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About Your Report

The 2019 MHQP Patient Experience Survey Report (PES Report) summarizes results for your practice site from the
2019 statewide survey of adult and pediatric primary care patients. The 2019 MHQP Patient Experience Survey is
based on the CG-CAHPS 3.0 survey developed by the National Committee for Quality Assurance (NCQA) and the
Agency for Healthcare Research and Quality (AHRQ), and also includes Patient-Centered Medical Home (PCMH) survey
items. The 2019 adult and child Patient Experience Surveys (PES) had 39 items and 54 items, respectively.

The survey was fielded in the spring of 2019 and sampled patients from 771 adult and 315 pediatric primary care
practices statewide, representing over 4,000 primary care providers (PCPs). Results for adult and pediatric primary
care are reported separately.

Answers to the survey questions were combined to create summary measures of patients’ experiences:

Quality of Doctor-Patient Interactions
e Communication
e Integration of Care
e Knowledge of the Patient
e Adult Behavioral Health (Adult reports only)
e Pediatric Preventative Care (Pediatric reports only)
e Pediatric Growth and Development (Pediatric reports only)

Organizational Features of Care
e Organizational Access
e Self-Management Support
o Office Staff

Your report also includes the results from the global rating item “Willingness to Recommend to Family and Friends.”

Sample sizes were estimated according to the number of providers at a practice in order to obtain reliable information
at the practice site level.

MHQP will release a public report of the 2019 Statewide Patient Experience Survey results at the practice level only in
the winter of 2020 on MHQP’s website for healthcare consumers, www.healthcarecompassma.org. Only practices
with three or more providers will be included in MHQP's public reporting. No provider or medical group level results
will be reported on MHQP’s consumer website, Healthcare Compass.
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About Your Report

This report contains up to five sections of results:

e Visit Month Summary— This chart provides a distribution of the counts of the most recent visits to your practice.

e Comparison to Statewide Mean — This chart graphs patients’ experiences within your practice across the summary
measures and the global rating item as compared with the state mean. This section also explains how sample size is
determined and provides information about statistical reliability.

e Detailed Question-Level Results — This section provides detailed results for each question and a question level
percentile ranking icon to help your practice make question-by-question decisions about quality improvement. Please
note that we have added the top box score (i.e., the percentage of patients whose responses reflect the highest
possible category/rating for a given question) and the statewide top box score for comparison purposes. This section
also summarizes the demographic and health characteristics reported by respondents from your practice. Please note
that we have included results for self-reported chronic conditions back into this section.

¢ Provider-Level Comparative Performance Chart — If your practice opted to participate in the Provider-Level Survey
Program, your report will also contain a series of charts comparing the performance of all the providers in your
practice across the summary measures and the global rating item.

¢ Patient Comments — This section includes patient narratives/comments derived from open-ended questions (CG-
CAHPS Narrative Elicitation Protocol-beta version) found on the online survey.

Appendices

Your report also contains supplemental material, available in the appendices. The appendices contain the following
sections:

e Selected Tools and References for Quality Improvement — This section provides links to tools to help practices
implement quality improvement efforts and a list of relevant literature.

¢ Statewide and Regional Scores — This section provides regional average scores and the statewide 10th, 25th, 50th,
75th, 80th, 90th and 99th percentile ranking scores for each reported composite.

¢ Patient-Centered Medical Home Measurement Chart — This chart represents Patient-Centered Medical Home
(PCMH) composite and item level measures as defined by NCQA. MHQP’s standard Communication and Access
composites differ slightly from the CAHPS® PCMH composites for the same areas. When CAHPS® PCMH composites
are different from MHQP composites, we have also provided PCMH composite results within this section.

¢ Questions and Answers — This section contains a list of commonly asked questions about the MHQP Patient
Experience Survey and the corresponding answers.

e Technical Appendix — This section provides detailed information on MHQP's sampling process and benchmark
methodology.

e About MHQP — This section includes information about MHQP and its role in Massachusetts’ quality reporting.
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Table of Publicly Reported Survey Questions - Adult Primary Care

Quality of Provider-Patient Interaction

Summary Measure

Survey Questions

Communication
(4 questions)

Integration of Care
(3 questions)

Knowledge of Patient
(2 questions)

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

In the last 12 months, how often did this provider listen carefully to you?

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

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

In the last 12 months, how often did the provider named in Question 1 seem
informed and up-to-date about the care you got from specialists?

In the last 12 months, when this provider ordered a blood test, x-ray, or other test for
you, how often did someone from this provider's office follow up to give you these
test results?

In the last 12 months, how often did you and someone from this provider's office talk
about all the prescription medicines you were taking?

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

How would you rate this provider’s knowledge of you as a person, including values
and beliefs that are important to you?

Adult Behavioral Health
(2 questions)

In the last 12 months, did anyone in this provider's office ask you if there was a
period of time when you felt sad, empty, or depressed?

In the last 12 months, did you and anyone in this provider's office talk about things in
your life that worry you or cause you stress?

Organization/Structural Features of Care

Summary Measure

Organizational Access
(3 questions)

Survey Questions

In the last 12 months, when you called this provider’s office to get an appointment
for care you needed right away, how often did you get an appointment as soon as
you needed?

In the last 12 months, when you made an appointment for a check-up or routine care
with this provider, how often did you get an appointment as soon as you needed?

In the last 12 months, when you called this provider’s office during regular office
hours, how often did you get an answer to your medical question that same day?
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Self-Management Support In the last 12 months, did you and anyone in this provider's office talk about specific
(2 questions) goals for your health?

In the last 12 months, did anyone in this provider's office ask you if there are things
that make it hard for you to take care of your health?

Office Staff In the last 12 months, how often were the front office staff at this provider’s office as
(2 questions) helpful as you thought they should be?

In the last 12 months, how often did the front office staff at this provider’s office
treat you with courtesy and respect?

Global Rating

Summary Measure ‘ Survey Questions

Willingness to Recommend Would you recommend this provider to your family and friends?
(1 question)
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THOMPSON, CANDACE - Adult Primary Care
Thompson Medical Associates
Month of Visit Summary

We created a relative recency distribution based on the count of visits to the practice by those who responded to the survey.

Feb'18 May '18 Jul'18 Aug '18 Sep '18 Oct '18 Dec'18
Visit Month

There were a total of 12 patients who responded to the survey; 66.67% had seen the provider/practice within the last 6 months
(July - December 2018). Please note that across the state, 70% of survey respondents had their most recent primary care visit
between July and December 2018 which is within the 6 month lookback period.
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Comparison to Statewide Mean

The summary chart displays your mean score and a comparison of your mean score to the Statewide Mean for each of
the summary measures. The information below is provided to help you interpret the chart. MHQP will release a public
report of the 2019 Statewide Patient Experience Survey results at the practice level only in the winter of 2020 on
MHQP’s website for healthcare consumers, www.healthcarecompassma.org. Only practices with three or more
providers will be included in MHQP's public reporting. No provider or medical group level results will be reported on
MHQP's consumer website, Healthcare Compass.

Sample Size

The number of your patients responding to the survey is indicated in the title of the chart. Sampling design considers
how many primary care providers are in each practice and the number of respondents needed to achieve highly
reliable results. For private reporting, results are included for practices with at least 16 respondents. This minimum
threshold allows practices to receive some information from the survey, even when sample sizes are limited. For
provider level reports, results are included for providers with at least seven respondents. There are no minimum
thresholds for the reporting of medical groups or networks. Please consider each measure’s reliability score (explained
below) and refer to advice contained in the Reliability Legend when determining how to use results.

Reliability

In the chart, each measure has a reliability score listed under the site mean in parentheses. The Reliability Legend
below the chart serves as a guide to interpret reliability scores. Reliability (r) is a statistical measure that indicates how
accurately a measure captures information by measuring the consistency of the information provided by patients who
responded to the survey. Reliability scores range from 0.0 to 1.0 — where 1.0 signifies a measure for which every
patient reports an experience identical to every other patient and where 0.0 signifies a measure for which there is no
consistency or commonality of experiences reported by patients. Reliability is strongly influenced by sample size. The
sample size is determined by the number of respondents needed to achieve results with highest site-level reliability.

Mean Scores Used for Comparison

The Statewide Mean represents the statewide average score including all respondents to the 2019 Patient Experience
Survey and can be used as a benchmark for comparison to your own score. We also list your adjusted mean score.
Your scores have been case-mix adjusted so that patient characteristics match the overall characteristics of patients
throughout the state as reflected in the statewide results, creating a fair comparison of performance. Results data are
adjusted according to age, gender, education, race, language, health plan, and region.

Statistical Significance

Using symbols to note the mean score for each measure, the chart indicates whether scores are statistically above,
equivalent, or lower than the Statewide Mean. The p-value (p< 0.05) expresses that there is a 95% probability that the
score represents “true” performance relative to the Statewide Mean score (indicated by a vertical line).

Confidence Interval

A confidence interval represents the range of scores within which you can be confident that your “true” mean score
falls. The confidence interval is represented by the horizontal bar around each measure’s reported mean score. For
the purposes of this report, there is 95% estimated probability that your “true” mean score falls within the reported
confidence intervals (also expressed as p< 0.05).
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THOMPSON, CANDACE - Adult Primary Care

Thompson Medical Associates

Patients' Experiences with Your Practice (n =12)

Compared with the Statewide Mean

Summary Your State
Measures Comparison to State Mean Mean Mean
Quality of Provider-Patient
Interaction 0 20 40 60 80 100
Communication | PY 97.7 94.7
(Lower r)
Integration of Care |. 89.0 86.9
(Lower r)
. 90.5 89.8
Knowledge of Patient P (High r)
Adult Behavioral Health | PY 79.0 73.8
(High r)
Organization/Structural
Features of Care 0 20 40 60 80 100
N 86.9 86.6
Organizational Access + (High r)
3 72.4 63.6
Self-Management Support ® (Lowest 1
Office Staff | PY 93.7 89.5
(Lower r)

Comparison Symbol Legend

Benchmark...
Your score...
A
[ ]

v

Statewide Mean

Statistically equivalent to the benchmark

Confidence Interval...

Statistically significantly above the benchmark (p < 0.05)

Statistically significantly below the benchmark (p < 0.05)

95% confidence interval around the adjusted mean (p < 0.05)

Reliability Legend

Highest r Available sample for this measure meets or exceeds reliability standards for highly reliable estimates of

2.70 performance.

High r Available sample for this measure is slightly less than optimal. Your performance relative to the state average is

.50to .70 very likely correct, but your actual score could differ somewhat in a sample including a larger number of your

patients.

Lowerr Available sample size for this measure is less than optimal. Your performance relative to the state average is likely

.34to .50 correct, but your actual score could vary considerably in a sample including a larger number of your patients.

Lowest r Available sample for this measure is too small to provide a useful estimate of your performance or your position
<.34 relative to other practices statewide.
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THOMPSON, CANDACE - Adult Primary Care
Thompson Medical Associates
Question Response Frequencies for Your Patient Survey Sample

To assist you in interpreting the summary scores shown on the previous graphs, your individual results for each survey question are
provided below. These results show the distribution of your patients’ responses to each survey question across the continuum of
response options available for that question. Each question is shown as part of the measure in which it was scored.

A common method of indicating relative performance is to rank order all scores and compare each individual score relative to
those of all others being measured in the same way. For example, if your result was ranked at the 34th percentile for the survey
question that asks if a provider explained information in an understandable way to the patient, it means that 34% of the
practices/providers in the state achieved a lower score on this item than you did. Conversely, 66% achieved better scores than
yours. Hence, this item would indicate a need to improve on how information is explained to the patient.

The item-level percentile rankings are visually displayed using a color coding schematic with red representing the lowest percentile
rankings and yellow depicting low (below 50%) percentile rankings. Note that visuals appear only next to items where your scores
fall at or below the state’s 50th percentile for that particular item. No percentile rankings are given for any providers for items
within the Communication composite as scores on that domain are extremely high across the state. The horizontal line indicates
your percentile ranking in relation to the scores received by all the practices/providers in the state of Massachusetts surveyed for
that item.

When selecting quality improvement strategies, you may wish to focus on priority composites. If your percentile ranking for a given
item that is part of a priority composite places you in the red zone, this area will be a priority for improvement. If a second item in
that same composite places you in the yellow zone, it would become a priority once all red zone items in the same composite were
addressed.

——Your Percentile Score

CG-CAHPS survey items can be calculated using a top-box scoring method. The “top-box” is the most favorable response to the
survey item. The top box score is the percentage of patients whose responses reflect the highest possible category/rating for a
given question (e.g., percentage who indicated that they “always” received the desired care or service). We include top box scores
so that you can easily identify areas of outstanding patient experiences and conversely areas of low performance to achieve higher
goal setting. We have also included statewide top box scores for comparison purposes.

Communication (4 items) Adjusted Mean Score = 97.7

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

frequency percent state frequency state percent
Never 0 0%] 210 0%
Sometimes 0 0% ‘ 811 2%
Usually 1 8% 4,362 10%
Always 11 92% 37,450 87%
Total applicable respondents 12 42,833
No response 0 510
Top Box Percentage 92% 87%
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THOMPSON, CANDACE - Adult Primary Care
Thompson Medical Associates
Question Response Frequencies for Your Patient Survey Sample

Communication (4 items)

Adjusted Mean Score = 97.7

In the last 12 months, how often did this provider listen carefully to you?

frequency percent

state frequency state percent

Never 0 0% ‘
Sometimes 0 0% ‘
Usually 0 0% ‘
Always 12 100% |
Total applicable respondents 12
No response 0
Top Box Percentage 100%

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

frequency percent

293 1%
1,102 3%
3,969 9%

37,472 87%
42,836

507

87%

state frequency state percent

Never 0 0% ‘
Sometimes 0 0% ‘
Usually 0 0%
Always 12 100% |
Total applicable respondents 12

No response 0

Top Box Percentage 100%

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

frequency percent

231 1%
794 2%
2,995 7%
38,720 91%
42,740
603
91%

state frequency state percent

Never 0 0% ‘
Sometimes 0 0% ‘
Usually 1 8% |:
Always 11 92%
Total applicable respondents 12

No response 0

Top Box Percentage 92%

357 1%
1,182 3%
5,206 12%

35,984 84%
42,729

614

84%
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THOMPSON, CANDACE - Adult Primary Care
Thompson Medical Associates
Question Response Frequencies for Your Patient Survey Sample

Integration of Care (3 items) Adjusted Mean Score = 89.0

Statewide In the last 12 months, how often did the provider named in Question 1 seem informed and up-to-date about the care
Percentile you got from specialists?

. frequency percent state frequency state percent
——49%
9% Never 0 0%] 694 2%
Sometimes 0 0% 1,706 6%
. Usually 2 33% 6,239 22%
Always 4 67% ‘ 19,666 69%
Total applicable respondents 6 28,305
No response 6 15,038
Top Box Percentage 67% 69%

Statewide In the last 12 months, when this provider ordered a blood test, x-ray, or other test for you, how often did someone from
percentile this provider's office follow up to give you these test results?

. frequency percent state frequency state percent
49%

% Never 0 0% 1,439 4%
Sometimes 0 0% 1,756 5%
. Usually 3 25% 4,775 13%
Always 9 75%) 29,255 79%

Total applicable respondents 12 37,225

No response 0 6,118

Top Box Percentage 75% 79%

Statewide In the last 12 months, how often did you and someone from this provider's office talk about all the prescription
percentile medicines you were taking?

. frequency percent state frequency state percent
4% Never 0 0% 1,435 4%
Sometimes 1 13% 2,648 7%
. Usually 1 13%] 6,194 17%
Always 6 75% 25,122 71%

Total applicable respondents 8 35,399

No response 4 7,944

Top Box Percentage 75% 71%
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THOMPSON, CANDACE - Adult Primary Care
Thompson Medical Associates
Question Response Frequencies for Your Patient Survey Sample

Knowledge of Patient (2 items) Adjusted Mean Score = 90.5

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

Percentile
. frequency percent state frequency state percent
24, Never 0 0% 358 1%
Sometimes 0 0% 1,377 3%
. Usually 3 25% 6,423 15%
Always 9 75% \ 34,569 81%
Total applicable respondents 12 42,727
No response 0 616
Top Box Percentage 75% 81%

How would you rate this provider’s knowledge of you as a person, including values and beliefs that are important to

you?

frequency percent state frequency state percent
Very poor 0 0%] 256 1%
Poor 0 0%] 492 1%
Fair 0 0% 1,528 4%
Good 2 17% 4,224 10%
Very good 1 8% | 10,788 25%
Excellent 9 75% ‘ 25,370 59%
Total applicable respondents 12 42,658
No response 0 685
Top Box Percentage 75% 59%

Adult Behavioral Health (2 items) Adjusted Mean Score =79.0

statewide In the last 12 months, did anyone in this provider's office ask you if there was a period of time when you felt sad, empty,
Percentile or depressed?

. frequency percent state frequency state percent
s V€S 10 83% 32,051 76%
No 2 17% 9,941 24%

Total applicable respondents 12 41,992
No response 0 1,351
Top Box Percentage 83% 76%
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THOMPSON, CANDACE - Adult Primary Care
Thompson Medical Associates
Question Response Frequencies for Your Patient Survey Sample

Adult Behavioral Health (2 items) Adjusted Mean Score =79.0

In the last 12 months, did you and anyone in this provider's office talk about things in your life that worry you or cause
you stress?

frequency percent state frequency state percent
Yes 10 83% 29,826 71%
No 2 17% 12,155 29%
Total applicable respondents 12 41,981
No response 0 1,362
Top Box Percentage 83% 71%

Organizational Access (3 items) Adjusted Mean Score = 86.9

Statewide In the last 12 months, when you called this provider’s office to get an appointment for care you needed right away,
percentile how often did you get an appointment as soon as you needed?

41%

frequency percent state frequency state percent
Never 0 0%] 379 2%
Sometimes 1 13%) 1,572 6%
Usually 1 13% 5,309 22%
Always 6 75% \ 17,246 70%
Total applicable respondents 8 24,506
No response 4 18,837
Top Box Percentage 75% 70%

In the last 12 months, when you made an appointment for a check-up or routine care with this provider, how often did
you get an appointment as soon as you needed?

frequency percent state frequency state percent
Never 0 0% 446 1%
Sometimes 0 0% 2,371 6%
Usually 3 25% 9,575 24%
Always 9 75%) 27,810 69%
Total applicable respondents 12 40,202
No response 0 3,141
Top Box Percentage 75% 69%
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THOMPSON, CANDACE - Adult Primary Care
Thompson Medical Associates
Question Response Frequencies for Your Patient Survey Sample

Organizational Access (3 items) Adjusted Mean Score = 86.9

In the last 12 months, when you called this provider’s office during regular office hours, how often did you get an
answer to your medical question that same day?

frequency percent state frequency state percent
Never 0 0% 461 2%
Sometimes 0 0% 1,476 7%
Usually 1 13%| 5,589 26%
Always 7 88% 14,072 65%
Total applicable respondents 8 21,598
No response 4 21,745
Top Box Percentage 88% 65%

Self-Management Support (2 items) Adjusted Mean Score =72.4

In the last 12 months, did you and anyone in this provider's office talk about specific goals for your health?

frequency percent state frequency state percent
Yes 10 83%| 31,306 74%
No 2 17% 10,896 26%
Total applicable respondents 12 42,202
No response 0 1,141
Top Box Percentage 83% 74%

In the last 12 months, did anyone in this provider's office ask you if there are things that make it hard for you to take
care of your health?

frequency percent state frequency state percent
Yes 8 67%) 21,920 53%
No 4 33% 19,800 47%
Total applicable respondents 12 41,720
No response 0 1,623
Top Box Percentage 67% 53%
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THOMPSON, CANDACE - Adult Primary Care
Thompson Medical Associates
Question Response Frequencies for Your Patient Survey Sample

Office Staff (2 items) Adjusted Mean Score =93.7

In the last 12 months, how often were the front office staff at this provider’s office as helpful as you thought they

should be?

frequency percent state frequency state percent
Never 0 0% 482 1%
Sometimes 2 17% 2,542 6%
Usually 0 0%] 11,007 26%
Always 10 83% | 28,214 67%
Total applicable respondents 12 42,245
No response 0 1,098
Top Box Percentage 83% 67%

In the last 12 months, how often did the front office staff at this provider’s office treat you with courtesy and respect?

frequency percent state frequency state percent
Never 0 0% 223 1%
Sometimes 0 0% 1,348 3%
Usually 0 0%] 6,111 14%
Always 12 100% | 34,568 82%
Total applicable respondents 12 42,250
No response 0 1,093
Top Box Percentage 100% 82%
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THOMPSON, CANDACE - Adult Primary Care
Thompson Medical Associates
Question Response Frequencies for Your Patient Survey Sample

Overall Ratings (2 items)

Using any number from 0 to 10, where 0 is the worst provider possible and 10 is the best provider possible, what
number would you use to rate this provider?

frequency percent state frequency state percent
0 Worst provider possible 0 0% ‘ 112 0%
1 0 0% 79 0%
2 0 0%] 137 0%
3 0 0% 205 0%
4 0 0% 243 1%
5 0 0% 610 1%
6 0 0%] 537 1%
7 1 8% 1,416 3%
8 1 8% 4,973 12%
9 1 8% | 8,999 21%
10 Best provider possible 9 75% ‘ 25,331 59%
Total applicable respondents 12 42,642
No response 0 701
Top Box Percentage 75% 59%

Would you recommend this provider to your family and friends?

frequency percent state frequency state percent
Definitely not 0 0%] 784 2%
Probably not 0 0%] 875 2%
Not sure 0 0%] 1,488 3%
Probably yes 2 17% 6,462 15%
Definitely yes 10 83% 33,048 77%
Total applicable respondents 12 42,657
No response 0 686
Top Box Percentage 83% 77%
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THOMPSON, CANDACE - Adult Primary Care
Thompson Medical Associates
Question Response Frequencies for Your Patient Survey Sample

Communication (PCMH) (5 items)

Adjusted Mean Score = 96.3

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

frequency percent

state frequency state percent

Never 0 0% ‘ 210
Sometimes 0 0% ‘ 811
Usually 1 8% 4,362
Always 11 92% | 37,450
Total applicable respondents 12 42,833
No response 0 510
Top Box Percentage 92% 87%

In the last 12 months, how often did this provider listen carefully to you?

frequency percent

0%
2%
10%
87%

state frequency state percent

Never 0 0% 293
Sometimes 0 0%] 1,102
Usually 0 0% 3,969
Always 12 100% | 37,472
Total applicable respondents 12 42,836
No response 0 507
Top Box Percentage 100% 87%

1%
3%
9%
87%

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

frequency percent

state frequency state percent

Never 0 0%] 358
Sometimes 0 0% ‘ 1,377
Usually 3 25% 6,423
Always 9  75%) 34,569
Total applicable respondents 12 42,727
No response 0 616
Top Box Percentage 75% 81%
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THOMPSON, CANDACE - Adult Primary Care
Thompson Medical Associates
Question Response Frequencies for Your Patient Survey Sample

Communication (PCMH) (5 items)

Adjusted Mean Score = 96.3

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

frequency percent

state frequency state percent

Never 0 0% ‘ 231
Sometimes 0 0% ‘ 794
Usually 0 0%] 2,995
Always 12 100% | 38,720
Total applicable respondents 12 42,740
No response 0 603
Top Box Percentage 100% 91%

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

frequency percent

1%
2%
7%
91%

state frequency state percent

Never 0 0% 357
Sometimes 0 0%] 1,182
Usually 1 8% 5,206
Always 11 92% 35,984
Total applicable respondents 12 42,729
No response 0 614
Top Box Percentage 92% 84%

1%
3%
12%
84%

Organizational Access (PCMH) (3 items)

Adjusted Mean Score = 86.9

In the last 12 months, when you called this provider’s office to get an appointment for care you needed right away,
how often did you get an appointment as soon as you needed?

frequency percent

state frequency state percent

Never 0 0% 379
Sometimes 1 13% ‘ 1,572
Usually 1 13% 5,309
Always 6 75%) 17,246
Total applicable respondents 8 24,506
No response 4 18,837
Top Box Percentage 75% 70%
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THOMPSON, CANDACE - Adult Primary Care
Thompson Medical Associates
Question Response Frequencies for Your Patient Survey Sample

Organizational Access (PCMH) (3 items) Adjusted Mean Score = 86.9

In the last 12 months, when you made an appointment for a check-up or routine care with this provider, how often did
you get an appointment as soon as you needed?

frequency percent state frequency state percent
Never 0 0% 446 1%
Sometimes 0 0% 2,371 6%
Usually 3 25% 9,575 24%
Always 9  75% 27,810 69%
Total applicable respondents 12 40,202
No response 0 3,141
Top Box Percentage 75% 69%

In the last 12 months, when you called this provider’s office during regular office hours, how often did you get an
answer to your medical question that same day?

frequency percent state frequency state percent
Never 0 0% 461 2%
Sometimes 0 0% 1,476 7%
Usually 1 13%) 5,589 26%
Always 7 88% 14,072 65%
Total applicable respondents 8 21,598
No response 4 21,745
Top Box Percentage 88% 65%

Coordination: Follow-Up About Test Results (1 item) Adjusted Mean Score =90.3

In the last 12 months, when this provider ordered a blood test, x-ray, or other test for you, how often did someone from
this provider's office follow up to give you these test results?

frequency percent state frequency state percent
Never 0 0% 1,439 4%
Sometimes 0 0% 1,756 5%
Usually 3 25% 4,775 13%
Always 9  75%) 29,255 79%
Total applicable respondents 12 37,225
No response 0 6,118
Top Box Percentage 75% 79%
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THOMPSON, CANDACE - Adult Primary Care
Thompson Medical Associates
Question Response Frequencies for Your Patient Survey Sample

Coordination: Provider Up to Date About Specialists (1 item) Adjusted Mean Score = 87.5

In the last 12 months, how often did the provider named in Question 1 seem informed and up-to-date about the care
you got from specialists?

frequency percent state frequency state percent
Never 0 0% 694 2%
Sometimes 0 0% 1,706 6%
Usually 2 33%] 6,239 22%
Always 4 67%) 19,666 69%
Total applicable respondents 6 28,305
No response 6 15,038
Top Box Percentage 67% 69%

Coordination: Talk About Prescription Meds (1 item) Adjusted Mean Score = 85.5

In the last 12 months, how often did you and someone from this provider's office talk about all the prescription
medicines you were taking?

frequency percent state frequency state percent
Never 0 0%] 1,435 4%
Sometimes 1 13% ’7 2,648 7%
Usually 1 13%) 6,194 17%
Always 6 75%) 25,122 71%
Total applicable respondents 8 35,399
No response 4 7,944
Top Box Percentage 75% 71%

Information: About Care After Hours (1 item) Adjusted Mean Score = 83.4

Did this provider's office give you information about what to do if you needed care during evenings, weekends, or

holidays?
frequency percent state frequency state percent
Yes 10 83% 32,900 78%
No 2 17% | \ 9,443 22%
Total applicable respondents 12 42,343
No response 0 1,000
Top Box Percentage 83% 78%
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THOMPSON, CANDACE - Adult Primary Care
Thompson Medical Associates
Question Response Frequencies for Your Patient Survey Sample

Self Assessment of Health (1 item)

In general, how would you rate your overall health?

frequency percent

state frequency state percent

Excellent 5 42%) 8,112 19%
Very good 1 8% 18,479 44%
Good 6 50% ‘ 12,720 30%
Fair 0 0% 2,586 6%
Poor 0 0% 281 1%
Total applicable respondents 12 42,178
No response 0 1,165
Top Box Percentage 42% 19%

Self Assessment of Emotional Health (1 item)

In general, how would you rate your overall mental or emotional health?

frequency percent

state frequency state percent

Excellent 2 17% . 14,116 33%
Very good 6 50% 16,430 39%
Good 4 33%) 9,141 22%
Fair 0 0%] 2,247 5%
Poor 0 0% 283 1%
Total applicable respondents 12 42,217
No response 0 1,126
Top Box Percentage 17% 33%
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Question Response Frequencies for Your Patient Survey Sample

THOMPSON, CANDACE - Adult Primary Care
Thompson Medical Associates

Demographics (20 items)

What is your age?

frequency percent

18 to 24 0 0%

25 to 34 0 0%
35t0 44 0 0%

45 to 54 1 8%
55 to 64 10 83% |

65 to 74 1 8% |
75 or older 0 0% ‘
Total applicable respondents 12

No response 0

Top Box Percentage N/A

Are you male or female?

frequency percent

1 8% |

Male

Female 11 92% |
Total applicable respondents 12

No response 0

Top Box Percentage N/A

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

frequency percent

8th grade or less 0 0% ‘

Some high school, but did 0 0% ‘

not graduate

High school graduate or 2 17% ‘

GED

Some college or 2-year 4 33% ‘ ‘
degree

4-year college graduate 2 17% :|
More than 4-year college 4 33% ‘

degree

Total applicable respondents 12

No response 0

Top Box Percentage N/A

state frequency state percent

798
2,936
4,114
8,529

19,441
6,592
933

43,343
0
N/A

state frequency

18,783
24,560

43,343
0
N/A

state frequency

232
575

6,618
10,432

9,854
14,213

41,924
1,419
N/A
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THOMPSON, CANDACE - Adult Primary Care
Thompson Medical Associates
Question Response Frequencies for Your Patient Survey Sample

Demographics (20 items)

Are you of Hispanic or Latino origin or descent?

frequency percent state frequency state percent
No, not Hispanic or Latino 12 100% ‘ 41,761 96%
Yes, Hispanic or Latino 0 0% ‘ 1,582 4%
Total applicable respondents 12 43,343
No response 0 0
Top Box Percentage N/A N/A

What is your race?: White

frequency percent state frequency state percent
Yes 11 92% | 35,956 83%
No 1 8% 7,387 17%
Total applicable respondents 12 43,343
No response 0 0
Top Box Percentage N/A N/A

What is your race?: Black or African American

frequency percent state frequency state percent
Yes 0 0%] 1,581 4%
No 12 100% ‘ 41,762 96%
Total applicable respondents 12 43,343
No response 0 0
Top Box Percentage N/A N/A

What is your race?: Asian

frequency percent state frequency state percent
Yes 0 0%] 1,687 4%
No 12 100% ‘ 41,656 96%
Total applicable respondents 12 43,343
No response 0 0
Top Box Percentage N/A N/A
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THOMPSON, CANDACE - Adult Primary Care
Thompson Medical Associates
Question Response Frequencies for Your Patient Survey Sample

Demographics (20 items)

What is your race?: Native Hawaiian or other Pacific Islander

frequency percent state frequency state percent
Yes 0 0% 51 0%
No 12 100% ‘ 43,292 100%
Total applicable respondents 12 43,343
No response 0 0
Top Box Percentage N/A N/A

What is your race?: American Indian or Alaska Native

frequency percent state frequency state percent
Yes 0 0% 170 0%
No 12 100% ‘ 43,173 100%
Total applicable respondents 12 43,343
No response 0 0
Top Box Percentage N/A N/A

What is your race?: Other

frequency percent state frequency state percent
Yes 0 0%] 851 2%
No 12 100% ‘ 42,492 98%
Total applicable respondents 12 43,343
No response 0 0
Top Box Percentage N/A N/A

Has a provider ever told you that you had: Hypertension or high blood pressure

frequency percent state frequency state percent
Yes 6 50% ‘ 16,306 39%
No 6 50% 25,601 61%
Total applicable respondents 12 41,907
No response 0 1,436
Top Box Percentage N/A N/A
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THOMPSON, CANDACE - Adult Primary Care
Thompson Medical Associates
Question Response Frequencies for Your Patient Survey Sample

Demographics (20 items)

Has a provider ever told you that you had: Angina or coronary artery disease

frequency percent state frequency state percent
Yes 1 8% 1,523 4%
No 11 92%| 40,384 96%
Total applicable respondents 12 41,907
No response 0 1,436
Top Box Percentage N/A N/A

Has a provider ever told you that you had: Congestive heart failure

frequency percent state frequency state percent
Yes 0 0% 530 1%
No 12 100% ‘ 41,377 99%
Total applicable respondents 12 41,907
No response 0 1,436
Top Box Percentage N/A N/A

Has a provider ever told you that you had: Diabetes

frequency percent state frequency state percent
Yes 3 25%) 4,471 11%
No 9 75%) 37,436 89%
Total applicable respondents 12 41,907
No response 0 1,436
Top Box Percentage N/A N/A

Has a provider ever told you that you had: Rheumatoid Arthritis, Osteoarthritis, or Degenerative Joint Disease

frequency percent state frequency state percent
Yes 3 25% 7,406 18%
No 9  75% 34,501 82%
Total applicable respondents 12 41,907
No response 0 1,436
Top Box Percentage N/A N/A
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THOMPSON, CANDACE - Adult Primary Care
Thompson Medical Associates
Question Response Frequencies for Your Patient Survey Sample

Demographics (20 items)

Has a provider ever told you that you had: Any cancer (other than skin)

frequency percent state frequency state percent
Yes 0 0% 3,191 8%
No 12 100% ‘ 38,716 92%
Total applicable respondents 12 41,907
No response 0 1,436
Top Box Percentage N/A N/A

Has a provider ever told you that you had: Depression

frequency percent state frequency state percent
Yes 4 33% 6,216 15%
No 8 67% 35,691 85%
Total applicable respondents 12 41,907
No response 0 1,436
Top Box Percentage N/A N/A

Has a provider ever told you that you had: Acid reflux or stomach ulcers or Gastroesophageal Reflux Disease

frequency percent state frequency state percent
Yes 3 25%) 10,224 24%
No 9 75%) 31,683 76%
Total applicable respondents 12 41,907
No response 0 1,436
Top Box Percentage N/A N/A

Has a provider ever told you that you had: Migraine headaches

frequency percent state frequency state percent
Yes 1 8% | 5,082 12%
No 11 92% ‘ 36,825 88%
Total applicable respondents 12 41,907
No response 0 1,436
Top Box Percentage N/A N/A
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Patient Comments Report

The inclusion of open-ended questions that elicit comments from survey respondents can add meaningful information
to quantitative data. Patients often want to elaborate on their particular experiences of care and this forum enables
them to delve into personal and specific issues that may not be elicited from close-ended survey questions. Today’s
patients are already reporting their health care experience on the internet in blogs, social networks, and on health
care rating websites.

MHQP routinely captures this free-text information in a systematic way. Specifically, we incorporate the beta version
of the CAHPS® Narrative Elicitation Protocol, which is a set of open-ended questions that prompt survey respondents
to tell a clear and comprehensive story about their experience with a health care provider. The ultimate objective of
obtaining patient comments is to provide additional textured information to help providers and practices understand
what they can do to improve their care and/or continue with strategies that are positively impacting patients’
experiences. In the 2019 survey, patients who responded to the survey electronically are presented with the
following:

In Your Own Words

Please answer the following questions to provide detailed feedback about the care, treatment, and services you
receive from your [child's] provider. Your [child's] provider can use this information to know what is working well or
what may need improvement.

You should not use your comments in place of a visit, phone call, or to seek advice from your [child's] provider. Your
comments will never be matched to your name. These comments may be shared with your [child's] provider and may

be reported publicly.

Items in the Adult Version of the Patient Narrative Elicitation Protocol

In your own words, please describe your experiences with this provider and his or her office staff, such as nurses and
receptionists.

1. What are the most important things that you look for in a healthcare provider and the staff in his or her office?
2. When you think about the things that are most important to you, how do your provider and the staff in his or
her office measure up?

3. Now we’d like to focus on anything that has gone well in your experiences in the last 12 months with your
provider and the staff in his or her office. Please explain what happened, how it happened, and how it felt to you.
4. Next we'd like to focus on any experiences in that last 12 months with your provider and the staff in his or her
office that you wish had gone differently. Please explain what happened, how it happened, and how it felt to you.
5. Please describe how you and your provider relate to and interact with each other.

Items in the Child Version of the Patient Narrative Elicitation Protocol

In your own words, please describe your experiences with this provider and his or her office staff, such as nurses and
receptionists.

1. What are the most important things that you look for in your child’s healthcare provider and the staff in his or
her office?
2. When you think about the things that are most important to you, how do your child’s provider and the staff in
his or her office measure up?
3. Now we’d like to focus on anything that has gone well in your experiences in the last 12 months with your
child’s provider and the staff in his or her office. Please explain what happened, how it happened, and how it felt
to you.
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Patient Comments Report

4. Next we'’d like to focus on any experiences in that last 12 months with your child’s provider and the staff in his
or her office that you wish had gone differently. Please explain what happened, how it happened, and how it felt
to you.

5. Please describe how you and your child’s provider relate to and interact with each other.

6. Please describe how your child and his or her provider relate to and interact with each other.

MHQP continues to explore and seek ways to collate and display narrative content so that it is usable and actionable
for health care providers. The patient comments in this report are categorized into three sections: comments provided
by patients who gave the most favorable overall ratings to the provider, comments provided by patients who gave
neutral overall ratings to the provider, and comments from patients who gave the least favorable overall ratings.
Comments are classified by two global ratings: overall Provider Rating (based on a 10-point scale) and Willingness to
Recommend (based on a 5-point scale). Please see the actual wording of these items and legend below for more
detail.

Categories

Most Favorable overall ratings = Provider Rating= 9-10 and Willingness to Recommend=5
Neutral overall ratings = Provider Rating= 4-8 and Willingness to Recommend= 2-4

Least favorable overall ratings=Provider Rating= 0-3 and Willingness to Recommend=1

Global Rating Items

Provider Rating
Using any number from 0 to 10, where 0 is the worst provider possible and 10 is the best provider possible, what

number would you use to rate this provider?
(0]
o1
o2
o3
o4
o5
e6
o7/
o8
9
10

Willingness to Recommend
Would you recommend this provider to your family and friends?
e Definitely yes=5
e Probably yes=4
e Not sure=3
e Probably not=2
e Definitely not=1
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THOMPSON, CANDACE - Adult Primary Care
Thompson Medical Associates

Patient Comments Report

Most Favorable overall ratings

What are the most important things that you look for in a healthcare provider and the staff in his
or her office?

& Listening skills and professionalism

£ The time spent talking to me & not typing on computer!

When you think about the things that are most important to you , how do your provider and the
staff in his or her office measure up?

% | am very happy with the care & companion | receive from the MD & staff.

Now we'd like to focus on anything that has gone well in your experiences in the last 12 months
with your provider and the staff in his or her office. Please explain what happened, how it
happened, and how it felt to you.

& Dr. Thompson is excellent at connecting and demonstrating skilled professionalism. My most recent office
visit allowed me to talk about issues in my life, and their impact on my well-being.

£ My physician always discusses everything with me & never makes me feel rushed. Any plan is discussed &
alternatives are considered for the best plan of care for me. | am involved!

Next we'd like to focus on any experiences in that last 12 months with your provider and the staff
in his or her office that you wish had gone differently. Please explain what happened, how it
happened, and how it felt to you.

&% None - all has gone well.

Please describe how you and your provider relate to and inter