTAINED                                                     

        >>> Answer:    <<<                                                        

Question Q5

Q5. Using any number from 0 to 10  where 0 is the worst personal doctor or     

       nurse possible, and 10 is the best personal doctor or nurse possible,      

       what number would you use to rate your personal doctor or nurse?           

    -0-    -1-    -2-    -3-    -4-    -5-    -6-    -7-    -8-    -9-    -10-    

    WORST                                                                 BEST    

        DO NOT READ                                                               

        99. NOT ASCERTAINED                                                       

        >>> Answer:    <<<                                                        
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Question Q6
Q6.  Did you have the same personal doctor before you joined this              

        health plan?                                                              

        1. YES                                                                    

        2. NO                                                                     

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q7sb

Q7. Since you joined your health plan, how much of a problem, if any,          

    was it to get a personal doctor or nurse you are happy with?               

        1. A big problem                                                          

        2. A small problem                                                        

        3. Not a problem                                                          

        DO NOT READ                                                               

        9. NOT ASCERTAINED   

Question Q8

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

Q8. Specialists are doctors like surgeons, heart doctors, allergy doctors,     

       skin doctors, and others who specialize in one area of health care.        

       In the last 12 months, did you or a doctor think you needed to see a       

       specialist?                                                                

                               The respondent should answer "YES" even if         

        1. YES                 he or she did not actually see a specialist.       

        2. NO                                                                     

                               Use only the definition given above for            

        DO NOT READ            specialists. Let the respondent decide whether     

        9. NOT ASCERTAINED     or not to include specialties not listed.          

        >>> Answer:    <<<                                                        
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Question Q9sb

Q9. In the last 12 months, how much of a problem, if any, was it to see a      

       specialist that you needed to see?   Was it...                             

        1. A big problem                                                          

        2. A small problem                                                        

        3. Not a problem                                                          

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q10

Q10. In the last 12 months, did you see a specialist?                          

        1. YES                 Use only the definition given above for            

        2. NO                  specialists. Let the respondent decide whether     

                               or not to include specialties not listed.          

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q11

Q11. We want to know your rating of the specialist you saw most often          

        in the last 12 months. Using any number from 0 to 10 where 0 is the       

        worst specialist possible, and 10 is the best specialist possible,        

        what number would you use to rate the specialist?                         

    -0-    -1-    -2-    -3-    -4-    -5-    -6-    -7-    -8-    -9-    -10-    

    WORST                                                                 BEST    

                            Use only the definition given above for               

        DO NOT READ         specialists. Let the respondent decide                

        99.NOT ASCERTAINED  whether or not to include specialties not             

                            listed.                                               

        >>> Answer:    <<<                                                        

Question Q12

Q12. In the last 12 months, was the specialist you saw most often the same     

        doctor as your personal doctor?                                           

        1. YES                  Use only the definition given above for           

        2. NO                   specialists. Let the respondent decide whether    

                                or not to include specialties not listed.         

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        
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Question Q13

Q13. In the last 12 months, did you call a doctor's office or clinic during    

        regular office hours to get help or advice for yourself?                  

                                   The respondent should not include              

        1. YES                     any calls made to get an appointment.          

        2. NO                      If discussed, make sure the respondent         

                                   only includes calls for help or advice.        

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q14

Q14. In the last 12 months, when you called during regular office hours,       

        how often did you get the help or advice you needed?                      

        Would you say...                                                          

        1. Never                                                                  

        2. Sometimes                                                              

        3. Usually                                                                

        4. Always                                                                 

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q15

Q15. In the last 12 months, did you have an illness, injury or condition       

        that needed care right away  in a clinic, emergency room, or doctor's     

        office?                                                                   

        1. YES                                                                    

        2. NO                                                                     

        DO NOT READ                                                               

        9. NOT ASCERTAINED  

Question Q16

Q16. In the last 12 months, when you needed care right away for an             

        illness, injury, or condition, how often did you get the care as          

        soon as you wanted?  Would you say...                                     

        1. Never                                                                  

        2. Sometimes                                                              

        3. Usually                                                                

        4. Always                                                                 

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        
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Question Q16A

Q16a.How easy or difficult would you say it is to consult or talk with a       

        physician or nurse by phone regarding your care during an emergency       

        or urgent care situation?  Would you say it is...                         

        1. Very difficult                                                         

        2. Somewhat difficult                                                     

        3. Somewhat easy                                                          

        4. Very easy                                                              

        DO NOT READ                                                               

        5. NO EXPERIENCE                                                          

        6. DON'T KNOW/NOT SURE                                                    

        7. DECLINE TO RESPOND                                                     

        9. NOT ASCERTAINED                                                        

       >>> Answer:    <<<                                                         

Question Q17

Q17. In the last 12 months, when you needed care right away                    

        for  an illness, injury or condition, how long did you usually            

        have to wait between trying to get care and actually seeing a             

        provider?                                                                 

        1. Same day                                                               

        2. 1 day                                                                  

        3. 2 days                                                                 

        4. 3 days                                                                 

        5. 4-7 days                                                               

        6. 8-14 days                                                              

        7. 15 days or longer                                                      

        DO NOT READ                                                               

        99. NOT ASCERTAINED                                                       

        >>> Answer:    <<<                                                        

Question Q18

        A health provider could be a general doctor, a specialist doctor,         

        a nurse practitioner, a physician assistant, a nurse or anyone            

        else you would see for health care.                                       

Q18. In the last 12 months, not counting the times you needed health care      

        right away, did you make any appointments with a doctor or                

        other health provider for health care?                                    

        1. YES                                                                    

        2. NO                                                                     

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        
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Question Q19

Q19. In the last 12 months, not counting the times you needed health care      

        right away, how often did you get an appointment for health care as       

        soon as you wanted?  Would you say...                                     

        1. Never                                                                  

        2. Sometimes                                                              

        3. Usually                                                                

        4. Always                                                                 

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q20

Q20. In the last 12 months, not counting the times you needed health           

        care right away, how many days did you usually have to wait               

        between making an appointment and actually seeing a provider?             

        1. Same day                                                               

        2. 1 day                                                                  

        3. 2-3 days                                                               

        4. 4-7 days                                                               

        5. 8-14 days                                                              

        6. 15-30 days                                                             

        7. 31 days or longer                                                      

        DO NOT READ                                                               

        99. NOT ASCERTAINED                                                       

        >>> Answer:    <<<                                                        

Question Q21

Q21. In the last 12 months, how many times did you go to an emergency room     

        to get care for yourself?                                                 

        0. NONE                            Do not accept responses like           

        1. 1                               "a couple times," or "not very         

        2. 2                               often." Make sure the respondent       

        3. 3                               gives you a specific numeric           

        4. 4                               answer. Try, "We are looking for       

        5. 5 TO 9                          a specific number. Your best           

        6. 10 OR MORE                      guess is fine." if the respondent      

                                           does not know how to respond.          

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<   
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Question Q22

Q22. In the last 12 months (not counting times you went to an emergency        

        room), how many times did you go to a doctor's office or clinic to        

        get care for yourself? Would you say...                                   

        0. None                                                                   

        1. Once                The respondent should include all  doctor's    

        2. 2 times             visits, including those for routine, regular       

        3. 3 times             care and care for an illness or injury, but        

        4. 4 times             excluding emergency room visits.                   

        5. 5 to 9 times        Obtaining an answer to this question is       

        6. 10 or more times    important. If the respondent cannot remember       

                               the exact number of times try "Take a minute to    

        DO NOT READ            think about it," or "Your best estimate would      

        9. NOT ASCERTAINED     be fine." Probe thoroughly before using "9. NOT    

                               ASCERTAINED"                                       

        >>> Answer:    <<<                                                        

Question Q23

Q23. In the last 12 months, did you or a doctor believe you needed any         

        care, tests or treatment?                                                 

        1. YES                                                                    

        2. NO                                                                     

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                       

Question Q24sb

Q24. In the last 12 months, how much of a problem, if any, was it              

        to get the care, tests or treatment you or a doctor believed              

        necessary?  Was it...                                                     

        1. A big problem                                                          

        2. A small problem                                                        

        3. Not a problem                                                          

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        
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Question Q25

Q25. In the last 12 months, did you need approval from your health plan        

        for any care, tests or treatment?                                         

        1. YES                                                                    

        2. NO                                                                     

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q26sb

Q26.In the last 12 months, how much of a problem, if any, were delays          

        in health care while you waited for approval from your health plan?       

        Were they...                                                              

        1. A big problem                                                          

        2. A small problem                                                        

        3. Not a problem                                                          

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<    

Question Q27

Q27. In the last 12 months, how often were you taken to the exam room          

        within 15 minutes of your appointment?                                    

        Would you say...                                                          

        1. Never                                                                  

        2. Sometimes                                                              

        3. Usually                                                                

        4. Always                                                                 

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<  
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Question Q28

Q28. In the last 12 months, how often did office staff at a doctor's           

        office or clinic treat you with courtesy and respect?                     

        Would you say...                                                          

        1. Never                                                                  

        2. Sometimes                                                              

        3. Usually                                                                

        4. Always                                                                 

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q29

Q29. In the last 12 months, how often were office staff at a doctor's          

        office or clinic as helpful as you thought they should be?                

        Would you say...                                                          

        1. Never                                                                  

        2. Sometimes                                                              

        3. Usually                                                                

        4. Always                                                                 

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q30

Q30. In the last 12 months, how often did doctors or other health              

        providers listen carefully to you?                                        

        Would you say...                                                          

        1. Never                                                                  

        2. Sometimes                                                              

        3. Usually                                                                

        4. Always                                                                 

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        
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Question Q31

Q31. In the last 12 months, how often did doctors or other health              

        providers explain things in a way you could understand?                   

        Would you say...                                                          

        1. Never                                                                  

        2. Sometimes                                                              

        3. Usually                                                                

        4. Always                                                                 

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q32

Q32. In the last 12 months, how often did doctors or other health              

        providers show respect for what you had to say                            

        Would you say...                                                          

        1. Never                                                                  

        2. Sometimes                                                              

        3. Usually                                                                

        4. Always                                                                 

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q33

Q33. In the last 12 months, how often did doctors or other health              

        providers spend enough time with you?                                     

        Would you say...                                                          

        1. Never                                                                  

        2. Sometimes                                                              

        3. Usually                                                                

        4. Always                                                                 

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        
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Question Q34

Q34. Using any number from 0 to 10 where 0 is the worst health care            

        possible, and 10 is the best health care possible, what number            

        would you use to rate all your health care in the last 12 months.         

    -0-    -1-    -2-    -3-    -4-    -5-    -6-    -7-    -8-    -9-    -10-    

    WORST                                                                 BEST    

        DO NOT READ                                                               

        99. NOT ASCERTAINED                                                       

        >>> Answer:    <<<    

Question Q34a

Q34a.In the last 12 months, did you need any treatment or counseling for       

        a personal or family problem?                                             

        1. Yes                                                                    

        2. No                                                                     

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

       >>> Answer:    <<<                                                         

Question Q34b

Q34b.In the last 12 months, how much of a problem, if any, was it to get       

        the treatment or counseling you needed through your health plan?          

        Would you say...                                                          

        1. A big problem                                                          

        2. A small problem                                                        

        3. Not a problem                                                          

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

       >>> Answer:    <<<                                                         
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Question Q35

The next questions ask about your experience with your health plan.       

Q35. Claims are sent to a health plan for payment. You may send in the         

        claims yourself, or doctors, hospitals, or others may do this for you.    

        In the last 12 months, did you or anyone else send in any claims to       

        your health plan?                                                         

                               If asked, explain, "By anyone else, we mean        

        1. YES                 someone else in your family, or someone who        

        2. NO                  handles your paperwork."                           

        3. DON'T KNOW                                                             

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q36

Q36. In the last 12 months, how often did your health plan                     

        handle your claims in a reasonable time?                                  

        Would you say...                                                          

        1. Never                                                                  

        2. Sometimes                                                              

        3. Usually                                                                

        4. Always                                                                 

        5. Don't know                                                             

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<    

Question Q37

Q37. In the last 12 months, how often did your health plan                     

        handle your claims correctly?                                             

        Would you say...                                                          

        1. Never                                                                  

        2. Sometimes                                                              

        3. Usually                                                                

        4. Always                                                                 

        5. Don't know                                                             

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        
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Question Q38

Q38. In the last 12 months, before you went for care, how often did your       

        health plan make it clear how much you would have to pay?                 

     Would you say...                                                          

        1. Never                                                                  

        2. Sometimes                                                              

        3. Usually                                                                

        4. Always                                                                 

        5. Don't know                                                             

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q39

Q39. In the last 12 months, did you look for any information about how your    

        health plan works in written materials or on the Internet?                

        1. YES                                                                    

        2. NO                                                                     

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q40sb

Q40. In the last 12 months, how much of a problem, if any, was it              

        to find or understand this information?  Was it...                        

        1. A big problem                                                          

        2. A small problem                                                        

        3. Not a problem                                                          

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        
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Question Q41

Q41. In the last 12 months, did you call your health plan's customer           

        service to get information or help?                                       

        1. YES                                                                    

        2. NO                                                                     

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q42sb

Q42. In the last 12 months, how much of a problem, if any, was it              

        to get the help you needed when you called your health plan's             

        customer service? Was it...                                               

        1. A big problem                                                          

        2. A small problem                                                        

        3. Not a problem                                                          

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q43

Q43. In the last 12 months, have you called or written your health             

        plan with a complaint or problem?                                         

                                   The respondent should not include           

        1. YES                     any calls made to get an appointment.          

        2. NO                      If discussed, make sure the respondent         

                                   only includes calls for help or advice.        

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        
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Question Q44

Q44. How long did it take for the health plan to resolve your complaint?       

     Was it...                                                                 

        1. The same day                                                           

        2. 2 to 7 days                                                            

        3. 8 to 14 days                                                           

        4. 15 to 21 days                                                          

        5. More than 21 days                                                      

        6. Or, are you still waiting for it to be settled                         

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q45

Q45. Was your complaint or problem settled to your satisfaction?               

        1. YES                                                                    

        2. NO                                                                     

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q46

Q46. How long have you been waiting for your health plan to resolve            

        your complaint?                                                           

        1. 1-7 days                                                               

        2. 8 to 14 days                                                           

        3. 15 to 21 days                                                          

        4. More than 21 days                                                      

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        
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Question Q46a

   Now that you have indicated that you have contacted your health plan           

   with a complaint or problem, we would like to know specifically if             

   you have complained in writing to your health plan.                            

Q46a.In the last 12 months, have you sent a written grievance to your          

        health plan?                                                              

        1. Yes                                                                    

        2. No                                                                     

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q46b

Q46b.How long did it take for your health plan to resolve your                 

        grievance?                                                                

        1 30 days or less                                                         

        2 More than 30 days                                                       

        3 I am still waiting for it to be settled.                                

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q46c

Q46c.Was your grievance settled to your satisfaction?                          

        1. Yes                                                                    

        2. No                                                                     

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        
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Question Q47

Q47. In the last 12 months, did you have to fill out any paperwork             

        for your health plan?                                                     

        1. YES                                                                    

        2. NO                                                                     

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q48sb

Q48. In the last 12 months, how much of a problem, if any, did you have        

        with paperwork for your health plan?                                      

        Was it...                                                                 

        1. A big problem                                                          

        2. A small problem                                                        

        3. Not a problem                                                          

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q49

Q49. Using any number from 0 to 10 where 0 is the worst health plan            

        possible, and 10 is the best health plan possible, what number            

        would you use to rate your health plan?                                   

    -0-    -1-    -2-    -3-    -4-    -5-    -6-    -7-    -8-    -9-    -10-    

    WORST                                                                 BEST    

        DO NOT READ                                                               

        99. NOT ASCERTAINED                                                       

        >>> Answer:    <<<                                                        
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Question Q49A

Q49a.Over the past 12 months, did your plan's overall performance             

        get better, stay the same, or get worse?                                  

        1. Got better                                                             

        2. Stayed the same                                                        

        3. Got worse                                                              

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<  

Question Q49B

Q49b.How would you rate your plan's effort to provide you or your              

        family with educational information on health and wellness                

        issues such as smoking cessation, weight loss, and mammograms, etc?       

        1. Excellent                                                              

        2. Good                                                                   

        3. Fair                                                                   

        4. Poor                                                                   

        DO NOT READ                                                               

        5. DON'T KNOW/NOT SURE                                                    

        6. DECLINE TO RESPOND                                                     

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q50

Q50. In general, how would you rate your overall health now?                   

        Is your health...                                                         

        1. Excellent                 We are looking for a self-               

        2. Very good                 evaluation, not a medical opinion.           

        3. Good                                                                   

        4. Fair                                                                   

        5. Poor                                                                   

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        
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Question Q51

Q51. Have you had a flu shot since September 1, 2004?                          

        1. YES                                                                    

        2. NO                                                                     

        3. DON'T KNOW                                                             

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q51A

Q51a.During the past 12 months, did a doctor, nurse or other health care       

        professional...                                                           

      ASK WHETHER OR NOT YOU SMOKE OR USE TOBACCO IN ANY FORM?          

        1. Yes                                                                    

        2. No                                                                     

        3. Don't know/Not sure                                                    

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

       >>> Answer:    <<<                                                         

Question Q52

Q52. Have you ever smoked at least 100 cigarettes in your entire life?         

        1. YES                                                                    

        2. NO                                                                     

        3. DON'T KNOW                                                             

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        
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Question Q53

Q53. Do you now smoke every day, some days, or not at all?                     

        1. SMOKE EVERY DAY                                                        

        2. SOME DAYS                                                              

        3. NOT AT ALL                                                             

        4. DON'T KNOW                                                             

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q54

Q54. How long has it been since you quit smoking cigarettes?                   

        Has it been...                                                            

        1. 12 months or less                                                      

        2. more than 12 months                                                    

        DO NOT READ                                                               

        3. DON'T KNOW                                                             

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q55

Q55. In the last 12 months, on how many visits were you advised to quit        

        smoking by a doctor or other health provider in your plan?                

     Was it...                                                                 

        0. None                                                                   

        1. 1 visit                                                                

        2. 2 to 4 visits                                                          

        3. 5 to 9 visits                                                          

        4. 10 or more visits                                                      

        5. Or, did you have no visits in the last 12 months                       

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        
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Question Q56

Q56.On how many visits was medication recommended or discussed to assist       

        you with quitting smoking (for example; nicotine gum, patch, nasal        

        spray, inhaler, prescription medication)?  Was it...                      

        0. None                                                                   

        1. 1 visit                                                                

        2. 2 to 4 visits                                                          

        3. 5 to 9 visits                                                          

        4. 10 or more visits                                                      

        5. Or, did you have no visits in the last 12 months                       

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q57
Q57.On how many visits did your doctor or health care provider                 

        recommend or discuss methods and strategies (other than                   

        medication, to assist you with quitting smoking?  Was it...               

        0. None                                                                   

        1. 1 visit                                                                

        2. 2 to 4 visits                                                          

        3. 5 to 9 visits                                                          

        4. 10 or more visits                                                      

        5. Or, did you have no visits in the last 12 months                       

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

       >>> Answer:    <<<                                                        

Question Q58

Q58. What is your age now? Are you...                                          

        1. 18 to 24                                                               

        2. 25 to 34                                                               

        3. 35 to 44             The respondent should                         

        4. 45 to 54             report their age as of their                      

        5. 55 to 64             last birthday. Do not round.                      

        6. 65 to 74                                                               

        7. 75 or older                                                            

         DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        
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Question Q58a

Q58a.Are you the primary policy holder?                                        

        1. Yes                                                                    

        2. No                                                                     

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q58b

Q58b.How are you related to the policy holder?                                 

     PLEASE DO NOT LEAVE BLANK - ENTER 'DON'T KNOW'                            

     OR 'REFUSED' IF NO RESPONSE FROM MEMBER.                                  

Question Q59

Q59. INTERVIEWER: IS THE RESPONDENT MALE OR FEMALE?                            

     DO NOT ASK UNLESS ABSOLUTELY NECESSARY.                                   

        Are you male or female?                                                   

        1. MALE                                                                   

        2. FEMALE                                                                 

       >>> Answer:    <<<                                                         

Question Q60

Q60. What is the highest grade or level of school that you have completed?     

     Did you complete...                                                       

                                               Academic training beyond a     

   1. 8th grade or less                        high school diploma that does      

   2. Some high school, but did not graduate   not lead to a bachelor's degree    

   3. High school graduate or GED              should be coded '4' for 'Some      

   4. Some college or 2-year degree            college or 2-year degree'. This    

   5. 4-year college graduate                  would include such training as     

   6. More than a 4-year college degree        business school or a three-year    

                                               nursing degree. If the respon-     

                                               dent describes non-academic        

        DO NOT READ                            training, such as trade school,    

   9. NOT ASCERTAINED                          probe to find out if s/he has a    

                                               high school diploma and code       

        >>> Answer:    <<<                     that response '2' or '3'.          

Attachment 5

Page 27

ETF0005

Question Q61

Q61. Are you of Hispanic or Latino origin or descent?                          

        1. YES, HISPANIC OR LATINO                                                

        2. NO, NOT HISPANIC OR LATINO                                             

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q62

Q62. As I read the following list, please answer "yes" or "no" to the          

        category or categories that best describe your race. Are you...           

       INTERVIEWER: ENTER "1" FOR "YES" - "0" FOR "NO" OR "REFUSED"               

       1. Blanco                                                                  

       2. Negro, o Afro-Americanocan                                              

       3. Asiático                                                                

       4. Nativo Hawaiano o de otras islas del Pacífico                           

       5. Indígena Americano o nativo de Alaska                                   

       6. Other                                                                   

If the respondent asks "Why do you need to know my race?" respond with,    

"We ask about your race for demographic purposes only. We want to be sure      

that the people we survey accurately represent the racial diversity of         

managed care enrollees in this country.                                        

Question Q65

Q65. Have you ever used the Health Plan Report Card published in the           

        It's Your Choice book when making decisions about changing health         

        plans?                                                                    

        1. Yes                                                                    

        2. No                                                                     

        3. DON'T KNOW                                                             

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

       >>> Answer:    <<<                                                         
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Question Q66

Q66. How would you rate your understanding of your health plan's referral      

        and precertification requirements?                                        

        1. Excellent                                                              

        2. Very Good                                                              

        3. Good                                                                   

        4. Fair                                                                   

        5. Poor                                                                   

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

       >>> Answer:    <<<                                                         

Question Q67

Q67. Would you recommend your health plan to your family or friends?           

        1. Definitely Yes                                                         

        2. Probably Yes                                                           

        3. Probably Not                                                           

        4. Definitely Not                                                         

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q68

Q68. Do you intend to switch to a different health plan when you next          

        have an opportunity?                                                      

        1 Definitely Not                                                          

        2 Probably Not                                                            

        3 Probably Yes                                                            

        4 Definitely Yes                                                          

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        
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Question Q69

Q69. Now I would like to ask you a few questions about hospital safety…        

        Suppose you had to choose a new hospital for you or your family.          

        Which would be a more important consideration, convenience of the         

        location or information about quality and patient safety practices?       

        1. Convenience of the location                                            

        2. Quality and patient safety practices                                   

        3. Equally important                                                      

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q70

Q70. Has your health plan provided you with information on hospital safety     

        through their website, newsletter or other member materials within        

        the last 12 months?                                                       

     INTERVIEWER: ENTER "1" FOR "YES" - "0" FOR "NO" OR "REFUSED"              

      Website                                                                     

      Newsletter                                                                  

      Other member materials                                                      

      None                                                                        

Question Q71

   Thank you for answering our questions about the service provided by            

   your health plan.  Now I would like to ask you some questions about            

   your experiences with Navitus Health Solutions over the last 12 months.        

   Navitus is the company that has managed your pharmacy benefit since            

   January 1, 2004.                                                               

Q71. Have you needed to fill a prescription for you or a family member         

        in the last  12 months?                                                   

        1. YES                                                                    

        2. NO                                                                     

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

       >>> Answer:    <<<                                                         
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Question Q72

Q72. Did you use the Navitus web site to find information                      

        in the last 12 months?                                                    

        1. YES                                                                    

        2. NO                                                                     

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

       >>> Answer:    <<<                                                         

Question Q73

Q73. Were you able to find the information you needed at the                   

        Navitus web site?                                                         

        1. YES                                                                    

        2. NO                                                                     

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

       >>> Answer:    <<<                                                         

Question Q74

Q74. What types of information did you have trouble finding on the             

        Navitus website?                                                          

     INTERVIEWER: ENTER "1" FOR "YES" - "0" FOR "NO" OR "REFUSED"              

      Finding my drug on the formulary                                            

      Finding a participating pharmacy                                            

      Finding a claim form/how to file a claim form                               

      Finding information I needed about the mail order program                   

      Finding information I needed about the tablet splitting program             

      Finding the information I needed about the generic sampling program         

      NONE                                                                        
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Question Q75

Q75. Are you aware that Navitus offers a mail order program?                   

        The company's name is Prescription Solution.                              

        1. YES                                                                    

        2. NO                                                                     

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

       >>> Answer:    <<<                                                         

Question Q76

   The mail order option is a program for people who need at least                

   a three-month supply of a prescription and offers the advantage                

   of a three-month supply for the price of two co-payments for many              

   level 1 and level 2 drugs.  There are no postal costs to participants.         

   Level 3 drugs can also be obtained through mail order for three                

   co-payments                                                                    

Q76. Could you or anyone on your policy, benefit from such a program?          

        1. Yes, but have never used the program                                   

        2. Yes, currently using the program                                       

        3. No, have used the program, but no longer applies                       

        4. No, no one on my policy could benefit from the program                 

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q77

Q77. Have you had a prescription for a level 3 drug, which requires            

        a $35 copayment in the last 12 months?                                    

        1. YES                                                                    

        2. NO                                                                     

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        
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Question Q78

Q78. Please consider the most recent decision to go on or remain on            

        a level 3.  Would you say that your decision to use this drug             

        based mostly on?                                                          

        1. My experience with multiple alternatives-this is                       

           the only drug that I feel works for me                                 

        2. My experience is with this drug only-                                  

           I do not want to change what works                                     

        3. My doctor prescribed the drug and we did not discuss alternatives      

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q79

Q79. Have you spoken with a Navitus customer service representative            

        in the last 12 months?                                                    

        1. YES                                                                    

        2. NO                                                                     

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q80a

Q80a.Please state your level of agreement with the following statements        

        about your most recent experience with a Navitus customer service         

        representative.                                                           

    The customer service representative was professional                      

        1. Strongly Agree                                                         

        2. Somewhat Agree                                                         

        3. Somewhat Disagree                                                      

        4. Strongly Disagree                                                      

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<  
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Question Q80b

Q80b.Using the same scale, please state your level of agreement with            

     the statement-                                                            

    “The customer service representative was knowledgeable”                     

        1. Strongly Agree                                                         

        2. Somewhat Agree                                                         

        3. Somewhat Disagree                                                      

        4. Strongly Disagree                                                      

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q80c

Q80c.Using the same scale, please state your level of agreement with            

        the statement-                                                            

     “The customer service representative was helpful in answering              

     my questions”                                                              

        1. Strongly Agree                                                         

        2. Somewhat Agree                                                         

        3. Somewhat Disagree                                                      

        4. Strongly Disagree                                                      

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question Q80d

Q80d.Using the same scale, please state your level of agreement with            

        the statement-                                                            

     The customer service representative resolved my issue in a                

     timely manner.                                                            

        1. Strongly Agree                                                         

        2. Somewhat Agree                                                         

        3. Somewhat Disagree                                                      

        4. Strongly Disagree                                                      

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Attachment 5

Page 34

ETF0005
Question Q81

Q81. In order to better analyze the results of your experience with            

        Navitus, we would appreciate it if you could think about the              

        person on your policy that had the most prescriptions in the              

        past month.  In the past month would you say this person had:             

        0. zero prescriptions                                                     

        1. one prescription                                                       

        2. two prescriptions                                                      

        3. three or more prescriptions                                            

        DO NOT READ                                                               

        9. NOT ASCERTAINED                                                        

        >>> Answer:    <<<                                                        

Question QCQ

QCQ. Skip to:                                                               

ESC. Continue on                                                               

   1. Q10                                                                         

   2. Q20                                                                         

   3. Q30                                                                         

   4. Q40                                                                         

   5. Q50                                                                         

   6. Q60                                                                         

   7. Q62                                                                         

   8. Q70                                                                         

        >>> Answer:    <<<                                                        

QUESTIONS CLOSE

Those are all the questions I have. Thank you for taking part in this important interview. 

INTERVIEWER: Was the survey conducted in English or Spanish?            

        1. English                                                                

        2. Spanish                                                                

       >>> Answer:    <<<                                                         
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Question COMMENT

INTERVIEWER:  ONLY USE THIS AREA TO RECORD PROBLEMS YOU ENCOUNTERED,         

              ANSWERS YOU NEED TO CHANGE, OR EXTREMELY IMPORTANT AND         

              SENSITIVE ISSUES THAT MAY NEED TO BE PASSED ON TO THE          

              PROVIDER. PRESS [ENTER] TWICE TO EXIT THIS SCREEN              

              WHETHER OR NOT YOU RECORD ANY COMMENTS.                        

Question INT

INTERVIEWER: WHAT IS YOUR ID NUMBER?

