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Executive Summary

The TRICARE Inpatient Satisfaction Survey (TRISS) is a worldwide survey of the
military health system (MHS) beneficiaries that has been conducted each year since 2006 by the
Office of the Assistant Secretary of Defense/TRICARE Management Activity (TMA). Congress
mandated the survey under the National Defense Authorization Act for Fiscal Year 1993 (P.L.
102-484) to ensure regular monitoring of MHS beneficiaries’ satisfaction with inpatient care.
The TRICARE Inpatient Satisfaction Survey (TRISS) reports on experiences of adults who
receive medical, surgical, and obstetrics inpatient services from the Military Health System’s 58
direct care (DC) military treatment facilities (MTFs) and through the MHS civilian network of
providers also known as purchased care (PC) arrangements. Eligible beneficiaries include
members of the Army, Air Force, Navy, Marines, Coast Guard, Public Health Service, National
Oceanic and Atmospheric Administration, and activated members of the National Guard and
Reserves.

This report summarizes survey results from a sample of hospital inpatients discharged
from MTFs between July 1, 2009 and September 30, 2009. Of the 46,752 TRICARE hospital
inpatients surveyed, 15,665 responded to the survey, for an overall response rate of 33.5%.

The TRISS includes two questions that are considered key indicators of satisfaction: (1)
Using any number from 0 to 10, where 0 is the worst hospital possible and 10 is the best hospital
possible, what number would you use to rate this hospital during your stay? and (2) Would you
recommend this hospital to your friends and family? For these questions, the proportion of
beneficiaries who rated their hospital a 9 or 10 and the proportion of respondents who said that
they would “definitely” recommend their hospital is reported.

Also included in the TRISS are questions from the Hospital Consumer Assessment of
Healthcare Providers and Systems (HCAHPS) survey of civilian hospital inpatients. HCAHPS is
a set of standardized survey questions used to collect and report meaningful and reliable inpatient
satisfaction information. HCAHPS results are used as a national benchmark for civilian
hospitals. The HCAHPS benchmark represents the results of three product lines (medical,
surgical, and obstetrics) combined. Statistical comparisons between the MHS and the HCAHPS
benchmark were conducted for only similar combined product instances, such as DC versus
HCAHPS benchmarks or Service versus HCAHPS benchmarks. Specific product lines (e.g.,
medical, surgical, and obstetrics) are not compared to the HCAHPS benchmark.



Highlights of Results

Military Health System Overall: For both of the key indicators of satisfaction (overall
rating of the hospital and willingness to recommend the hospital) the MHS is significantly below
the HCAHPS benchmark. Fifty-six percent (56%) of MHS beneficiaries rated their overall
hospital experience with a 9 or 10, compared with civilian HCAHPS respondents, of whom 64%
rated their overall experience with a 9 or 10. Sixty-one percent (61%) of MHS beneficiaries
indicated that they would definitely recommend the hospital to family and friends, compared
with 68% of civilian HCAHPS respondents who indicated that they would definitely recommend
their hospital to family and friends. MHS satisfaction was significantly higher than the civilian
benchmark for the Discharge Information composite, and significantly lower than the civilian
benchmark for the Nurse Communication and Doctor Communication composites.

Direct Care Results: Tables 1a—c present results from the two overall satisfaction
questions, the HCAHPS composites, and the Department of Defense (DoD) composites for DC
beneficiaries. As Table 1a shows, the proportion that rated their hospital a 9 or 10 was
significantly lower among DC beneficiaries (53%) when compared with the HCAHPS civilian
benchmark (64%). Similarly, a lower percentage of DC beneficiaries indicated that they would
recommend the hospital to family and friends, compared with the HCAHPS civilian benchmark
(58% vs. 68%). However, DC satisfaction was significantly higher than the civilian benchmark
for both Communication about Medications and Discharge Information composites.

As Table 1b shows, the group most likely to rate the hospital a 9 or 10 was those
receiving Medical services in Air Force MTFs, and those least likely to rate the hospital a 9 or 10
were those receiving Obstetrics services in Army MTFs. Across the Services, respondents who
received obstetrics care were the least satisfied with their care. As Table 1c shows, beneficiaries
receiving care in Navy OCONUS MTFs were significantly less likely than the civilian
benchmark to rate the hospital a 9 or 10 and to recommend the hospital to family and friends.

Purchased Care Results: Tables 2a—b present results from the two overall satisfaction
questions, the HCAHPS composites, and the DoD-specific composites for PC beneficiaries. As
Table 2a shows, beneficiaries who received care from purchased care providers were less likely
than the HCAHPS civilian benchmark to rate their hospital a 9 or 10 (62% vs. 65%) and less
likely to recommend the hospital to family and friends (66% vs. 68%). For PC overall, all of the
HCAHPS composite scores were significantly different from the civilian benchmark, with both
Communications about Medications and Discharge Information composites significantly higher
than the civilian benchmark, and the other composites significantly lower than the civilian
benchmark. As Table 2b shows, among the services within PC regions, TRICARE beneficiaries
receiving Surgical services in the North region were most likely to recommend the hospital to
family and friends and to rate the hospital a 9 or 10.



This page intentionally left blank.



Results:
Overall Satisfaction Measures, HCAHPS Composites, DoD
Composites, and Benchmark Comparisons
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Table 1a. Direct Care (DC) Results (% Most Positive Results) *

Direct

MHS Civilian Direct Care
O;/g(r)gll O?/ggll Bzr?(ﬁﬁnpasrk Me[()j(i:cal Su?g(i:cal ObsDtgtric Army Navy Air Force Oggég“
2009
Overall Satisfaction
Overall Hospital Rating 55.9 53.0 63.5 61.1 58.3 42.1 51.3 52.4 59.2 53.3
Recommend Hospital 60.6 57.7 68.4 66.7 64.5 45.1 55.0 58.9 63.7 56.8
HCAHPS Composites
Nurse Communication 70.0 69.9 74.2 75.2 71.9 63.8 69.6 69.0 72.5 68.9
Doctor Communication 75.7 75.9 79.0 76.0 811 72.6 74.9 76.3 78.0 76.3
Communication about Medications 65.7 67.2 58.1 65.7 68.3 67.8 66.1 68.9 67.2 67.3
Responsiveness of Hospital Staff 61.1 62.2 61.8 63.1 61.3 61.8 59.7 63.7 66.9 62.2
Pain Control 63.3 61.7 69.0 60.4 64.8 60.6 60.2 62.3 65.1 61.6
Discharge Information 84.5 85.0 80.9 81.9 88.6 85.5 83.7 86.1 86.7 83.9
DoD Composites2
Your Family and Friends 82.3 81.4 N/A 85.1 83.8 77.2 80.4 81.5 84.3 81.5
Interaction with Other Hospital Staff 73.9 715 N/A 71.8 74.2 69.0 71.8 70.5 72.2 70.5
Patient Safety 69.1 67.3 N/A 70.6 70.1 62.5 67.2 67.6 67.2 65.9

*Numbers in bold text are significantly different from the civilian HCAHPS benchmark. Statistical tests to examine differences between Product Line (Medical, Surgical, and Obstetrics) and the
HCAHPS civilian benchmark were not performed.

2N/A (not available)—for the DoD composites, civilian benchmark data are not available for comparison because these questions are not included in the HCAHPS survey.




Table 1b. Direct Care (DC) Results (% Most Positive Results) *

Direct
Care Civilian Air
Overall HCAHPS Army Army Army Navy Navy Navy Force | Air Force | Air Force

2009 Benchmark | Medical | Surgical | Obstetric | Medical | Surgical | Obstetric | Medical | Surgical | Obstetric

Overall Satisfaction

Overall Hospital Rating 53.0 63.5 59.7 56.0 38.9 57.9 58.5 45.8 69.5 67.2 43.6

Recommend Hospital 57.7 68.4 64.8 60.3 40.9 66.1 67.0 50.2 72.8 76.4 46.8

HCAHPS Composites

Nurse Communication 69.9 74.2 75.6 70.9 62.3 73.2 715 65.0 76.5 76.4 65.9
Doctor Communication 75.9 79.0 75.8 79.4 70.7 75.1 82.1 74.5 7.7 86.4 73.7
Communication about 67.2 58.1 65.7 65.3 67.2 66.5 70.3 69.9 64.5 76.1 65.1
Medications

Responsiveness of Hospital 62.2 61.8 61.3 58.5 58.8 65.5 63.6 62.7 64.9 67.5 68.0
Staff

Pain Control 61.7 69.0 58.7 62.1 59.8 61.8 64.8 61.4 62.7 76.1 61.0
Discharge Information 85.0 80.9 80.9 87.1 84.2 82.3 90.0 86.9 84.2 91.8 86.4

DoD Composites?®

Your Family and Friends 814 N/A 85.5 81.6 75.2 83.0 854 78.9 87.0 89.2 79.1
Interaction with Other Hospital 71.5 N/A 72.6 72.5 70.3 68.6 75.4 69.1 73.4 78.7 65.9
Staff

Patient Safety 67.3 N/A 70.7 68.0 62.9 68.2 72.3 64.9 73.8 74.6 56.1

'Numbers in bold text are significantly different from the civilian HCAHPS benchmark. Statistical tests to examine differences between Product Line (Medical, Surgical, and Obstetrics) and the
HCAHPS civilian benchmark were not performed.

N/A (not available)—for the DoD composites, civilian benchmark data are not available for comparison because these questions are not included in the HCAHPS survey.



Table 1c. Direct Care (DC) Outside Continental United States (OCONUS) Results (% Most Positive Results)'?

OCONUS I—?CI\,/AI\II-Iﬁ:’nS OCONUS OCONUS OCONUS OCONUS OCONUS OCONUS
overall® Benchmark Army Navy Air Force Alaska Europe Pacific
Overall Satisfaction
Overall Hospital Rating 54.8 63.5 61.1 41.1 61.2 60.4 64.6 41.6
Recommend Hospital 61.7 68.4 66.8 49.7 67.5 58.9 74.4 49.6
HCAHPS Composites
Nurse Communication 73.0 74.2 76.8 69.2 73.2 71.6 80.3 67.0
Doctor Communication 77.2 79.0 75.0 77.7 81.3 76.8 80.0 75.0
Communication about Medications 70.4 58.1 67.6 70.7 74.2 71.3 70.5 69.4
Responsiveness of Hospital Staff 70.0 61.8 73.0 63.2 75.7 70.9 77.2 63.2
Pain Control 66.2 69.0 66.6 64.4 65.7 62.4 74.5 57.9
Discharge Information 83.9 80.9 81.9 82.4 88.0 82.4 86.7 81.7
DoD Composites*
Your Family and Friends 81.6 N/A 82.3 76.0 87.3 83.5 91.3 72.7
Interaction with Other Hospital Staff 70.6 N/A 71.4 66.6 71.9 72.2 74.3 64.1
Patient Safety 64.8 N/A 64.2 64.6 63.3 59.6 69.5 60.5

Survey responses were not obtained from MHS beneficiaries in Latin America; therefore, this report does not contain survey results from that region.

2 Numbers in bold text are significantly different from the civilian HCAHPS benchmark.

®Because of the small number of OCONUS purchased care respondents, this column shows results from beneficiaries who received inpatient care OCONUS through both direct care and

purchased care.

“N/A (not available)—for the DoD composites, civilian benchmark data are not available for comparison because these questions are not included in the HCAHPS survey.




Table 2a. Purchased Care (PC) Results (% Most Positive Results)

PC Civilian PC
Overall HCAHPS PC PC PC Overall
2009 | Benchmark | Medical | Surgical | Obstetric North* | South® | West" 2008
Overall Satisfaction
Overall Hospital Rating 62% 64% 57% 68% 61% 61% 63% 62 61%
Recommend Hospital 66% 68% 62% 72% 67% 66% 66% 67% 65%
HCAHPS Composites
Nurse Communication 70% 74% 67% 73% 73% 71% 72% 68% 69%
Doctor Communication 75% 79% 69% 82% 77% 75% 77% 74% 75%
Communication about Medications 63% 58% 56% 66% 69% 62% 61% 64% 62%
Responsiveness of Hospital Staff 59% 62% 51% 61% 69% 60% 57% 60% 56%
Pain Control 67% 69% 57% 2% 71% 65% 68% 67% 66%
Discharge Information 84% 81% 78% 88% 86% 84% 84% 84% 82%
DoD Composites?®
Your Family and Friends 84% N/A 83% 87% 83% 84% 85% 83% 83%
Interaction with Other Hospital Staff 78% N/A 76% 82% 78% 80% 78% 76% 77%
Patient Safety 73% N/A 71% 75% 2% 74% 2% 71% 71%

*Numbers in bold text are significantly different from the Civilian HCAHPS benchmark. Statistical tests to examine differences between Product Line (Medical, Surgical, and Obstetrics) and the

civilian HCAHPS benchmark were not performed.

N/A (not available)—for the DoD composites, civilian benchmark data are not available for comparison because these questions are not included in the HCAHPS survey.




Table 2b. Purchased Care (PC) results (% Most Positive Results)

PC Civilian
Overall HCAHPS North North North South South South West West West
2009" Benchmark | Medical | Surgical | Obstetric | Medical | Surgical | Obstetric | Medical | Surgical | Obstetric

Overall Satisfaction

Overall Hospital Rating 62% 64% 56% 70% 58% 58% 68% 64% 59% 66% 62%

Recommend Hospital 66% 68% 61% 74% 67% 62% 69% 67% 64% 71% 67%
HCAHPS Composites

Nurse Communication 70% 74% 67% 74% 73% 67% 74% 76% 65% 71% 72%

Doctor Communication 75% 79% 69% 83% 76% 71% 83% 81% 68% 80% 87%

Communication about 63% 58% 54% 67% 70% 57% 64% 66% 58% 66% 2%

Medications

gesf?onsiveness of Hospital 59% 62% 49% 62% 69% 50% 59% 66% 53% 60% 71%

ta

Pain Control 67% 69% 55% 72% 69% 58% 71% 74% 59% 71% 71%

Discharge Information 84% 81% 78% 90% 86% 78% 88% 87% 79% 88% 86%
DoD Composites2

Your Family and Friends 84% N/A 82% 87% 84% 85% 88% 83% 81% 86% 82%

Igttefl;action with Other Hospital 78% N/A 76% 83% 82% 77% 81% 76% 74% 81% 74%

a
Patient Safety 73% N/A 2% 76% 74% 73% 74% 69% 68% 74% 71%

'Numbers in bold text are significantly different from the Civilian (HCAHPS benchmark. Statistical tests to examine differences between Product Line (Medical, Surgical, and Obstetrics) and

the civilian HCAHPS benchmark were not performed.

N/A (not available)—for the DoD composites, civilian benchmark data are not available for comparison because these questions are not included in the HCAHPS survey.
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Results of the Trust Questions
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Table 3a. Direct Care (DC) Results (% Most Positive Results)

Trust DC DC DC DC

Question Overall Medical Surgical Obstetric Army Navy Air Force
Sometlmes your.health care provider cared more about w?at was 47% 46% 54% 43% 46% 47% 47%
convenient for him or her than about your medical needs.
Your health care provider was always thoughtful and thorough. 85% 84% 89% 84% 84% 86% 88%
You compl_etely trusted your health care provider’s decisions about 84% 83% 90% 81% 83% 83% 86%
which medical treatments were best for you.
Your he.alth care provider was complgtely honest in tellln.g. you about all 84% 8206 90% 83% 83% 85% 87%
of the different treatment options available for your condition.
All'in all, you had complete trust in your health care provider. 85% 84% 91% 82% 84% 85% 88%
Your health care provider did not refer you to a specialist when needed.’ 36% 36% 43% 30% 35% 35% 36%
You trusted your he_alth care prowcjer to put your medical needs above 84% 84% 88% 81% 83% 84% 87%
all other considerations when treating your medical problems.
You think your health care provider was strongly influenced by health 17% 18% 239 13% 17% 18% 18%

plan rules when making decisions about your medical care.*

'Numbers in these rows represent the percentage of respondents who “strongly disagreed” with the statement. Numbers in the other cells represent the percentage of respondents who either

“strongly agreed” or “somewhat agreed” with the statement.
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Table 3b. Direct Care (DC) Results (% Most Positive Results)

Air
Trust Army Army Army Navy Navy Navy Force | Air Force | Air Force
Question Medical | Surgical | Obstetric | Medical | Surgical | Obstetric | Medical | Surgical | Obstetric
Sometimes your health care provider cared more about
what was conv?nient for him or her than about your 47% 52% 42% 44% 54% 46% 47% 63% 39%
medical needs.
I}oourrozgalth care provider was always thoughtful and 83% 87% 8206 83% 91% 86% 89% 9206 85%
You completely trusted your health care provider’s
decisions about which medical treatments were best for 83% 88% 81% 80% 90% 82% 88% 94% 80%
you.
Your health care provider was completely honest in
telling you about all of the different treatment options 82% 88% 81% 80% 92% 85% 86% 95% 84%
available for your condition.
Qilol\zdaélr, you had complete trust in your health care 83% 89% 80% 829 92% 85% 90% 95% 81%
Your health care provider did not refer you to a o o 0 o o 0 o 0 0
specialist when needed ! 36% 42% 28% 36% 41% 33% 37% 48% 28%
You trusted your health care provider to put your
medical needs above all other considerations when 83% 85% 80% 81% 90% 83% 88% 94% 81%
treating your medical problems.
You think your health care provider was strongly
influenced by health planlrules when making decisions 17% 23% 13% 20% 23% 14% 20% 26% 12%
about your medical care.

'Numbers in these rows represent the percentage of respondents who “strongly disagreed” with the statement. Numbers in the other cells represent the percentage of respondents who either

“strongly agreed” or “somewhat agreed” with the statement.
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Table 3c. Direct Care (DC) Outside Continental United States (OCONUS)* Results (% Most Positive Results)

Trust OCONUS? | OCONUS OCONUS OCONUS OCONUS OCONUS OCONUS

Question Overall Army Navy Air Force Alaska Europe Pacific
Sometimes your health care provider cared more
about what was convenient for him or her than about 49% 51% 44% 52% 47% 59% 40%
your medical needs.?
Your health care provider was always thoughtful and 89% 90% 85% 92% 87% 93% 85%
thorough.
You completely trusted your health care provider’s
decisions about which medical treatments were best 86% 86% 85% 88% 82% 90% 84%
for you.
Your health care provider was completely honest in
telling you about all of the different treatment options 86% 85% 86% 88% 86% 90% 83%
available for your condition.
Qilol\zdaélr, you had complete trust in your health care 88% 88% 87% 91% 87% 92% 86%
Your health care provider did not refer you to a
specialist when needed.? 37% 41% 30% 35% 34% 46% 27%
You trusted your health care provider to put your
medical needs above all other considerations when 87% 84% 89% 89% 78% 92% 86%
treating your medical problems.
You think your health care provider was strongly
influenced by health plan rules when making 21% 25% 18% 16% 18% 28% 14%

decisions about your medical care.®

'Survey responses were not obtained from MHS beneficiaries in Latin America; therefore, the report does not contain survey results from that region.
Because of the small number of OCONUS purchased care respondents, this column shows results from beneficiaries who received inpatient care OCONUS through both direct care and

purchased care.

SNumbers in these rows represent the percentage of respondents who “strongly disagreed” with the statement. Numbers in the other cells represent the percentage of respondents who either

“strongly agreed” or “somewhat agreed” with the statement.
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Table 4a. Purchased Care (PC) Results (% Most Positive Results)

Trust PC PC PC PC

Question Overall Medical Surgical Obstetric North South West
Sometimes your health care provider cared more about what was
convenient for him or her than about your medical needs.’ 4r% 40% 53% 50% 47% 47% 46%
Your health care provider was always thoughtful and thorough. 85% 81% 91% 85% 85% 85% 85%
You completely trusted your health care provider’s decisions about o o o o o o o
which medical treatments were best for you. 86% 81% 93% 86% 86% 81% 86%
Your health care provider was completely honest in telling you about all 0 o o o 0 0 o
of the different treatment options available for your condition. 84% 8% 90% 86% 83% 85% 84%
All'in all, you had complete trust in your health care provider. 87% 82% 93% 87% 87% 87% 87%
:ggé:de?lth care provider did not refer you to a specialist when 38% 34% 44% 38% 37% 39% 38%
You trusted your health care provider to put your medical needs above o o o o o o o
all other considerations when treating your medical problems. 86% 83% 92% 85% 86% 86% 86%
You think your health care provider was strongly influenced by health 21% 17% 2506 23% 20% 220 21%

plan rules when making decisions about your medical care.

'Numbers in these rows represent the percentage of respondents who “strongly disagreed” with the statement. Numbers in the other cells represent the percentage of respondents who either

“strongly agreed” or “somewhat agreed” with the statement.
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Table 4b. Purchased Care (PC) Results (% Most Positive Results)

Trust North North North South South South West West West
Question Medical | Surgical | Obstetric | Medical | Surgical | Obstetric | Medical | Surgical | Obstetric

Sometimes your health care provider cared more about
what was convenient for him or her than about your 41% 54% 50% 40% 54% 51% 39% 51% 51%
medical needs."
:(hoourgzgﬁlth care provider was always thoughtful and 81% 92% 85% 81% 90% 86% 80% 90% 86%
You completely trusted your health care provider’s
decisions about which medical treatments were best for 81% 93% 88% 82% 92% 88% 82% 92% 84%
you.
Your health care provider was completely honest in
telling you about all of the different treatment options 77% 90% 86% 80% 90% 86% 78% 90% 86%
available for your condition.
Qllol\zdaélr, you had complete trust in your health care 81% 93% 89% 82% 94% 88% 82% 94% 87%
Your health care provider did not refer you to a o o 0 o o 0 o 0 0
specialist when needed.* 34% 43% 35% 35% 44% 41% 33% 44% 40%
You trusted your health care provider to put your
medical needs above all other considerations when 83% 92% 85% 84% 90% 86% 82% 92% 85%
treating your medical problems.
You think your health care provider was strongly
influenced by health plan rules when making decisions 17% 26% 20% 16% 27% 27% 18% 23% 24%
about your medical care.!

*Numbers in these rows represent the percentage of respondents who “strongly disagreed” with the statement. Numbers in the other cells represent the percentage of respondents who either

“strongly agreed” or “somewhat agreed” with the statement.
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|
» 1. Narrative comments about significant differences iri the most positive category among subgroups will be included here

]
Arrow represents statistically significant differences, at the 9% confidence level, or from the HCAHPS civilian score. Your MHS score is: higher A or

lower \ than the 2009 HCAHPS civilian score. |

Composite: Communication with Nurses< ________ Survey composites g‘;}gft':;g
How often did nurses treat you with courtesy and respect? | and questions period
2009 .
Sam Ie SiZB Never + Sometimes Usuall Always -
p d —————————— Answer choices
 EBRRREEEEE —=======================-======1 1 HCAHPS
Overall MHS 2008 Percent ) Civilian
Percent Most Most Positive | Benchmark
Positive Response Response | MHS 2008 2009
T
2009 75% 78% == =1
tove(;?” roo > }2008 75% l X |
rending 200¢ [ v 0% 20%  40%  60%  80%  100% |
results A !
Military Health Systems (Overall) 50% & (n=788) ¢ '
] 1
Drect Care W61 (ne3se) v |
Purchased Care 50% : (n =430) 25% 25% 50% \Z :
1
[} 1
Data ! '
; : CONUS 50% (n=230) SN 25% 50% v '
Compa_rlsons. QCONUS 0% 1 (n=130) 25% 25Y% 50% v !
Numeric X |
fOOtnOteS indicate Direct Care, Military Service \ :
Army 50% 1 (n=230) 25% 25% 50% v '
that survey Navy 5% ! (n=130) v |
responses Air Force 50% | (n=70) v :
differed .y ' |
. 'ficantl b Purchased Care, TRICARE ReglonsA | h
signi y oy North 1 5% | (n=158) Ve---1
subgroup. South ! 50% | (n=79) v .
Narrative text -~ We-=--=-=-=-=-=-- I R v |
P | 1
descrlblng Direct Care, Age | :
observed 18-44 50% ! (n=264) ) !
ST 504 s | (n=9e) ? |
85 50% =430
found at the ' I a a " :
bottom of the Purchased Care, Age | !
page. 18-44 50% | (n=149) v :
45-64 50% | (n=91) 25% 25% 50% ¥ !
65+ 50% | (n=118) 25% 25% 50% ¢ |
| 1
1
1
1
1
1
1
1
1
1
1

The percentage of most positive responses is provided
for each HCAHPS question and composite included
in the TRISS in 2009, 2008 and 2007 for visual
analysis of trends. Because 2008 was the first time the
8 Trust questions were administered on the TRISS,
trend data are available only for 2009 and 2008 for
the Trust questions in this report.
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The percentage of most positive responses is provided
for each HCAHPS question and composite in the
HCAHPS civilian survey. Arrows in the column
represent MHS scores that are higher or lower than the
HCAHPS civilian score. Civilian benchmark data were
not compared to TRISS data by product type, and were
not available for DoD questions or Composites, or for
the Trust questions.




Composite: Communication with Nurses (continued)

How often did nurses treat you with courtesy and respect?

Never + Sometimes U sualli Alwais

HCAHPS
2008 Percent Civilian
Most Positive Benchmark
Response MHS 2008 2009
0% 20% 40% 60% 80% 100%
Purchased Care (North) T R
Medical 50% (n=788)
Surgical 50% (n=358) 25% 25% 50%
Obstetric 50% (n=430) 25% 25% 50%
Purchased Care (South)
Medical 50% (n=297)
Surgical 50% (n=130) 25% 25% 50%
Obstetric 50% (n=167) 25% 25% 50%
Purchased Care (West)’
Mecica s (n=219)
Surgical 50% (n=134)
Obstetric 50% (n=115)
Direct Care (OCONUS), Service
Amy 50% (n=242)
Navy 50% (n=94)
Ar Force so%  (n=149)
Direct Care (OCONUS), Region
s (n=202)
Europe 50% (n=94)
Pacific 50% (n=148)
~ = = = =PCoast Guard Sponsored Sample Member
Direct Care (n=242) 25% 25% 50%
Purchased Care (n=94) 25% 25% 50%

2. Narrative comments about significant differences in the most positive category among subgroups will be included here

V than the 2009 HCAHPS civilian score.

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher N or lower

This category represents sample members who are

members of the Coast Guard, or their dependents. 2007

was the first year this category was reported.

HCAHPS civilian benchmark scores
were not compared statistically to

the scores for the Medical, Surgical,
and Obstetrics categories; therefore,
no arrows are shown in this column.
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Introduction

Purpose of the TRICARE Inpatient Satisfaction Survey

RTI International (a trade name of Research Triangle Institute) is conducting the
TRICARE Inpatient Satisfaction Survey (TRISS) for the Department of Defense TRICARE
Management Activity (DoD-TMA). The purpose of this project is to collect and analyze data
from TRICARE beneficiaries about their experiences and satisfaction with recent inpatient
hospital care provided by the TRICARE direct care (DC) system and purchased care (PC)
network. The DoD-TMA staff will use the survey results for program evaluation, performance
management, and decision support for the military health system (MHS). TRISS uses the
Hospital Consumer Assessment of Healthcare Providers and Systems (HCAHPS) survey as the
model for the data collection instrument and procedures to facilitate benchmarking of the
information about military care facilities with their civilian counterparts.

Survey Methods

Survey Population: The population for the annual TRISS Mail Survey is MHS
beneficiaries worldwide who had an inpatient hospital stay at a military treatment facility (MTF)
for DC or at a civilian network facility for PC during the reference period of July 1, 2009,
through September 30, 2009. The survey sample consisted of 46,859 TRICARE inpatients of
whom 31,003 received care from an MTF and 15,856 received care from a civilian facility that is
part of the Military Health System (MHS) network of providers. Over the entire MHS, of the
46,752 inpatients surveyed, 15,665 responded to the survey, for an overall response rate of
33.5%.

TRICARE beneficiaries eligible for inclusion in the survey

e were 18 years or older at the time of admission,

e admitted for at least one overnight stay in the hospital,

¢ had a nonpsychiatric and non-substance-abuse principal diagnosis at discharge,

e were alive at the time of discharge, and

¢ had a normal discharge from the hospital.
Patients who did not have a normal discharge and those who had a diagnosis of abortion, false
labor, antepartum, or stillbirth were excluded from the survey sample.

Survey Instrument: There were three different survey instruments that corresponded to
three types of hospital services or products: medical, surgical, and obstetrics care. The 2009
TRISS incorporated questions from the following sources:

o HCAHPS questions—All 27 questions from the HCAHPS survey developed by the
Agency for Healthcare Research and Quality and the Centers for Medicare &
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Medicaid Services are included in the 2009 TRISS. The HCAHPS survey consists
primarily of questions that ask respondents to report about their experiences with the
care and services they received in the hospital. Questions related to the same topic are
grouped together in “composites” which allow easy identification of patterns in the
results. Questions that fall within a composite are also analyzed together. There are
six HCAHPS composite measures.

For this report, the MHS results are compared to the 2009 HCAHPS results. For more
information about the HCAHPS composites, visit

https://www.cahps.ahrqg.gov/content/products/HOSP/PROD HOSP Intro.asp?p=1022&s

=221
or

http://www.hcahpsonline.org/.

DoD questions—DoD questions were developed and tested by other survey
organizations under contract with DoD-TMA prior to the implementation of the 2006
TRISS. The DoD questions were generated to provide action items at the MTF level.
Statistical analysis was conducted to create three composite measures that summarize
results from 13 DoD questions.

Trust questions-For the first time this year, TRISS also included eight (8) questions to
assess beneficiaries’ trust in the health care provider who was primarily responsible
for their care during the hospital stay. Four of the trust questions were adapted from
the Community Tracking Survey Household and Followback Surveys developed by
the Center for Studying Health System Change and four were adapted from the
Interpersonal Trust in a Physician—Short Form. For five of the trust questions, the
proportion of beneficiaries that either “strongly agreed” or “somewhat agreed” with
each statement is reported. For three of the trust questions, the proportion of
respondents who disagreed with the statement (which is the most favorable response)
is reported. Civilian benchmark data are not available for comparison with the trust
questions because these questions are not part of the HCAHPS survey.

Table 5 provides a list of composite measures (bold lettering) and the questions within

the composites, as well as the eight Trust questions that were included in the 2009 TRISS. Full
details on the survey methodology are presented in Appendix A.
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Table 5. Composite Measures and Questions

HCAHPS Composites

Communication with Nurses

During this hospital stay, how often did nurses treat you with courtesy and respect?

During this hospital stay, how often did nurses listen carefully to you?

During this hospital stay, how often did nurses explain things in a way you could understand?
Communication with Doctors

During this hospital stay, how often did doctors treat you with courtesy and respect?

During this hospital stay, how often did doctors listen carefully to you?

During this hospital stay, how often did doctors explain things in a way you could understand?

Communication about Medications
Before giving you any new medicine, how often did hospital staff tell you what the medicine was for?

Before giving you any new medicine, how often did hospital staff describe possible side effects in a way you could
understand?

Responsiveness of Hospital Staff
During this hospital stay, after you pressed the call button, how often did you get help as soon as you wanted it?
How often did you get help in getting to the bathroom or in using a bedpan as soon as you wanted?

Pain Control
During this hospital stay, how often was your pain well controlled?
During this hospital stay, how often did the hospital staff do everything they could to help you with your pain?

Discharge Information

During this hospital stay, did doctors, nurses, or other hospital staff talk with you about whether you would have the help you
needed when you left the hospital?

During this hospital stay, did you get information in writing about what symptoms or health problems to look out for after you
left the hospital?

DoD Composites

Your Family and Friends

How often did doctors treat your family or close friend with courtesy and respect?

During this hospital stay, how often did nurses treat your family or close friend with courtesy and respect?
Interaction with Other Hospital Staff

How often did the staff who took blood from you treat you with courtesy and respect?

How often did the staff who took blood from you do this without causing you too much pain?

During this hospital stay, how often did staff check your identification band before taking your blood?

How often did the staff starting your IVs treat you with courtesy and respect?

How often did the staff starting your IVs do this without causing you too much pain?

During this hospital stay, how often did staff check your identification band before starting your IV?

How often did the radiology staff treat you with courtesy and respect?

During this hospital stay, how often did staff check your identification band before doing an X-ray, a CAT scan, an MRI, an

ultrasound, or any other radiological test or treatment?

Patient Safety

During this hospital stay, how often did you see staff wash their hands or use gloves before treating or checking you?

During this hospital stay, when doctors, nurses, or other hospital staff first came to your room, how often did they introduce
themselves?

During this hospital stay, how often did staff check your identification band before giving you any medicines, even over- the-
counter medicines like Tylenol or ibuprofen?

(continued)
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Table 5. Composite Measures and Questions (continued)

Trust Questions
Sometimes your health care provider cared more about what was convenient for him or her than about your medical needs.
Your health care provider was always thoughtful and thorough.
You completely trusted your health care provider's decisions about which medical treatments were best for you.

Your health care provider was completely honest in telling you about all of the different treatment options available for your
condition.

All'in all, you had complete trust in your health care provider.
Your health care provider did not refer you to a specialist when needed.

You trusted your health care provider to put your medical heeds above all other considerations when treating your medical
problems.

You think your health care provider was strongly influenced by health plan rules when making decisions about your medical
care.
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Presentation of Results and Statistical Testing

We present survey findings in the following sections:

1. HCAHPS composites and questions. Results from each composite are followed by
results from the questions that comprise the composite.

2. DoD composites and questions. Results from each composite are followed by results
from the questions that comprise the composite.

3. DoD questions. Results from DoD questions that are not part of a composite and were
analyzed individually.

4. Trust Questions. The eight questions regarding trust in providers that were added to
the TRISS survey for the first time last year.

Results of each survey question and composite are presented on two to three pages using
bar charts that provide information about the percentage of beneficiaries who provided each
possible response to each question included in the 2009 TRISS. In addition, we conducted chi-
square tests and t-tests to determine whether responses among different subgroups surveyed vary
significantly. Specifically, we conducted statistical analyses to compare results among the
following subgroups:

1. DCandPC;

2. CONUS (continental United States) and OCONUS (outside the continental United
States);

among DC, military service—Army, Navy, and Air Force;

among DC, age groups—18 to 44, 45 to 64, and 65 or older;

among PC, TRICARE region—North, South, and West;

among PC, age groups—18 to 44, 45 to 64, and 65 or older;

among each product line (medical, surgical, obstetrics)—DC and PC;

among PC beneficiaries, within each region—medical, surgical, and obstetrics;

© 0o N o g bk~ w

among DC beneficiaries, within each Service branch—Army, Navy, and Air Force;
10. among OCONUS DC beneficiaries—Army, Navy, and Air Force;

11. among OCONUS DC beneficiaries—Alaska, Europe, and Pacific; and

12. among Coast Guard Sponsored beneficiaries—DC and PC.

Note that results presented as whole numbers were rounded using the Microsoft Excel rounding
function.

Also included in the TRISS are questions from the Hospital Consumer Assessment of
Healthcare Providers and Systems (HCAHPS) survey of civilian hospitals. HCAHPS is a set of
standardized survey questions used to collect and report meaningful and reliable inpatient
satisfaction information. HCAHPS results are used as a national benchmark for civilian
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hospitals. The HCAHPS benchmark represents the results of three product lines (medical,
surgical, and obstetrics) combined. TRISS statistical comparisons between the MHS and the
HCAHPS benchmark are provided for subgroups such as DC versus HCAHPS or Service versus
HCAHPS. Data about specific product lines (e.g., medical, surgical, and obstetrics) are not
compared to the HCAHPS benchmark. The civilian HCAHPS benchmark data included in the
analyses are based on 4 quarters of data from patients discharged from civilian hospitals in
calendar Quarter 3, 2008 through calendar Quarter 2, 2009 (July 2008 — June 2009).

Reviewers and users of TRISS results should note that statistical tests comparing results
of the various subgroups have limited power when based on samples sizes of fewer than 100
respondents. Where applicable throughout the report footnotes denote estimates with low
precision due to sample size of fewer than 100. Additionally, cells with fewer than 15 responses
are not included in the report. Analysis of data from a nonresponse bias telephone survey of a
subsample of the mail survey nonrespondents revealed that some of the results displayed in this
report are biased and that the bias is large depending on the outcomes of interest. More
information about the results of the nonresponse bias survey will be available in a forthcoming
separate report titled Nonresponse Bias Analysis on the 2009 TRICARE Inpatient Satisfaction
Survey.
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Survey Results:

Overall Satisfaction Questions
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Overall Satisfaction: Rating of Hospital

Using any number from O to 10, where 0 is the worst hospital possible and 10 is the best
hospital possible, what number would you use to rate this hospital during your stay?

Ratini: 0-6 Ratini: 7-8 Ratini: 9-10

Overall MHS 2008 Percent HCAHPS
Percent Most Most Positive Civilian
Positive Response Response MHS 2009 Benchmark

2009 56% 64%

2008 56%

2007 54%

0% 20% 40% 60% 80% 100%

Military Health Systems (Overall)* 56% (n=15183) [F¥ED 30% 56% v
Direct Care 53% (n=8360) (=0 32% 53% v
Purchased Care 61% (n=6823) E¥Z) 26% 62% v
CONUS 56% (n=14513) [N 30% 56% v
OCONUS 56% n=670) [ZIEED 55% v

Direct Care, Military Service?

Army 51% (n=4161) [0 33% 51% v
Navy 54% (n=2356) [0 33% 52% v
Air Force 59% (n=1843) [FEND 59% v

Purchased Care, TRICARE Regions
North 58% (n=2460) E¥Z) 27% Q) \Z
South 63% (n =2055) ) 26% 63%

West 61% (n=2247) Q¥ 26% 62%

Direct Care, Age®
18-44 45% (n=3572) D 37% 44% v
45-64 69% (n=2504) [EVNNPIN 69% 0
65+ 82% (n =2284) 15% 80% A

Purchased Care, Age*

18-44 55% (n=1120) FC7NIPTR 57% v
45-64 63% (n=1615) 11% 25% 64%
65+ 65% (n=4088) [EILZ I 65%

=

Overall, Direct Care beneficiaries were significantly less likely than Purchased Care beneficiaries to rate their hospital a 9 or 10 (p<.05).

2. Among Direct Care beneficiaries, those in Air Force MTFs were significantly more likely than in Navy or Army MTFs to rate their hospital a
9 or 10 (p<.05).

3. Among Direct Care beneficiaries, those aged 18-44 were significantly less likely than in other age groups to rate their hospital a 9 or 10
(p<.05). Furthermore, those aged 65+ were significantly more likely than in other age groups to rate their hospital a 9 or 10 (p<.05).

4. Among Purchased Care beneficiaries, those aged 18-44 were significantly less likely than in other age groups to rate their hospital a 9 or

10 (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Overall Satisfaction: Rating of Hospital (continued)

Using any number from O to 10, where 0 is the worst hospital possible and 10 is the best
hospital possible, what number would you use to rate this hospital during your stay?
(continued)

Ratini: 0-6 Ratini: 7-8 Ratini: 9-10

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
. 0% 20% 40% 60% 80% 100%
Medical
Direct Care 61% (n=3620) VA% 27% 61%
Purchased Care 58% (n=3325) [EELR 28% 57%
Surgical®
Direct Care 62% (n=2320) [EELZ] 31% 58%
Purchased Care 67% (n=2761) [EL/PE) 68%

Obstetrics®
Direct Care 41% (n=2420) 21%
Purchased Care 56% (n=737) 12% 27%

Direct Care (Army)’
Medical 60% (n=1795) ) 28%
Surgical 60% (n=1232) [kl 31%

Obstetric 35% (n=1134) 23%

Direct Care (Navy)®

Medical 58% (n=918) [EELY 29%
Surgical 62% (n=612) g4 32%
Obstetric 47% (n=826) 18% 36%

Direct Care (Air Force)’

Medical 68% (n = 907) 7% 23% 69%
Surgical 68% (n=476) [ PAL 67%
Obstetric 46% (n =460) 17% 39% 44%

5. Among beneficiaries receiving Surgical services, those in Direct Care were significantly less likely than those in Purchased Care to rate
their hospital a 9 or 10 (p<.05).

6. Among beneficiaries receiving Obstetrics services, those in Direct Care were significantly less likely than those in Purchased Care to rate
their hospital a 9 or 10 (p<.05).

7. Among Direct Care beneficiaries in Army MTFs, those receiving Obstetrics services were significantly less likely than those receiving other
services to rate their hospital a 9 or 10 (p<.05).

8. Among Direct Care beneficiaries in Navy MTFs, those receiving Obstetrics services were significantly less likely than those receiving other
services to rate their hospital a 9 or 10 (p<.05).

9. Among Direct Care beneficiaries in Air Force MTFs, those receiving Obstetrics services were significantly less likely than those receiving
other services to rate their hospital a 9 or 10 (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Overall Satisfaction: Rating of Hospital (continued)

Using any number from O to 10, where 0 is the worst hospital possible and 10 is the best
hospital possible, what number would you use to rate this hospital during your stay?
(continued)

Ratini: 0-6 Ratini: 7-8 Ratini: 9-10

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark

I 0% 20% 40% 60% 80% 100%
Purchased Care (North)

Medical 57% (n=1226) 16% 28% 56%
Surgical 68% (n=916) [RELLIPPLL) 70%
Obstetric 48% (n=318) KEEZ 31% 58%

Purchased Care (South)™

Medical 60% (n=1029) EELZ 29% 58%
Surgical 68% (n=855) [REEZEPLY)
Obstetric 60% (n=171) [EKLZ) 26%

Purchased Care (West)

Medical 57% (n=1054) K 28% 59%
Surgical 65% (M 9%  25% 66%
Obstetric 63% (n =245) 14% 24% 62%

Direct Care (OCONUS), Service

Army 59% (n=221) KEEZ) 28% 61%
Navy 44% (n=183) 23% 36% 41% v
Air Force 60% (n=205) WL 32% 61%

Direct Care (OCONUS), Region™®
Alaska 62% (n=161) pHLZ 30%
Europe 58% (n=231) [&4 29%
Pacific 47% (n=216) 23% N

Coast Guard Sponsored Sample Member
Direct Care 58% (n=79) B 42% 44% ¥
Purchased Care 63% (n=107) [E4 35% 56%

10. Among Purchased Care beneficiaries in the North, those receiving Surgical services were significantly more likely than those receiving
other services to rate their hospital a 9 or 10 (p<.05).

11. Among Purchased Care beneficiaries in the South, those receiving Surgical services were significantly more likely than those receiving
Medical services to rate their hospital a 9 or 10 (p<.05).

12. Among Direct Care OCONUS beneficiaries, those in Navy MTFs were significantly less likely than those in Army MTFs or Air Force MTFs
to rate their hospital a 9 or 10 (p<.05).

13. Among Direct Care OCONUS beneficiaries, those in the Pacific region were significantly less likely than those in the Alaskan or European
regions to rate their hospital a 9 or 10 (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.

31
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Overall Satisfaction: Willingness to Recommend
Would you recommend this hospital to your friends and family?

Definiteli No Probably No Probabli Yes Definiteli Yes

Overall MHS 2008 Percent HCAHPS
Percent Most Most Positive Civilian
Positive Response Response MHS 2009 Benchmark

2009 61% 68%

2008 60%

2007 57%

0% 20% 40% 60% 80% 100%

Military Health Systems (Overall)* 60% (n=15282) [BBY 30% 61% v
Direct Care 57% (n =8398) 32% 58% N2
Purchased Care 65% (n=6884) [P 66% Vv
CONUS 59% (n=14610) BV JINE 60% v
OCONUS 63% (n=672) 31% 62% \

Direct Care, Military Service?

Army 54% (n=4176) [l8A 33% 55% v
Navy 60% (n=2368) [MBA 31% 59% v
Air Force 59% (n=1854) 59 28% 64% v

Purchased Care, TRICARE Regions
North 63% (n=2485) BV 66% \/
South 65% (n=2071) N 1PYN 66% N
West 66% (n=2267) VPR 67%

Direct Care, Age®
18-44 49% (n=3589) [ 9% 37% 49% N)
45-64 73% (n=2506) [IEED 74% A
65+ 82% (n=2303) [IEER 83% A

Purchased Care, Age
18-44 63% (n=1133) )59 26% 64% N
45-64 65% (n=1615) IsHPI 67%

(n=4136) I IPEA 68%

65+ 66%

1. Overall, Direct Care beneficiaries were significantly less likely than Purchased Care beneficiaries to recommend the hospital to friends and
family (p<.05).

2. Among Direct Care beneficiaries, those in Army MTFs were significantly less likely than those in Navy or Air Force MTFs to recommend
the hospital to friends and family (p<.05). Furthermore, those in Air Force MTFs were significantly more likely than those in Navy or Army
MTFs to recommend the hospital to friends and family (p<.05).

3. Among Direct Care beneficiaries, those aged 18—-44 were significantly less likely than those in other age groups to recommend the
hospital to friends and family (p<.05). Furthermore, those aged 65+ were significantly more likely than those in other age groups to
recommend the hospital to friends and family (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Overall Satisfaction: Willingness to Recommend (continued)
Would you recommend this hospital to your friends and family? (continued)

Definiteli No Probably No Probabli Yes Definiteli Yes

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
) 0% 20% 40% 60% 80% 100%
Medical
Direct Care 64% (n =3634) 25% 67%
Purchased Care 60% (n=3353) 2004 62%
Surgical*
Direct Care 66% (n=2329) 28% 64%
Purchased Care 70% (n=2790) I 23% 72%
Obstetrics®
Direct Care 45% (n=2435) [B 109

Purchased Care 66% (n=741) . 25%

Direct Care (Army)°
Medical 63% (n=1797) I BTN

Surgical 64% (n=1239) [l6A 31%
Obstetric 37% (n=1140) [E%11%]

Direct Care (Navy)’

Medical 63% (n=923) 5P
Surgical 68% (n=613) 25%
Obstetric 54% (n=832) E7% 38%

Direct Care (Air Force)®
Medical 69% (n=014) | IPELR
Surgical 69% (n=477) | IEAH
Obstetric 45% (n=463) [EJ10%] 39% 47%

4. Among beneficiaries receiving Surgical services, those in Direct Care were significantly less likely than those in Purchased Care to
recommend the hospital to friends and family (p<.05).

5. Among beneficiaries receiving Obstetrics services, those in Direct Care were significantly less likely than those in Purchased Care to
recommend the hospital to friends and family (p<.05).

6. Among Direct Care beneficiaries in Army MTFs, those receiving Obstetrics services were significantly less likely than those receiving other
services to recommend the hospital to friends and family (p<.05).

7. Among Direct Care beneficiaries in Navy MTFs, those receiving Obstetrics services were significantly less likely than those receiving other
services to recommend the hospital to friends and family (p<.05).

8. Among Direct Care beneficiaries in Air Force MTFs, those receiving Obstetrics services were significantly less likely than those receiving
other services to recommend the hospital to friends and family (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Overall Satisfaction: Willingness to Recommend (continued)
Would you recommend this hospital to your friends and family? (continued)

Definiteli No Probably No Probabli Yes Definiteli Yes

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
0% 20% 40% 60% 80% 100%

Purchased Care (North)®
Medical 60% (n=1241) | 6VPNNPILE) 61%
Surgical 70% (n=923) | IEA 74%
Obstetric 61% n=321) [ EEE 67%

Purchased Care (South)

Medical 60% (n =1032) 31% 62%
Surgical 71% (n=867) | IFEE 69%
Obstetric 67% n=172) N IR 67%

Purchased Care (West)
Medical 59% (n =1064) 27% 64%
Surgical 71% (n=958) [ PZLA 71%
Obstetric 70% (n=245) [N PR 67%

Direct Care (OCONUS), Service™

Army 67% (n=220) | 1PED 67%
Navy 53% (n=185) [HI8%] 37% 50% ¢
Air Force 64% (n =206) 9 27% 68%

Direct Care (OCONUS), Region™

Alaska 68% (n=162) [ov LD 59%
Europe 66% (n=229) 22% 74%
Pacific 54% (n =219) 39% 50% ¥

Coast Guard Sponsored Sample Member
Direct Care 64% CEEIVMSE.  30% 60%
Purchased Care 75% (n=108) [ ] 27% 66%

9. Among Purchased Care beneficiaries in the North region, those receiving Surgical services were significantly more likely than those
receiving other services to recommend the hospital to friends and family (p<.05).

10. Among Direct Care OCONUS beneficiaries, those in Navy MTFs were significantly less likely than those in Army or Air Force MTFs to
recommend the hospital to friends and family (p<.05).

11. Among Direct Care OCONUS beneficiaries, those in European MTFs were significantly more likely than those in Alaskan or Pacific MTFs
to recommend the hospital to friends and family (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Communication with Nurses

This composite combined responses from three questions regarding how often nurses communicated
well with patients

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent HCAHPS
Percent Most Most Positive Civilian
Positive Response Response MHS 2009 Benchmark

2009 70% 74%

2008 69%

2007 0,

66% 0% 20% 40% 60% 80% 100%

Military Health Systems (Overall) 69% (n=15541) OIERED 70% v
Direct Care 69% (n=8512) VRN 70% v
Purchased Care 69% (n=7029) R7IPED 70% N2
CONUs 69% (n=14861) EVIERT 70% v
OCONUS 75% (n=680) EIPEN 73%

Direct Care, Military Service®

Army 68% (n=4236) AN 70% v
Navy 69% (n =2394) v
Air Force 72% (n=1882)
Purchased Care, TRICARE Regions?
North 69% (n=2533) v
South 70% (n =2107) v
West 68% (n=2326) v
Direct Care, Age®
18-44 65% (n=3613) VIR 66% ¥
45-64 78% (n=2542) 17% 79% N
65+ 78% (n=2357) A
Purchased Care, Age*
18-44 69% (n=1146) v
45-64 71% GO 6% 21% 73%
65+ 69% (N =4248) (LW 69% v

1. Among Direct Care beneficiaries, those treated in Air Force facilities were significantly more likely than those treated in Army or Navy
facilities to report most positive results for Communication with Nurses (p<.05).

2. Among Purchased Care beneficiaries, those treated in the West region were significantly less likely than those treated in the South region
to report most positive results for Communication with Nurses (p<.05).

3. Among Direct Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to report most positive
results for Communication with Nurses (p<.05).

4. Among Purchased Care beneficiaries, those aged 65 and older were significantly less likely than those aged 45-64 to report most positive
results for Communication with Nurses (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

Composite: Communication with Nurses (continued)

This composite combines responses from three questions regarding how often nurses communicated
well with patients.

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
0% 20% 40% 60% 80% 100%
Medical®
Direct Care 73% (n=3705) [LMEeLZ) 75%
Purchased Care 66% (n=3445) & 26% 67%
Surgical
Direct Care 75% QAR 6%  22% 72%
Purchased Care 73% (n=2836) [P 73%

Obstetrics®
Direct Care 61% (n=2453) A 27% 64%
Purchased Care 71% (n=748) WAL 73%

Direct Care (Army)’

Medical 2% (n=1835) MAZREELZ 76%
Surgical 75% (n=1253) WINPT 71%
Obstetric 59% (n=1148) pLH) 28% 62%

Direct Care (Navy)?

Medical 73% (n=935) KAWL
Surgical T7% (n=619) [LLEwEL)

Obstetric 62% (n=840) [EI% 26%

Direct Care (Air Force)’

Medical 80% (n=935) LZANELTZ 76%
Surgical 74% (n=482) ELLIPI 76%
Obstetric 64% (n=465) BN 66%

5. Among beneficiaries receiving Medical services, those in Direct Care were significantly more likely than those in Purchased Care to report
most positive results for Communication with Nurses (p<.05).

6. Among beneficiaries receiving Obstetrics services, those in Direct Care were significantly less likely than those in Purchased Care to
report most positive results for Communication with Nurses (p<.05).

7. Among beneficiaries treated at Army MTFs, those receiving Obstetrics services were significantly less likely than those receiving other
services to report most positive results for Communication with Nurses (p<.05). Furthermore, those receiving Medical services were
significantly more likely than those receiving other services to report most positive results for Communication with Nurses (p<.05).

8. Among beneficiaries treated at Navy MTFs, those receiving Obstetrics services were significantly less likely than those receiving other
services to report most positive results for Communication with Nurses (p<.05).

9. Among beneficiaries treated at Air Force MTFs, those receiving Obstetrics services were significantly less likely than those receiving other
services to report most positive results for Communication with Nurses (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.

37
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Composite: Communication with Nurses (continued)

This composite combines responses from three questions regarding how often nurses communicated
well with patients.

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
0% 20% 40% 60% 80% 100%

Purchased Care (North)™
Medical 66% (n=1270) % 25% 67%
Surgical 72% (n=938) NPT 74%
Obstetric 70% (n=325) LA 73%

Purchased Care (South)™

Medical 67% (n=1060) &2 26%
Surgical 74% (n=874) |WEIINELD
Obstetric 72% (n=173) [

Purchased Care (West)™
Medical 65% (n=1008) D
Surgical 71% (n=981) [(LNWVEL
Obstetric 71% (n=247) RO

Direct Care (OCONUS), Service

Army 77% (n=224) NI 77%
Navy 72% (n=186) [ILE 69%
Air Force 74% (n=207) IRVl 73%

Direct Care (OCONUS), Region®®

Alaska 71% (n=164) SLIPrL 2%
Europe 80% (n=233) LW 80% N
Pacific 71% (n=219) WEZIPIT 67% ¥

Coast Guard Sponsored Sample Member

Direct Care 2% (n=83) LANPLs 70%
Purchased Care 70% (n=109) I 69%

10. Among Purchased Care beneficiaries in the North region, those receiving Medical services were significantly less likely than those
receiving other services to report most positive results for the Nurse Communication composite (p<.05).

11. Among Purchased Care beneficiaries in the South region, those receiving Medical services were significantly less likely than those
receiving other services to report most positive results for the Nurse Communication composite (p<.05).

12. Among Purchased Care beneficiaries in the West region, those receiving Medical services were significantly less likely than those
receiving other services to report most positive results for the Nurse Communication composite (p<.05).

13. Among OCONUS Direct Care beneficiaries, those receiving care in Europe were significantly more likely than those receiving care in the
Pacific to report most positive results for the Nurse Communication composite (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Communication with Nurses
How often did nurses treat you with courtesy and respect?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent HCAHPS
Percent Most Most Positive Civilian
Positive Response Response MHS 2009 Benchmark

2009 77% 81%

2008 76%

2007 0

3% 0% 20% 40% 60% 80% 100%

Military Health Systems (Overall) 76% (n=15464) EIFED 77% v
Direct Care 75% (n=8474) ETECH 76% Vv
Purchased Care 7% (n=6990) ETIERD 78% v

9 Vv
CONUS 5% (n=14785) REAREELZA

OCONUS 81%

(n=679) 17%

Direct Care, Military Service

Army 74% (n=4214) EFED 76% v

Navy 75% (n =2385) v

Air Force 7% (n=1875) v
Purchased Care, TRICARE Regions

North 76% (n =2520) v

South 78% (n =2097)

West 76% (n=2311) v
Direct Care, Age®

18-44 70% (n=3594) \Z

45-64 85% (n=2531) A

65+ 87% (n=2349) )
Purchased Care, Age?

18-44 74% (n=1141) AR 75% v

45-64 78% (n =1626) 15% 81%

65+ 79% (n=4223) v

1. Among Direct Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to report that nurses
"always" treated them with courtesy and respect (p<.05).

2 Among Purchased Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to report that nurses
"always" treated them with courtesy and respect (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.

39
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Composite: Communication with Nurses (continued)
How often did nurses treat you with courtesy and respect?

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
.3 0% 20% 40% 60% 80% 100%
Medical
Direct Care 81% (n =3683) 13% 82%
Purchased Care 75% (n =3424) 19% 76%
Surgical
Direct Care 80% (n=2349) BLAREELZ 78%
Purchased Care 80% (n =2822) 16% 79%

Obstetrics*
Direct Care 66% (n=2442) &% 23%
Purchased Care 76% (n=744) LW

Direct Care (Army)®
Medical 80% (n=1823) 13%
Surgical 80% (n=1249) [CNELZ
Obstetric 63% (n=1142) k4 24%

Direct Care (Navy)

Medical 81% (n=930) |[LLEELZ 81%
Surgical 83% (n=619) 18% 79%
Obstetric 67% (n=836) [LLMWP2AZ) 72%

Direct Care (Air Force)®

Medical 85% (n=930) 12% 85%
Surgical 78% (n=481) 18% 80%
Obstetric 69% (n=464) [IPID 70%

3. Among beneficiaries receiving Medical services, those in Direct Care were significantly more likely than those in Purchased Care to report
that nurses "always" treated them with courtesy and respect (p<.05).

4. Among beneficiaries receiving Obstetrics services, those in Direct Care were significantly less likely than those in Purchased Care to
report that nurses "always" treated them with courtesy and respect (p<.05).

5. Among Direct Care beneficiaries in Army MTFs, those receiving Obstetrics services were significantly less likely than those receiving other
services to report that nurses "always" treated them with courtesy and respect (p<.05). Furthermore, those receiving Medical services
were significantly more likely than those receiving other services to report that nurses "always" treated them with courtesy and respect
(p<.05).

6. Among Direct Care beneficiaries in Air Force MTFs, those receiving Obstetrics services were significantly less likely than those receiving
other services to report that nurses “always" treated them with courtesy and respect (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Communication with Nurses (continued)
How often did nurses treat you with courtesy and respect?

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark

o
X

20% 40% 60% 80% 100%
Purchased Care (North)

Medical 74% (n =1263) 19% 77%

Surgical 81% (n=934) 15% 81%

Obstetric 74% (n=323)
Purchased Care (South)

Medical 7% (n =1055)
Surgical 81% (n =870)
Obstetric 76% (n=172)
Purchased Care (West)

Medical 74% (n =1090)
Surgical 78% (n=975)
Obstetric 78% (n =246)

Direct Care (OCONUS), Service

Army 84% (n=224) 12% 86%
Navy 79% (n=186) AP 73% ¥
Air Force 79% (n=207)
Direct Care (OCONUS), Region
Alaska 80% (n=164)
Europe 86% (n=233) 2
Pacific 7% (n=219) v
Coast Guard Sponsored Sample Member
Direct Care 74% (n=83)
Purchased Care 75% (n=109)

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Communication with Nurses
How often did nurses listen carefully to you?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent HCAHPS
Percent Most Most Positive Civilian
Positive Response Response MHS 2009 Benchmark

2009 64% 71%

2008 63%

2007 0

61% 0% 20% 40% 60% 80% 100%

Military Health Systems (Overall) 63% (n=15458) R 27% 64% v
Direct Care 63% (n=8473) D 26% 64% v
Purchased Care 64% (n=6985) L4 27% 65% v
CONUs 63% (n=14780) EINNNEEIT: 64% v
OCONUS 68% (n=678) PN 68%

Direct Care, Military Service
Army 62% (n=4215) PR 63% v
Navy 62% (n=2382) [ RILY 64% \Z
Air Force 67% (n=1876) [RLZ VAT 67%

Purchased Care, TRICARE Regions
North 64% (n=2519) L4 26% 66% N2
South 64% (n=2092) KAL) 66% N
West 63% (n=2311) KA 29% 63% v

Direct Care, Age®

= 0 0, 0,
e T —
65+ 74% (n=2348) 2 2 A
Purchased Care, Age?

(n=1138) K 25% 64%
18-44 64% (n=1632) WAZNPZL) 69% v
45-64 65% (n=4215) YRR 63%
65+ 63% Vv

1. Among Direct Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to report that nurses
"always" listened carefully to them (p<.05).

2. Among Purchased Care beneficiaries, those aged 45-64 were significantly more likely than those in other age groups to report that nurses
"always" listened carefully to them (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Communication with Nurses (continued)
How often did nurses listen carefully to you?

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
.3 0% 20% 40% 60% 80% 100%
Medical
Direct Care 68% (n=3686) [ELLIZPI) 71%
Purchased Care 61% (n=3418) |4 30% 61%
Surgical
Direct Care 71% (n=2348) W& 26% 67%
Purchased Care 67% (n=2823) |[WALEEWISLT) 68%

Obstetrics*
Direct Care 53% (n=2439) EWAZ) 31%
Purchased Care 65% (n=744) B 26%

Direct Care (Army)®
Medical 66% (n=1824) [RLLEWPALY)
Surgical 70% (n=1250) [ReLZ I

Obstetric 51% (n=1141) KL 33%

Direct Care (Navy)®
Medical 67% (n=930) EIZNNPALZ

Surgical 71% (n=618) [$4) 30%
Obstetric 54% (n=834) [P/ 29%

||

Direct Care (Air Force)’
Medical 74% (n = 932) 6% 22% 72%

Surgical 71% (n=480) [LLIPA0LL) 74%
Obstetric 58% (n=464) [QECZ 30% 59%

3. Among beneficiaries receiving Medical services, those in Direct Care were significantly more likely than those in Purchased Care to report
that nurses "always" listened carefully to them (p<.05).

4. Among beneficiaries receiving Obstetrics services, those in Direct Care were significantly less likely than those in Purchased Care to
report that nurses "always" listened carefully to them (p<.05).

5. Among Direct Care beneficiaries in Army MTFs, those receiving Obstetrics services were significantly less likely than those receiving other
services to report that nurses "always" listened carefully to them (p<.05). Furthermore, those receiving Medical services were significantly
more likely than those receiving other services to report that nurses "always" listened carefully to them (p<.05).

6. Among Direct Care beneficiaries in Navy MTFs, those receiving Obstetrics services were significantly less likely than those receiving
Medical services to report that nurses "always" listened carefully to them (p<.05).

7. Among Direct Care beneficiaries in Air Force MTFs, those receiving Obstetrics services were significantly less likely than those receiving
Medical services to report that nurses "always" listened carefully to them (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Communication with Nurses (continued)
How often did nurses listen carefully to you?

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
0% 20% 40% 60% 80% 100%
Purchased Care (North)
Medical 62% (n=1261) £ 29% 62%
Surgical 67% (n=935) LML 70%
Obstetric 64% (n=323)
Purchased Care (South)
Medical 61% (n=1052)
Surgical 68% (n=867) [RLLIVALL) 69%
Obstetric 65% (n=173) EZIWPALL 68%
Purchased Care (West)
Medical 60% (n=1088) [¢H4) 32% 60%
Surgical 67% (n=978)
Obstetric 64% (n =245)
Direct Care (OCONUS), Service
Army 68% (n=224) [P 71%
Navy 66% (n=185) KL 28% 64%
Air Force 71% (n=206)
Direct Care (OCONUS), Region
Alaska 66% (n=163)
Europe 74% (n=233)
Pacific 64% (n=218) \

Coast Guard Sponsored Sample Member
Direct Care 69% (n=83) 35% 61%
Purchased Care 61% (n=109) [0 35% 59%

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Communication with Nurses
How often did nurses explain things in a way you could understand?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent HCAHPS
Percent Most Most Positive Civilian
Positive Response Response MHS 2009 Benchmark
2009 69% 69%
2008 68%
2007 66%

0% 20% 40% 60% 80% 100%

Military Health Systems (Overall) 68% (n=15452) EIIEED 69%
Direct Care 69% (n=8472) VRN 69%
Purchased Care 67% (n=6980) EINNPYLS 68% v
CONUS 68% (n=14776) 4 24%
OCONUS 75% (n=676) | LLIWPLL

Direct Care, Military Service
Army 68% (n=4219) EERNNNPRPLY
Navy 69% (n=2385) &4 24%
Air Force 73% (n=1868) B ML

Purchased Care, TRICARE Regions

North 66% (n=2519)

South 68% (n =2089)

West 65% (n =2310) ¥
Direct Care, Age®

18-44 66% (n =3599) v

45-64 76% (n =2530) A

65+ 73% (n=2343) A
Purchased Care, Age?

18-44 69% (n=1140) 2NN 71%

45-64 69% (n=1629) X0 69%

65+ 64% (n=4211) EIIEEL 64% ¥

1. Among Direct Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to report that nurses
"always" explained things in a way they could understand (p<.05). Furthermore, those aged 45-64 were significantly more likely than those
in other age groups to report that nurses "always" explained things in a way they could understand (p<.05).

2. Among Purchased Care beneficiaries, those aged 65+ were significantly less likely than those in other age groups to report that nurses
"always" explained things in a way they could understand (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

Composite: Communication with Nurses (continued)
How often did nurses explain things in a way you could understand?

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
.3 0% 20% 40% 60% 80% 100%
Medical
Direct Care 71% (n=3687) [WAZERFALL 72%
Purchased Care 61% (n=3418) [0 20% 62%
Surgical
Direct Care 75% (N =2345) WALV 71%
Purchased Care 70% (n=2818) (WMALIWZAL 71%

Obstetrics®
Direct Care 64% (n =2440)
Purchased Care 72% (n =744)

8% 26% 65%
6% 19% 75%

Direct Care (Army)®

Medical 68% (n=1826) [TIREL 74%
Surgical 74% (n=1250) |WAZLEWZLL) 70%
Obstetric 62% (n=1143) L4 26% 65%

Direct Care (Navy)
Medical 71% (n=932) EIZAINPES

Surgical 77% (n=619) [KeLZIPIY
Obstetric 64% (n=834) [N 27%

||

Direct Care (Air Force)
Medical 80% (n=929) 23% 73%
Surgical 73% (n =476) 23% 75%
Obstetric 66% (n=463) LI 69%

3 Among beneficiaries receiving Medical services, those in Direct Care were significantly more likely than those in Purchased Care to report
that nurses "always" explained things in a way they could understand (p<.05).

4. Among beneficiaries receiving Obstetrics services, those in Direct Care were significantly less likely than those in Purchased Care to
report that nurses "always" explained things in a way they could understand (p<.05).

5. Among Direct Care beneficiaries in Army MTFs, those receiving Obstetrics services were significantly less likely than those receiving other
services to report that nurses "always" explained things in a way they could understand (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

Composite: Communication with Nurses (continued)
How often did nurses explain things in a way you could understand?

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
0% 20% 40% 60% 80% 100%
Purchased Care (North)®
Medical 61% (n=1263) KA 27% 63%
Surgical 70% (n=933) |NELWYLL 71%

Obstetric 73% (n=323) LWPA% 74%

Purchased Care (South)’

Medical 63% (n=1052) [ER2 28% 63%
Surgical 72% (n=866) |ALIRELZ) 74%
Obstetric 74% (n=171) XD 78%

Purchased Care (West)®
Medical 61% (n=1087) [EL4) 30% 61%
Surgical 68% (N=976) [RLLIVISIY) 68%
Obstetric 70% (n=247) EIRCL 74%

Direct Care (OCONUS), Service

Army 70% (n=223) EIETH 74%
Navy 72% (n=186) |ANPLZLZ) 71%
Air Force 72% (n=205) 22% 74%

Direct Care (OCONUS), Region
Alaska 69% (n=163) [ELIPALL) 73%

Europe 81% (n=233) 18% 78% N
Pacific 2% (n=217) [ ALL 68%

Coast Guard Sponsored Sample Member
Direct Care 73% (UEE:X)IN 7%  18% 74%

Purchased Care 73% (n=109) 30% 68%

6. Among Purchased Care beneficiaries in the North region, those receiving Medical services were significantly less likely than those
receiving other services to report that nurses "always" explained things in a way they could understand (p<.05).

7. Among Purchased Care beneficiaries in the South region, those receiving Medical services were significantly less likely than those
receiving other services to report that nurses "always" explained things in a way they could understand (p<.05).

8. Among Purchased Care beneficiaries in the West region, those receiving Medical services were significantly less likely than those
receiving other services to report that nurses "always" explained things in a way they could understand (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

Composite: Communication with Doctors

This composite combines responses from three questions regarding how often doctors communicated
well with patients.

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent HCAHPS
Percent Most Most Positive Civilian
Positive Response Response MHS 2009 Benchmark

2009 76% 79%

2008 76%

2007 o

4% 0%  20%  40%  60%  80%  100%

Military Health Systems (Overall) 76% (n=15529) LD 76% v
Direct Care 76% (n=8511) 7D 76% v
Purchased Care 75% (n=7018) NALENELZ 75% N2
CONUS 75% (n=14851) [7ETN 76% v
OCONUS 82% (n=678) [AIMNEZ 77%

Direct Care, Military Service!

Army 76% (n=4234) AECR 75% v
Navy 76% (n=239) TOIERD 76% v
Air Force 78% (n=1881) G 78%

Purchased Care, TRICARE Regions?

North 75% (n=2530) [7ENER 75% v
South 75% (n=2105) [BFNH 77%
West 75% (n=2320) BN 74% ¢

Direct Care, Age®

18-44 73% (n=3600) EOETD 73% ¥

45-64 82% (n=2544) 13% 83% N

65+ 84% (n=2358) A
Purchased Care, Age*

18-44 7% (n=1144) v

45-64 72% (n=1635) TR 77% ¥

65+ 74% (n=4239) % 21% 74% N

1. Among Direct Care beneficiaries, those treated in Air Force facilities were significantly more likely than those treated in Army facilities to
report most positive results for the Doctor Communication composite (p<.05).

2. Among Purchased Care beneficiaries, those treated in the South region were significantly more likely than those treated in the West region
to report most positive results for the Doctor Communication composite (p<.05).

3. Among Direct Care, those aged 18-44 were significantly less likely than those in other age groups to report most positive results for the
Doctor Communication composite (p<.05).

4. Among Purchased Care, those aged 45—-64 were significantly more likely than those aged 65+ to report most positive results for the Doctor
Communication composite (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

Composite: Communication with Doctors (continued)

This composite combines responses from three questions regarding how often doctors communicated
well with patients.

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
0% 20% 40% 60% 80% 100%
Medical®
Direct Care 76% (n=3706) WAZBEYAZ) 76%
Purchased Care 69% (n=3442) [ 22% 69%
Surgical
Direct Care 84% (n=2357) [LLHELs 81%
Purchased Care 81% (n =2829) 14% 82%

Obstetrics®

Direct Care 2% (n =2448) LV 73%
Purchased Care 79% (n=747) ST 77%

Direct Care (Army)’

Medical 76% (n=1836) WNELWENEL 76%
Surgical 83% (n=1254) [T 79%
Obstetric 70% (n=1144) [WVALH 71%

Direct Care (Navy)®

Medical 74% (n=936) [LZNNENET 75%
Surgical 85% (n =620) 14% 82%
Obstetric 73% (n=840) LKLY =

Direct Care (Air Force)’

Medical 78% (n=934) NS 78%
Surglcgl 84% (n=483) MR 86%
Obstetric 76% (n=464) [EEN 74%

5. Among those receiving Medical services, those in Direct Care were significantly more likely than those in Purchased Care to report most
positive results for the Doctor Communication composite (p<.05).

6. Among those receiving Obstetrics services, those in Purchased Care were significantly more likely than those in Direct Care to report most
positive results for the Doctor Communication composite (p<.05).

7. Among Direct Care beneficiaries receiving care in Army MTFs, those receiving Obstetrics services were significantly less likely than those
receiving other services to report most positive results for the Doctor Communication composite (p<.05).

8. Among Direct Care beneficiaries receiving care in Navy MTFs, those receiving Surgical services were significantly more likely than those
receiving other services to report most positive results for the Doctor Communication composite (p<.05).

9. Among Direct Care beneficiaries receiving care in Air Force MTFs, those receiving Surgical services were significantly more likely than
those receiving other services to report most positive results for the Doctor Communication composite (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

Composite: Communication with Doctors (continued)

This composite combines responses from three questions regarding how often doctors communicated
well with patients.

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
0% 20% 40% 60% 80% 100%

Purchased Care (North)™
Medical 69% (n=1269) KL IPPLY) 69%
Surgical 82% (n=938) 14% 83%
Obstetric 77% (n=323) [RLINEZ 76%

Purchased Care (South)**
Medical 68% (n=1060) [RZNNEPAN 71%

Surgical 81% (n=872) 13% 83%
Obstetric 80% (n=173) % 13% 81%

Purchased Care (West)™
Medical 69% (n=1096) IR 68%
Surgical 79% (n=976) 16% 80%
Obstetric 81% (n=248) [ 77%

Direct Care (OCONUS), Service

Army 81% (n=224) KA 75%
Navy 83% (n=185) 7N 78%
Air Force 84% (n=206) WA 81%

Direct Care (OCONUS), Region

Alaska 82% (n=163) BN 7%
Europe 83% (n=233) [ZHENA 80%
Pacific 82% (n=218) [LINIELZ) 75%

Coast Guard Sponsored Sample Member

Direct Care 78% (n=83) NP 74%
Purchased Care 76% (n=109) [SANELT 77%

[31])

10. Among Purchased Care beneficiaries in the North region, those receiving Surgical services were significantly more likely than those
receiving other services to report most positive results for the Doctor Communication composite (p<.05). Furthermore, among Purchased
Care beneficiaries in the North region, those receiving Medical services were significantly less likely than those receiving other services to
report most positive results for the Doctor Communication composite (p<.05).

11. Among Purchased Care beneficiaries in the South region, those receiving Medical services were significantly less likely than those
receiving other services to report most positive results for the Doctor Communication composite (p<.05).

12. Among Purchased Care beneficiaries in the West region, those receiving Medical services were significantly less likely than those
receiving other services to report most positive results for the Doctor Communication composite (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

Composite: Communication with Doctors
How often did doctors treat you with courtesy and respect?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent HCAHPS
Percent Most Most Positive Civilian
Positive Response Response MHS 2009 Benchmark

2009 81% 85%

2008 81%

2007 79%

0% 20% 40% 60% 80% 100%

Military Health Systems (Overall) 81% (n=15447) EID 81% v
Direct Care 81% (n=8470) EYEER 80% v
Purchased Care 82% (n=6977) BHED 82% N2
CONUS 81% (n=14771) LRELA v
OCONUS 85% (n=676) EEELZ v

Direct Care, Military Service
Army 80% (n=4213) EIEN 79% v
Navy 81% (n=2383) ELD 81% v
Air Force 83% (n=1874) 14% 82%

Purchased Care, TRICARE Regions
North 81% (n=2521) [S/AVLR 81% v
South 83% (n=2093) LW 84%

West 81% (n=2302) 15% 81% Vv

Direct Care, Age®
18-44 78% (n=3592) LN 76% Vv
45-64 87% (n=2532) [ 88% ()
65+ 91% (n=2346) W4 91% ()

Purchased Care, Age?

18-44 81% (n=1134) [EPFED 79% \Z
45-64 79% (n=1627) 14% 83% 82
65+ 84% (n=4216) 14% 83% Vv

1. Among Direct Care beneficiaries, those aged 18—44 were significantly less likely than those in other age groups to report that doctors
"always" treated them with courtesy and respect (p<.05). Furthermore, among Direct Care beneficiaries, those aged 65+ were significantly
more likely than those in other age groups to report that doctors "always" treated them with courtesy and respect (p<.05).

2. Among Purchased Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to report that doctors
"always" treated them with courtesy and respect (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

Composite: Communication with Doctors (continued)
How often did doctors treat you with courtesy and respect?

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
) 0% 20% 40% 60% 80% 100%
Medical
Direct Care 82% (n=3691) [LLNKL) 82%
Purchased Care 78% (n=3419) [T 79%
Surgical
Direct Care 88% (n=2343) 11% 85%
Purchased Care 86% (n=2816) [EI0LZ) 88%
Obstetrics
Direct Care 75% (n=2436) [LLMELs
Purchased Care 82% (GENZY)IN 6% 14%

Direct Care (Army)®

Medical 82% (n=1828) [EUENERZ]
Surgical 87% (n=1247) |SLLHNZ
Obstetric 2% (n=1138) [KZIPALL)

Direct Care (Navy)

Medical 81% (n=931) 81%
Surgical 88% (n=617) MR 85%
Obstetric 76% (n=835) [Nz 79%

Direct Care (Air Force)*

g
S
Ful
8
S

Medical 84% (n=932) NS 85%
Surgical 90% (n=479) Mgs 90%
Obstetric 79% (n=463) | 75%

3. Among Direct Care beneficiaries in Army MTFs, those receiving Obstetrics services were significantly less likely than those receiving other
services to report that doctors "always" treated them with courtesy and respect (p<.05).

4. Among Direct Care beneficiaries in Air Force MTFs, those receiving Obstetrics services were significantly less likely than those receiving
other services to report that doctors "always" treated them with courtesy and respect (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

Composite: Communication with Doctors (continued)
How often did doctors treat you with courtesy and respect?

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
0% 20% 40% 60% 80% 100%
Purchased Care (North)®

Medical 7% (n=1264) [ELEEZ) 7%

Surgical 89% (n=935) 9% 89%

Obstetric 80% (n=322) |LGEA 78%

Purchased Care (South)®

Medical 78% (n=1052) [LNEeLs 81%
Surgical 87% (n=869) s 88%
Obstetric 85% (n=172) [LNLZ 83%

Purchased Care (West)’
Medical 78% (n=1087) ELLENEL 78%
Surgical 84% (n=970) ) 86%
Obstetric 83% (n=245) BXFER 79%

Direct Care (OCONUS), Service
Army 83% (n=224) RS 78%
Navy 86% (n=185) 15% 80%
Air Force 89% (n=206) 14% 83%

Direct Care (OCONUS), Region

Alaska 86% (n=163) [LLELZ 80%
Europe 86% (n=233) |ERANEL 83%
Pacific 85% (n=218) [ELRYAD 78% ¥

Coast Guard Sponsored Sample Member

Direct Care 84% (n=82) 18% 78%
Purchased Care 86% (n=107) 15% 83%

5. Among Purchased Care beneficiaries in the North region, those receiving Surgical services were significantly more likely than those
receiving other services to report that doctors "always" treated them with courtesy and respect (p<.05).

6. Among Purchased Care beneficiaries in the South region, those receiving Surgical services were significantly more likely than those
receiving Medical services to report that doctors "always" treated them with courtesy and respect (p<.05).

7. Among Purchased Care beneficiaries in the West region, those receiving Surgical services were significantly more likely than those
receiving other services to report that doctors "always" treated them with courtesy and respect (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Communication with Doctors
How often did doctors listen carefully to you?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent HCAHPS
Percent Most Most Positive Civilian
Positive Response Response MHS 2009 Benchmark

2009 73% 76%

2008 73%

2007 71%

0% 20% 40% 60% 80% 100%

Military Health Systems (Overall) 73% (n =15454) 19% 73% N2
Direct Care 74% (n=8478) % 19% 73% N7
Purchased Care 73% (n=6976) VPN 73% v
CONUS 73% (n=14778) EIETID 73% v
OCONUS 79% (n=676) |[LMES 76%

Direct Care, Military Service

Army 73% (n=4222) [P0 72% v
Navy 73% (n=2385) IR 75%
Air Force 76% (n=1871) WAZENEZ) 76%

Purchased Care, TRICARE Regions
North 2% (n=2517)
South 72% (n=2090)
West 74% (n=2306)

%  20% 72% v
7% 18% 75%
% 22% 71% v

Direct Care, Age®

X
o

18-44 70% (n=3600) KoL MPIeLY 70% N2

45-64 81% (n =2535) 15% 80% ()

65+ 83% (n=2343) 16% 81% N
Purchased Care, Age

18-44 75% (n=1141) [ELNNEVL 74%

45-64 69% (n=1625) |EPAeLz) 74%

65+ 72% (n=4210) |CEARLZ 71% N

1. Among Direct Care beneficiaries, those aged 18—44 were significantly less likely than those in other age groups to report that doctors
"always" listened carefully to them (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

Composite: Communication with Doctors (continued)
How often did doctors listen carefully to you?

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
o 0% 20% 40% 60% 80% 100%
Medical
Direct Care 73% (n=3685) [KLLIEEZ) 73%
Purchased Care 65% (n=3417) WI0A 24% 66%
Surgical
Direct Care 82% (n=2351) [ELREEZ) 79%
Purchased Care 79% (n=2814) 16% 80%
Obstetrics
Direct Care 69% (n=2442) [ELZNWVALS 70%
Purchased Care 7% (n=745) NELIEELZ 75%

Direct Care (Army)

Medical 74% (n=1829) [l 73%
Surgical 82% (n=1251) |EZIEGEL) 77%
Obstetric 66% (n=1142) [ 23% 68%

Direct Care (Navy)

Medical 70% (n=931) [ETIIREL 74%
Surgical 82% (n=618) [LLWYELZ) 80%
Obstetric 71% (n=836) [ELIMAL 72%

Direct Care (Air Force)®

Medical 7% (n=925) (ML 75%
Surgical 82% (n=482) 10% 86%
Obstetric 71% (n=464) [ElLZEIls) 71%

2. Among beneficiaries receiving Medical services, those in Direct Care were significantly more likely than those in Purchased Care to report
that doctors "always" listened carefully to them (p<.05).

3. Among Direct Care beneficiaries in Air Force MTFs, those receiving Surgical services were significantly more likely than those receiving
other services to report that doctors "always" listened carefully to them (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

Composite: Communication with Doctors (continued)
How often did doctors listen carefully to you?

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
0% 20% 40% 60% 80% 100%
Purchased Care (North)*
Medical 66% (n=1258) [EELZ 24% 66%
Surgical 80% (n =936) 16% 80%

Obstetric 74% (n=323) LAY 74%

Purchased Care (South)®

Medical 64% (n=1053) [ 23% 68%
Surgical 80% (n =864) 15% 82%
Obstetric 76% (n=173) [LLEVLL 80%

Purchased Care (West)®
Medical 67% (n=1089) [E4) 26% 65%
Surgical 79% (n=971) 18% 78%
Obstetric 82% (n=246) WELRALH) 73%

Direct Care (OCONUS), Service
Army 80% (n=224) |[LLIPPL%) 72%
Navy 79% (n=184) [N 78%
Air Force 81% (n=205) WELEEEZ 82%

Direct Care (OCONUS), Region

Alaska 81% (n=162) % 17% 75%
Europe 80% (n=232) ST 79%
Pacific 79% (n=218) WEZEELD 75%

Coast Guard Sponsored Sample Member

Direct Care 80% (n=83) 23% 74%
Purchased Care 72% (n=109) NLPPL% 72%

4. Among Purchased Care beneficiaries in the North region, those receiving Surgical services were significantly more likely than those
receiving other services to report that doctors "always" listened carefully to them (p<.05). Furthermore, those receiving Medical services
were significantly less likely than those receiving other services to report that doctors "always" listened carefully to them (p<.05).

5. Among Purchased Care beneficiaries in the South region, those receiving Medical services were significantly less likely than those
receiving other services to report that doctors "always" listened carefully to them (p<.05).

6. Among Purchased Care beneficiaries in the North region, those receiving Medical services were significantly less likely than those
receiving other services to report that doctors "always" listened carefully to them (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

Composite: Communication with Doctors
How often did doctors explain things in a way you could understand?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent HCAHPS
Percent Most Most Positive Civilian
Positive Response Response MHS 2009 Benchmark
2009 73% 73%
2008 73%
2007 71%

0% 20% 40% 60% 80% 100%

Military Health Systems (Overall) 73% (n=15463) WALIRPALL 73%
Direct Care 74% (n=8477) [EZICER 74% 0
Purchased Care 71% (n=6986) [LLINRPALZ) 72%
CONUS 2% (n=14788) NELRPALZ)
OCONUS 81% (n=675) kL

Direct Care, Military Service

Army 74% (n=4220) 7D

Navy 74% (n=2389) [KZIPALZ

Air Force 76% (n=1868) [RLIMELZ) A
Purchased Care, TRICARE Regions

North 71% (n=2516)

South 71% (n =2096)

West 70% (n=2311)
Direct Care, Age®

18-44 2% (n =3597)

45-64 79% (n =2534) A

65+ 79% (n =2346) A
Purchased Care, Age?

18-44 76% (n=1142) RGN 75%

45-64 69% (n=1629) IR 74%

65+ 68% (n=4215) WAZRWALZ) 67% N2

1. Among Direct Care beneficiaries, those aged 18—44 were significantly less likely than those in other age groups to report that doctors
"always" explained things in a way they could understand (p<.05). Furthermore, those aged 45-64 were significantly more likely than
those in other age groups to report that doctors "always" explained things in a way they could understand (p<.05).

2. Among Purchased Care beneficiaries, those aged 65+ were significantly less likely than those in other age groups to report that doctors
"always" explained things in a way they could understand (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

Composite: Communication with Doctors (continued)
How often did doctors explain things in a way you could understand?

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
.3 0% 20% 40% 60% 80% 100%
Medical
Direct Care 71% (n=3686) [RLLNPALL) 2%
Purchased Care 63% (n=3421) [0 27% 63%
Surgical
Direct Care 82% (n=2352) |BLEGEZ 79%
Purchased Care 76% (n=2820) [LLENEA 79%
Obstetrics
Direct Care 72% (n=2439) [ELINPARD
Purchased Care 79% (n=745) WELEEIZ

Direct Care (Army)
Medical 71% (n=1828) |NELNNEL

Surgical 81% (n=1252) [LLNes)
Obstetric 71% (n=1140) ELZNMPALT

Direct Care (Navy)*

Medical 70% (< XVIN10% 20%
Surgical 84% (n=619)

Obstetric 72% (n=839) [GLL7AZ

Direct Care (Air Force)

Medical 74% (n=927) LA 73%
Surgica| 81% (n = 481) 13% 83%
Obstetric 76% (n=460) |RLMNEVEL 75%

3.  Among beneficiaries receiving Medical services, those in Direct Care were significantly more likely than those in Purchased Care to report
that doctors "always" explained things in a way they could understand (p<.05).

4. Among Direct Care beneficiaries in Navy MTFs, those receiving Surgical services were significantly more likely than those receiving other
services to report that doctors "always" explained things in a way they could understand (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Communication with Doctors (continued)
How often did doctors explain things in a way you could understand?

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
0% 20% 40% 60% 80% 100%
Purchased Care (North)®
Medical 64% (n=1260) ENELZ) 26% 63%
Surgical 77% (L) 5% 16% 79%

Obstetric 78% (n=321) [WELMEGLZS 7%

Purchased Care (South)®

Medical 62% (n=1053) (L2 27% 64%
Surgical 77% (n =870) 15% 80%
Obstetric 80% (n=173) [LLEE 81%

Purchased Care (West)’
Medical 63% (n=1091) pELA 28% 63%
Surgical 74% (n=972) 19% 77%
Obstetric 79% (n=248) [RELELL) 77%

Direct Care (OCONUS), Service
Army 80% (n=223) ENENLE 75%
Navy 82% (n=185) [EAMWPALY) 74%
Air Force 81% (n=204) 17% 79%

Direct Care (OCONUS), Region

Alaska 81% (n=163) ALt 75%
Europe 82% (n=231) [RANETH 79%
Pacific 81% (n=217) LIPS 73%

Coast Guard Sponsored Sample Member
Direct Care 71% (n=83) [ VAL) 71%
Purchased Care 69% (n=109) NALENVEZ 76%

5. Among Purchased Care beneficiaries in the North region, those receiving Medical services were significantly less likely than those
receiving other services to report that doctors "always" explained things in a way they could understand (p<.05).

6. Among Purchased Care beneficiaries in the South region, those receiving Medical services were significantly less likely than those
receiving other services to report that doctors "always" explained things in a way they could understand (p<.05).

7. Among Purchased Care beneficiaries in the West region, those receiving Medical services were significantly less likely than those
receiving other services to report that doctors "always" explained things in a way they could understand (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Communication about Medications

This composite combines responses from two questions regarding how often hospital staff
communicated well with patients about medications.

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent HCAHPS
Percent Most Most Positive Civilian
Positive Response Response MHS 2009 Benchmark
2009 66% 58%
2008 65%
2007 o
64% 0%  20%  40%  60%  80%  100%
Military Health Systems (Overall)* 65% (n =8526) 18% 17% 66%
Direct Care 67% QEYECTN 17% | 16% 67% 0
Purchased Care 62% (n=3692) 20% 18% 63% A
CONUS 65% (n=8091) [EEI ANV 65% »
OCONUS? 71% (n=435) IETHER 70% A
Direct Care, Military Service
Army 67% (n=2324) G 66% T
Navy 69% (n=1465) |[ENCZRNEVIZS 69% )
Air Force 66% (n=1045) |EELZ NN I 67% ()
Purchased Care, TRICARE Regions
North 63% (n=1352) NS 62% »
South 60% (n =1095) 22%  16% 61% 0
West 61% (n =1206) 18% 18% 64% N
Direct Care, Age®
18-44 66% (QEPZAE)M 18% | 16% 67% »
45-64 70% (n=1486) [N 70% N
65+ 71% (n=1129) [FEIETCA 66% N
Purchased Care, Age*
18-44 66% (n=703) EEIEGN 66% 1~
45-64 62% (n=955) INARIEED 65% 0
65+ 56% (n=2034) 22% 21% 57%

1. Overall, Direct Care beneficiaries were significantly more likely than Purchased Care beneficiaries to report most positive results for the
Communications about Medications composite (p<.05).

2. Overall, OCONUS beneficiaries were significantly more likely than CONUS beneficiaries to report most positive results for the
Communications about Medications composite (p<.05).

3. Among Direct Care beneficiaries, those aged 45-64 were significantly more likely than those in other age groups to report most positive
results for the Communication about Medications composite (p<.05).

4. Among Purchased Care beneficiaries, those aged 65+ were significantly less likely than those in other age groups to report most positive
results for the Communication about Medications composite (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Communication about Medications (continued)

This composite combines responses from two questions regarding how often hospital staff
communicated well with patients about medications.

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
s 0% 20% 40% 60% 80% 100%
Medical
Direct Care 67% (n=1972) 17% 17% 66%
Purchased Care 55% (n=1821) 24% 20% 56%
Surgical
Direct Care 71% (n =1456) 16% 16% 68%
Purchased Care 65% (n=1439) 18% 16% 66%
Obstetrics
Direct Care 65% (n =1406) 17% 15%
Purchased Care 69% (n=432) 15% 16%

Direct Care (Army)
Medical 67% (n=952)
Surgical 70% (n =755)
Obstetric 64% (n=617)

16% 18% 66%
19%  16% 65%
18%  14% 67%

Direct Care (Navy)

Medical 66% (n=536) [ IR 66%
Surgical 74% (n=426) |EEIENLE 70%
Obstetric 69% (GBS 17% | 14% 70%

Direct Care (Air Force)®
Medical 66% (n=484) [FLA 21% 64%
Surgical 70% (n=275) |[EECEL 76%
Obstetric 64% GEVEOM 16%  18% 65%

5. Among beneficiaries receiving Medical services, those in Direct Care were significantly more likely than those in Purchased Care to report
most positive results for the Communication about Medications composite (p<.05).

6. Among Direct Care beneficiaries receiving care in Air Force MTFs, those receiving Surgical services were significantly more likely than
those receiving other services to report most positive results for the Communication about Medications composite (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Communication about Medications (continued)

This composite combines responses from two questions regarding how often hospital staff
communicated well with patients about medications.

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
. 0% 20% 40% 60% 80% 100%
Purchased Care (North)

Medical 57% (n=673) 24% 22% 54%

Surgical 66% (n=501) 18% 15% 67%

Obstetric 73% (n=178) WL ENEY) 70%

Purchased Care (South)®

Medical 54% (n=564) 24% 19% 57%
Surgical 66% (n=422) 20% 16% 64%
Obstetric 63% (n =109)
Purchased Care (West)®
Medical 54% (n=573)
Surgical 63% (n=490)
Obstetric 71% (n=143) EELLEENLY) 72%
Direct Care (OCONUS), Service
Army 77% (n=149) RN 68% ()
Navy 70% (n =116) 0
Air Force 66% (n=131) o
Direct Care (OCONUS), Region
Alaska 66% (n=98) 0
Europe 74% (Nt )IN10%  19% 70% N
Pacific 73% (n=138) 19% 12% 69% ()
Coast Guard Sponsored Sample Member
Direct Care 69% (n=52) 19%  14% 67%
Purchased Care 65% (n=64) 19% 16% 65%

7. Among Purchased Care beneficiaries in the North region, those receiving Medical services were significantly less likely than those
receiving other services to report most positive results for the Communication about Medications composite (p<.05).

8. Among Purchased Care beneficiaries in the South region, those receiving Medical services were significantly less likely than those
receiving other services to report most positive results for the Communication about Medications composite (p<.05).

9. Among Purchased Care beneficiaries in the West region, those receiving Medical services were significantly less likely than those
receiving other services to report most positive results for the Communication about Medications composite (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Communication about Medications

Before giving you any new medicine, how often did hospital staff tell you what the
medicine was for?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009 40

2009 78% 72%

2008 77%

2007 76%

0% 20% 40% 60% 80% 100%

Military Health Systems (Overall)* 7% (n=8466) [EIRELL 78% N
Direct Care 79% (n=4804) [ANER 79% *
Purchased Care 74% (n=3662) MR 75% ()

N 77%
g?:o:isz 820/" (n=8034) [OIETIR 77% I

° (n=432) BID 85%
Direct Care, Military Service

0,
Army 8 OA’ (n=2308) [EOIRED 78% 0
Navy 80% (n=1458) EOEED 79% *
Air Force 79% (n=1038) BV 81% T

Purchased Care, TRICARE Regions
North 7% (n=1341) MEER 76% *
South 73% (n=1085) [FECAFEL 75% 0
West 2% (n=1197) ARG 75% )

Direct Care, Age
18-44 78% (n=2207) EFED 78% »
45-64 82% (n=1478) [LLEWL 82% )
65+ 80% (n=1119) ELARVLA 78% 0

Purchased Care, Age®
18-44 79% (n=694) LNE 80% ()
45-64 75% (n=950) |ElLEVLR 7% A
65+ 68% (n=2018) |RkZANENLTS 69% )

1. Overall, Direct Care beneficiaries were significantly more likely than Purchased Care beneficiaries to report that the hospital staff always
told them what the medicine was for (p<.05).

2. Overall, OCONUS beneficiaries were significantly more likely than CONUS beneficiaries to report that the hospital staff always told them
what the medicine was for (p<.05).

3. Among Purchased Care beneficiaries, those 65+ were significantly less likely than those in other age groups to report that the hospital
staff always told them what the medicine was for (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Communication about Medications (continued)

Before giving you any new medicine, how often did hospital staff tell you what the
medicine was for?

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
A 0% 20% 40% 60% 80% 100%
Medical
Direct Care 9% (n=1962) [EAMEE 77%
Purchased Care 67% (n=1807) FEECD 69%
Surgical
Direct Care 82% (n=1442) LAV
Purchased Care 78% (n=1427) LRI
Obstetrics
Direct Care 77% (n=1400) [RZEPLT) 81%
Purchased Care 81% (n=428) BELNEZR 84%

Direct Care (Army)

Medical 79% (n=947) |NELINGZS 77%
Surgical 80% (n=745) |ELZEI) 76%
Obstetric 75% (n=616) [ELMEELY 80%

Direct Care (Navy)

Medical 28% (n=534) [REEL 76%
Surgical 84% (n=423) SZEE) 81%
Obstetric 80% (n=501) |EZEPLH 81%

Direct Care (Air Force)
Medical 78% (n =48l) 7% 18% 75%

Surgical 81% (n=274) WA 89%
Obstetric 78% (n=283) [ERLNEZ) 82%

4. Among beneficiaries receiving Medical services, those in Direct Care were significantly more likely than those in Purchased Care to report
that the hospital staff always told them what the medicine was for (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Communication about Medications (continued)

Before giving you any new medicine, how often did hospital staff tell you what the
medicine was for?

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
0% 20% 40% 60% 80% 100%

Purchased Care (North)®

Medical 71% (n=669) [EELZENYLZ) 68%
Surgical 79% (n=495) RELNELZ 78%
Obstetric 86% (n=177) 12% 84%

Purchased Care (South)

Medical 68% (n=559) ML ENVLZ) 69%
Surgical 79% (n=418)
Obstetric 75% (n=108)
Purchased Care (West)®
Medical 62% (n=568)
surgica 76% (n=488)
Obsteic 3% (n=141)
Direct Care (OCONUS), Service
Army 87% (n=148) ~
Navy 81% (n=114) A
Air Force 79% (n=131) ~
Direct Care (OCONUS), Region
Alaska 77% (n=98) LA 87% A
Europe 85% (n =158) A
Pacific 84% (n=136) 0
Coast Guard Sponsored Sample Member
Direct Care 82% (n=52) [EEEZYEELZ) 78% O
Purchased Care 76% (n=64) HLZNED 76% Mt

5. Among Purchased Care beneficiaries in the North, those receiving Medical services were significantly less likely than those receiving other
services to report that the hospital staff always told them what the medicine was for (p<.05).

6. Among Purchased Care beneficiaries in the West, those receiving Medical services were significantly less likely than those receiving other
services to report that the hospital staff always told them what the medicine was for (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Communication about Medications

Before giving you any new medicine, how often did hospital staff describe possible side
effects in a way you could understand?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent HCAHPS
Percent Most Most Positive Civilian
Positive Response Response MHS 2009 Benchmark
2009 54% 25%
2008 54%
2007 52%

0% 20% 40% 60% 80% 100%

Military Health Systems (Overall)* 54% (n =8427) 27% 19% 54% ()
i 0,
Direct Care 56% (n=4782) 26% 19% 55% t
Purchased Care 49% (n =3645) 30% 20% 50% t
0,
CONUS 53 OA’ (n =7994) 27% 19% 53% 0
OCONUS 60% (n=433) 25%  20% 56% 0
Direct Care, Military Service
0,
Army 55 OA’ (n=2302) 26% 19% 54% 0
Navy 58% (n =1443) 26%  16% 58% 0
Air Force 53% (n=1037) 24% 22% 54% *
Purchased Care, TRICARE Regions
North 50% (n =1340) 29% 23% 49% *
South 46% (n =1080) 33% 20% 47% T
West 51% (n =1186) 28% 19% 53% 0
Direct Care, Age
18-44 55% (n =2195) 27% 18% 55% 0
45-64 58% (n =1470) 23% 19% 58% 0
65+ 61% (n=1117) 22% 23% 55% 0
Purchased Care, Age?
18-44 53% (n =698) 29% 19% 52% N
45-64 49% (n =946) 29% 17% 549% ~
65+ 45% (n =2001) 31% 24% 44% ~

1. Overall, Direct Care beneficiaries were significantly more likely than Purchased Care beneficiaries to report that the hospital staff
described possible side effects in a way they could understand (p<.05).

2. Among Purchased Care beneficiaries, those aged 65+ were significantly less likely than those in other age groups to report that the
hospital staff described possible side effects in a way they could understand (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Communication about Medications (continued)

Before giving you any new medicine, how often did hospital staff describe possible side
effects in a way you could understand?

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
.3 0% 20% 40% 60% 80% 100%
Medical
Direct Care 55% (n =1949) 26% 20% 55%
Purchased Care 43% (n =1795) 34% 2206 44%
Surgical
Direct Care 61% (n=1444) 24% 19%
Purchased Care 52% (n=1422) 27% 18%
Obstetrics
Direct Care 53% (n=1389) 27% 18% 55%
Purchased Care 57% (n=428) 25% 20% 55%

Direct Care (Army)

Medical 55% (n =940) 25% 21% 54%
Surgical 59% (n=751) 27% 19% 54%
Obstetric 52% (n=611) 28% 18% 55%

Direct Care (Navy)

Medical 54% (n =530) 29% 14% 57%
Surgical 64% (n=421) 21% 20%
Obstetric 57% (n=492) 26% 15%

Direct Care (Air Force)

Medical 549% (n=479) 23% 23% 53%
Surgical 59% (n = 272) 18% 19% 63%
Obstetric 49% (n =286) 28% 24% 49%

3. Among beneficiaries receiving Medical services, those in Direct Care were significantly more likely than those in Purchased Care to report
that the hospital staff described possible side effects in a way they could understand (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Communication about Medications (continued)

Before giving you any new medicine, how often did hospital staff describe possible side
effects in a way you could understand?

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
0% 20% 40% 60% 80% 100%

Purchased Care (North)*

Medical 44% (n=670) 34% 27% 40%
Surgical 53% (n=492) 27% 17% 56%
Obstetric 59% (n=178) 23% 22% 55%

Purchased Care (South)

Medical 39% (n=553) 34% 21% 45%
Surgical 52% (n=419)
Obstetric 51% (n=108)
Purchased Care (West)
Medical 46% (n =561)
Surgical 50% (n =485)
Obstetric 60% (n=140)
Direct Care (OCONUS), Service
Army 66% (n=147) ~
Navy 59% (n=116) 31% 13% 57% Y
Air Force 53% (n=131) 21% 20% 59% ~
Direct Care (OCONUS), Region
Alaska 55% (n=98) 29% 16% 55% ~
Europe 63% (n=157) A
Pacific 61% (n=139) 0
Coast Guard Sponsored Sample Member
Direct Care 56% (n=52) 27% 17% 56% 7~
Purchased Care 55% (n=63) 31% 15% 55% N

4. Among Purchased Care beneficiaries in the North, those receiving Medical services were significantly less likely than those receiving other
services to report that the hospital staff described possible side effects in a way they could understand (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Responsiveness of Hospital Staff

This composite combines responses from two questions regarding how responsive hospital staff were
with patients.

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent HCAHPS
Percent Most Most Positive Civilian
Positive Response Response MHS 2009 Benchmark
2009 61% 62%
2008 60%
2007 58%

0% 20% 40% 60% 80% 100%

Military Health Systems (Overall)! 60% (n=12820) [CHI IS 61%
Direct Care 62% (n=6958) EELZ) 25% 62%
Purchased Care 56% (n=5862) KK 28% S9% v
CONUS 59% (n=12247) FEPED 60% v
OCONUS? 68% (n=573) PN 70% »

Direct Care, Military Service®

Army 60% (n=3469) WL 26% 60% Vv
Navy 65% (n=1970) A
Air Force 64% (n=1519)
Purchased Care, TRICARE Regions

North 55% (n=2117)

South 56% (n=1745) v
West 57% (n=1943)

Direct Care, Age*

18-44 60% (n=3182) ML 61%
45-64 68% (GEFCLTANN 9% = 22% 68% ()
65+ 68% (n=1819) NP 64% 0
Purchased Care, Age®
18-44 61% (n=1048) [FEZNNNPEY 64%
45-64 55% (n=1354) BV 28% 59% v
65+ 53% (n=3460) 2D 33% 55% v

1. Overall, Direct Care beneficiaries were significantly more likely than Purchased Care beneficiaries to report most positive results for the
Responsiveness of Hospital Staff composite (p<.05).

2. Overall, OCONUS beneficiaries were significantly more likely than CONUS beneficiaries to report most positive results for the
Responsiveness of Hospital Staff composite (p<.05).

3. Among Direct Care beneficiaries, those in Army MTF were significantly less likely than those in Navy or Air Force MTFs to report most
positive results for the Responsiveness of Hospital Staff composite (p<.05).

4. Among Direct Care beneficiaries, those aged 45-64 were significantly more likely than those in other age groups to report most positive results
for the Responsiveness of Hospital Staff composite (p<.05). Furthermore, among Direct Care beneficiaries, those aged 18—-44 were significantly
less likely than those in other age groups to report most positive results for the Responsiveness of Hospital Staff composite (p<.05).

5. Among Purchased Care beneficiaries, those aged 18-44 were significantly more likely than those in other age groups to report most positive
results for the Responsiveness of Hospital Staff composite (p<.05). Furthermore, among Direct Care beneficiaries, those aged 65+were
significantly less likely than those in other age groups to report most positive results for the Responsiveness of Hospital Staff composite (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Responsiveness of Hospital Staff (continued)

This composite combines responses from two questions regarding how responsive hospital staff were
with patients.

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
0% 20% 40% 60% 80% 100%
Medical®
Direct Care 63% (n=2750) 12% 25% 63%
Purchased Care 48% (n=2793) 15% 34% 51%
Surgical
Direct Care 66% (n=1984) W¥Z) 26% 61%
Purchased Care 58% (n =2363) 12% 27% 61%

Obstetrics’

Direct Care 60% (n=2224) [EELH 24%
Purchased Care 69% (n=706) |E0L/IPALT)

Direct Care (Army)
Medical 61% (n=1384)
Surgical 63% (n=1053)
Obstetric 57% (n =1032)

14% 25% 61%
14% 27% 59%
16% 25% 59%

Direct Care (Navy)

Medical 63% (n=688) QLA 24% 66%
Surgica_l 71% (n=516) |EL I 64%
Obstetric 62% (n=766) [FEZNIPYLN 63%
Direct Care (Air Force)
Medical 69% (n=678) [ AN 65%
H 0,

Surgical 67% n=415) VR 68%
Obstetric 60%

(n=426) [FNNPPT 68%

6. Among beneficiaries receiving Medical services, those in Direct Care were significantly more likely than those Purchased Care to report
most positive results for the Responsiveness of Hospital Staff composite (p<.05).

7. Among beneficiaries receiving Obstetrics services, those in Direct Care were significantly less likely than those Purchased Care to report
most positive results for the Responsiveness of Hospital Staff composite (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Responsiveness of Hospital Staff (continued)

This composite combines responses from two questions regarding how responsive hospital staff were
with patients.

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
0% 20% 40% 60% 80% 100%

Purchased Care (North)®
Medical 47% (n=1018) 18% 32% 49%
Surgical 55% (n=791) 12% 27% 62%
Obstetric 70% (n=308) LAl 69%

Purchased Care (South)®
Medical 47% (n=873) WL 36%
Surgical 60% (n=712) 14% 27%
Obstetric 67% (n=160) EILZ) 25%

Purchased Care (West)™
Medical 50% (n=887) [ED 32%
Surgical 58% (n=821) |WELZ 29%
Obstetric 69% (n=235) [ELIRNEEIT)

Direct Care (OCONUS), Service™

Army 64% (n=179) LIRS 73% »
Navy 72% (n=156) [FENPED 63%
Air Force 71% (n=181) [XZIEEIN 76% »

Direct Care (OCONUS), Region™

Alaska 64% (n=144) [LIPEI 71% ()
Europe 67% (n=193) EXAIE 77% »
Pacific 73% (n=179) 15%  22% 63%

Coast Guard Sponsored Sample Member
Direct Care 66% (n=75) [N 79% N
Purchased Care 61% (n=91) %  22% 70%

[e]

8. Among Purchased Care beneficiaries in the North region, those receiving Medical services were significantly less likely than those
receiving other services to report most positive results for the Responsiveness of Hospital Staff composite (p<.05). Furthermore, those
receiving Obstetrics services were significantly more likely than those receiving other services to report most positive results for the
Responsiveness of Hospital Staff composite (p<.05).

9. Among Purchased Care beneficiaries in the South region, those receiving Medical services were significantly less likely than those
receiving other services to report most positive results for the Responsiveness of Hospital Staff composite (p<.05).

10. Among Purchased Care beneficiaries in the West region, those receiving Medical services were significantly less likely than those
receiving other services to report most positive results for the Responsiveness of Hospital Staff composite (p<.05). Furthermore, those
receiving Obstetrics services were significantly more likely than those receiving other services to report most positive results for the
Responsiveness of Hospital Staff composite (p<.05).

11. Among Direct Care OCONUS beneficiaries, those in Navy MTFs were significantly less likely than those in Air Force MTFs to report most
positive results for the Responsiveness of Hospital Staff composite (p<.05).

12. Among Direct Care OCONUS beneficiaries, those in European MTFs were significantly more likely than those in Pacific MTFs to report
most positive results for the Responsiveness of Hospital Staff composite (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Responsiveness of Hospital Staff
After you pressed the call button, how often did you get help as soon as you wanted it?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent HCAHPS
Percent Most Most Positive Civilian
Positive Response Response MHS 2009 Benchmark
2009 57% 50%
2008 57%
2007 54%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)* 57% (n=11958) [FED 30% 57% N
i 0,
Direct Care 59% (n=6451) [FED 29% 58% N
Purchased Care 53% (n :5504) 13% 32% 54% ()
CONUs 56% (n=11435) [FEXQ 31% T
OCONUS? 67% (n=523) 0D 0l
Direct Care, Military Service®
Army 57% (n=3200) A 30% 0
Navy 61% (n=1855) (R APILL 0
Air Force 62% (n=1399) A 28% A
Purchased Care, TRICARE Regions
North 52% (n=1993) [EEA 31% 55% 0
South 53% (n=1640) [W¥LZ) 34% 54% ()
West 53% (n=1816) [FLA 32% 54% »
Direct Care, Age*
18-44 56% (n=2992) WKL 30% 56% ()
45-64 68% (n=1822) &4 24% 67% ()
65+ 67% (n=1640) (L4 28% 64% ()
Purchased Care, Age®
18-44 56% (n=1004) [EYLH 28% 58% ()
45-64 54% (n=1263) KL 32% 55% ()
65+ 49% (n=3237) [k 37% 50%

1. Overall, those in Direct Care were significantly more likely than those in Purchased Care to report that they "always" received help as soon
as they wanted it (p<.05).

2. Overall, OCONUS beneficiaries were significantly more likely than CONUS beneficiaries to report that they "always" received help as soon
as they wanted it (p<.05).

3. Among Direct Care beneficiaries, those in Army MTFs were significantly less likely than those in Navy or Air Force MTFs to report that
they "always" received help as soon as they wanted it (p<.05).

4. Among Direct Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to report that they
"always" received help as soon as they wanted it (p<.05).

5. Among Purchased Care beneficiaries, those aged 65+ were significantly less likely than those in other age groups to report that they
"always" received help as soon as they wanted it (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Responsiveness of Hospital Staff (continued)
After you pressed the call button, how often did you get help as soon as you wanted it?

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
e 0% 20% 40% 60% 80% 100%
Medical
Direct Care 63% (n=2537) |RECZIALY) 63%
Purchased Care 47% (n=2645) NG 35% 48%
Surgical
Direct Care 64% (n=1838) VL% AL 59%
Purchased Care 55% (n=2183) 12% 33% 55%

Obstetrics’
Direct Care 53% (n=2079) 16% 30%
Purchased Care 61% (n=676) [WEOLA 27%

Direct Care (Army)?
Medical 61% (n=1263) [FEVIPLY

Surgical 63% (n=974) e 30%
Obstetric 49% (n=963) 18% 32%

Direct Care (Navy)
Medical 65% (n=647) B 25%

Surgical 64% (n=486) [WEEZ) 28%
Obstetric 58% (n=722) BN 28%

Direct Care (Air Force)
Medical 69% (n=627) L5 28% 64%

Surgical 66% (n=378) WX 27% 66%
Obstetric 56% (n=394) VLA 28% 60%

6. Among beneficiaries receiving Medical services, those in Direct Care were significantly more likely than those in Purchased Care to report
that they "always" received help as soon as they wanted it (p<.05).

7. Among beneficiaries receiving Obstetrics services, those in Direct Care were significantly less likely than those in Purchased Care to
report that they "always" received help as soon as they wanted it (p<.05).

8. Among Direct Care beneficiaries in Army MTFs, those receiving Obstetrics services were significantly less likely than those receiving other
services to report that they "always" received help as soon as they wanted it (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Responsiveness of Hospital Staff (continued)
After you pressed the call button, how often did you get help as soon as you wanted it?

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
9 0% 20% 40% 60% 80% 100%
Purchased Care (North)

Medical 46% (n =966) 19% 34% 47%

Surgical 53% (n=734) ¥ 31% 57%

Obstetric 63% (n=293) [IoLZ 27% 63%

Purchased Care (South)

Medical 48% (n=833) [V 38% 48%
Surgical 56% (n=652) KL 31% 56%
Obstetric 60% (n=155) [EI 30% 62%

Purchased Care (West)™

Medical 48% (n=832) 17% 33% 50%
Surgical 54% (n=759) [P 36% 52%
Obstetric 61% (n=225) [IoLZIA) 65%

Direct Care (OCONUS), Service

Army 63% (n=159) [ELNRENLZ) 74% N

Navy 72% (n=143) 14% 21% 65% )

Air Force 68% (n =166) 18% 78% N
Direct Care (OCONUS), Region

Alaska 62% (n=136) 22% 75% ()

Europe 64% (n=168) LN 77% O

Pacific 74% (n=164) 14% 20% 66% O
Coast Guard Sponsored Sample Member

Direct Care 68% (n=69) 29% 67% ()

Purchased Care 61% (n=84) EVZ 33% 56%

9. Among Purchased Care beneficiaries in the North region, those receiving Medical services were significantly less likely than those
receiving other services to report that they "always" received help as soon as they wanted it (p<.05).

10. Among Purchased Care beneficiaries in the West region, those receiving Obstetrics services were significantly more likely than those
receiving other services to report that they "always" received help as soon as they wanted it (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

Composite: Responsiveness of Hospital Staff

How often did you get help in getting to the bathroom or in using a bedpan as soon as
you wanted?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent HCAHPS
Percent Most Most Positive Civilian
Positive Response Response MHS 2009 Benchmark

2009 65% 33%

2008 63%

2007 62%

0% 20% 40% 60% 80% 100%

Military Health Systems (Overall) 63% (n=6806) [EELA 22% 65% N
Direct Care 65% (n=3667) [FENIIEED 66% T
Purchased Care 60% (n=3139) [EELZ) 24% 64% 0
CONUS 63% (n=6502) FEEEZD 65% *
OCONUS 70% (n=304) [FRCEED 69% 0

Direct Care, Military Service

Army 63% n=1794) IEEG 64% *

Navy 68% (n=1030) FEIPATN 67% 0

Air Force 66% (GEEZM 10%  19% 71% 0l
Purchased Care, TRICARE Regions

North 59% (n=1117) |EEZNNNPEYS 64% 0

South 59% (n=890) [EZETINPIT 60% N

West 62% (n=1099) [ECAINPEIN 66% N
Direct Care, Age

18-44 64% (n=1695) [FELBIPIL 65% 0

45-64 67% (n=957) AP 70% »

65+ 68% (n=1015) [ICPINNPIY 65% N
Purchased Care, Age®

18-44 66% (n=593) [EPAZNENELT 69% ()

45-64 56% (GEN(M 14%  24% 62% N

65+ 56% (n=1842) [EECZINNENLY) 59% A~

1. Among Purchased Care beneficiaries, those aged 18—44 were significantly more likely than those in other age groups to report that they
always received help in getting to the bathroom or using a bedpan as soon as they wanted (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Responsiveness of Hospital Staff (continued)

How often did you get help in getting to the bathroom or in using a bedpan as soon as
you wanted?

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
o 0% 20% 40% 60% 80% 100%
Medical
Direct Care 62% (n=1286) 14%  23% 63%
Purchased Care 49% (n=1320) [EVIA 320 54%
Surgical
Direct Care 67% (n=1151) [EEANPELL
Purchased Care 61% QNN 12% 22%
Obstetrics
Direct Care 66% (n=1230) [EELZNNELZ 69%
Purchased Care 76% (QEXSVIN 10% 16% 74%

Direct Care (Army)

Medical 60% (n=643) 15% 24% 62%
Surgical 63% (n =589) 15% 24% 61%
Obstetric 65% (n=562) WIS 18% 67%

Direct Care (Navy)

Medical 60% (n=324) EEEZ) 23% 66%
Surgical 77% (n=282) |[EILIPAT)
Obstetric 67% (n=424) ERLZNEVILY

Direct Care (Air Force)

Medical 69% (n=319) [FETIIPAY 66%
Surgical 68% (n=280) [FOTIEL 69%
Obstetric 64% (n=244) RIS 76%

2. Among beneficiaries receiving Medical services, those in Direct Care were significantly more likely than those in Purchased Care to report
that they always received help in getting to the bathroom or using a bedpan as soon as they wanted (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Responsiveness of Hospital Staff (continued)

How often did you get help in getting to the bathroom or in using a bedpan as soon as
you wanted?

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
3 0% 20% 40% 60% 80% 100%
Purchased Care (North)
Medical 48% (n =480) 17% 31% 52%
Surgical 57% (n=460) |EEELZIVPAY) 67%

Obstetric 76% (U YA)IN10% 15% 75%

Purchased Care (South)*
Medical 46% (n=390) [FED 35% 52%
Surgical 64% (n =405) 15% 22% 63%
Obstetric 73% (n=95) |ECZALT 69%

Purchased Care (West)®

Medical 53% (n=443) EELZ 31% 57%
Surgical 61% (n=516) [ELLZ NI 67%
Obstetric 7% (n=140) [EEOLZNEZ) 78%

Direct Care (OCONUS), Service

Army 66% (n=81) OIS 72% N
Navy 72% (n=83) 16% 22% 61% N
Air Force 73% (GBI 9% 18% 73% N

Direct Care (OCONUS), Region

Alaska 65% (n=79) L& 24% 67%
Europe 70% (n=101) [LZNmEETZ) 77%
Pacific 72% (n=91) 15% 24% 60%

Coast Guard Sponsored Sample Member
Direct Care 65% (n=35) 91% O
Purchased Care 61% (n =46) 12% 84% T

8
>35>

3. Among Purchased Care beneficiaries in the North region, those receiving Medical services were significantly less likely than those
receiving other services to report that they always received help in getting to the bathroom or using a bedpan as soon as they wanted
(p<.05). Furthermore, those receiving Obstetrics services were significantly more likely than those receiving other services to report that
they always received help in getting to the bathroom or using a bedpan as soon as they wanted (p<.05).

4. Among Purchased Care beneficiaries in the North region, those receiving Medical services were significantly less likely than those receiving
other services to report that they always received help in getting to the bathroom or using a bedpan as soon as they wanted (p<.05).

5. Among Purchased Care beneficiaries in the West region, those receiving Medical services were significantly less likely than those
receiving other services to report that they always received help in getting to the bathroom or using a bedpan as soon as they wanted
(p<.05). Furthermore, those receiving Obstetrics services were significantly more likely than those receiving other services to report that
they always received help in getting to the bathroom or using a bedpan as soon as they wanted (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Pain Control
This composite combines responses from two questions regarding how often pain controlled.

Never + Sometimes Usually Always
Overall MHS 2008 Percent HCAHPS
Percent Most Most Positive Civilian
Positive Response Response MHS 2009 Benchmark
2009 63% 69%
2008 63%
2007 9
61% 0%  20%  40%  60%  80%  100%
Military Health Systems (Overall)* 63% (n=10688) LA 26% 63%
Direct Care 62% (n=6191) pEEZ 27% 62% v
Purchased Care 66% (n=4497) [l NP2 67% v
CONUS 63% (n=10145) KNEEZ 26% 63% N2
OCONUS 67% (n=543) &4 27% 66%
Direct Care, Military Service®
Army 61% (n=3086) E¥AA 28% 60% v
Navy 62% (n=1831) [P 62% v
Air Force 64% (n=1274) NI 65% N2
Purchased Care, TRICARE Regions
North 64% (n=1606) LIPS 65% v
South 67% (n=1357) 4 24% 68%
West 67% (n=1482) [LAPIIN 67%
Direct Care, Age®
18-44 59% (n=3216) [N 59% v
45-64 69% (n=1786) LA 69%
65+ 71% (n=1189) [EIINPIY 70%
Purchased Care, Age
18-44 65% (n=1028) [FEEAPEID 67%
45-64 66% (n=1204) [LANNPYLY 67%
65+ 68% (n=2265) [ Ly 67% N2

1. Overall, Direct Care beneficiaries were significantly less likely than Purchased Care beneficiaries to report most positive results for the
Pain Control composite (p<.05).

2. Among Direct Care beneficiaries, those in Army MTFs were significantly less likely than those in Air Force MTFs to report most positive
results for the Pain Control composite (p<.05).

3. Among Direct Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to report most positive
results for the Pain Control composite (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Pain Control (continued)

This composite combines responses from two questions regarding how often pain controlled.

Never + Sometimes Usually Always
2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
0% 20% 40% 60% 80% 100%
Medical
Direct Care 60% (n=1950) [EEELZ) 28% 60%
Purchased Care 59% (n=1654) EEEZ 31% 57%
Surgical®
Direct Care 70% (n=2009) L% 27% 65%
Purchased Care 70% (n=2146) [T 72%

Obstetrics®

Direct Care 58% (n=2232) ELZ) 27% 61%
Purchased Care 69% (n=697) [EEPALT) 71%

Direct Care (Army)

Medical 60% (n=984) 12% 29% 59%
Surgical 70% (n=1067) KL% 28% 62%
Obstetric 54% (n=1035) |[EEI 27% 60%

Direct Care (Navy)

Medical 58% (n=524) [EEER 27% 62%
Surgical 70% (n=541) B 28% 65%
Obstetric 60% (n=766) [EELA 27% 61%

Direct Care (Air Force)®

Medical 65% (n=442) Q) 27% 63%
Surgical 67% (n=401) 20% 76%

Obstetric 62% n=431) [T 61%

4. Among those receiving Surgical services, those in Direct Care were significantly less likely than those in Purchased Care to report most
positive results for the Pain Control composite (p<.05).

5. Among those receiving Obstetrics services, those in Direct Care were significantly less likely than those in Purchased Care to report most
positive results for the Pain Control composite (p<.05).

6. Among Direct Care beneficiaries in Air Force MTFs, those receiving Surgical services were significantly more likely than those receiving
other services to report most positive results for the Pain Control composite (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Pain Control (continued)
This composite combines responses from two questions regarding how often pain controlled.

Never + Sometimes Usually Always
2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
. 0% 20% 40% 60% 80% 100%
Purchased Care (North)

Medical 60% (n=584) EWLZ 33% 55%

Surgical 68% (n=721) WL MPRL 72%

Obstetric 65% (n=301) ROz VALY 69%

Purchased Care (South)®

Medical 58% (n=527) ENEZ 31% 58%
Surgical 73% (n=664) [RIPALL 71%
Obstetric 70% (n=166) LML) 74%

Purchased Care (West)®

Medical 61% (n=532) R 31% 59%
Surgical 69% (n=723) PPN 71%
Obstetric 72% n=227) IEZHIERZG 71%

Direct Care (OCONUS), Service

Army 64% (n=182) 29% 67%
Navy 68% (n=144) D 64%
Air Force 71% (n=165) [EL PN 66%

Direct Care (OCONUS), Region™®

Alaska 63% (n=130) @A 31% 62%
Europe 65% (n=191) 21% 74%
Pacific 71% (n=169) [ELNEY 58% v

Coast Guard Sponsored Sample Member

Direct Care (n=68) [N 74%

Purchased Care 62% (n=75) NLLPZL) 70%
70%

7. Among Purchased Care beneficiaries in the North region, those receiving Medical services were significantly less likely than those
receiving other services to report most positive results for the Pain Control composite (p<.05).

8. Among Purchased Care beneficiaries in the South region, those receiving Medical services were significantly less likely than those
receiving other services to report most positive results for the Pain Control composite (p<.05).

9. Among Purchased Care beneficiaries in the West region, those receiving Medical services were significantly less likely than those
receiving other services to report most positive results for the Pain Control composite (p<.05).

10. Among OCONUS Direct Care beneficiaries, those in European MTFs were significantly more likely than those in Alaskan or Pacific MTFs
to report most positive results for the Pain Control composite (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Pain Control
How often was your pain well controlled?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent HCAHPS
Percent Most Most Positive Civilian
Positive Response Response MHS 2009 Benchmark

2009 56% 44%

2008 55%

2007 53%

0% 20% 40% 60% 80% 100%

Military Health Systems (Overall)* 55% (n=10571) [FED 33% 56% N
Direct Care 53% (n=6120) FETINETR 54% *
Purchased Care 60% (n=4451) [0 30% 60% 0l
CONUS 55% (n=10036) [FEZD 33% *
OCONUS 58% (n=535) [KLL 34% 0

Direct Care, Military Service
Army 53% (n=3047) [FELD 34% »
Navy 53% (n=1811) [FEIN 35% »
Air Force 55% (n=1262) [FELE 32% t

Purchased Care, TRICARE Regions
North S7% (n=1589) [ILA 31% 58% 0
South 61% (n=1341) [EIED 61% *
West 61% (n=1469) QA 29% 61% )

Direct Care, Age?

18-44 51% (n=3173) WL 35% 51% ()
45-64 61% (n=1773) [EX7INEVIN) 61% N
65+ 62% (n=1174) A 34% 60% N

Purchased Care, Age
18-44 58% (n=1016) [FEA 28% 60% A
45-64 59% (n=1191) [FZIENL 60% A
65+ 61% (n=2244) WEL 33% 61% N

1. Overall, Purchased Care beneficiaries were significantly more likely than Direct Care beneficiaries to report that their pain was always well
controlled (p<.05).

2. Among Direct Care beneficiaries, those aged 18—44 were significantly less likely than those in other age groups to report that their pain
was always well controlled (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Pain Control (continued)
How often was your pain well controlled?

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
) 0% 20% 40% 60% 80% 100%
Medical
Direct Care 50% (n=1925) R 36% 52%
Purchased Care 52% (n=1638) [FE 38% 49%
Surgical®
Direct Care 62% (n=1998) [ELLZ 33% 57%
Purchased Care 64% (n=2124) |NLRXLY) 66%

Obstetrics*
Direct Care 50% (n=2197) WKL 34%
Purchased Care 62% (n=689) 26%

Direct Care (Army)

Medical 51% (n=971) |k 37%
Surgical 64% (n=1062) 12% 34%
Obstetric 47% (n=1014) LA 33%

Direct Care (Navy)
Medical 48% (n=517)
Surgical 61% (n =536)
Obstetric 51% (n=758)

Direct Care (Air Force)®
Medical 53% (n=437) [FEIQ 35% 54%

Surgical 59% (n=400) [V 70%
Obstetric 54% (n =425) 14% 33% 54%

3. Among beneficiaries receiving Surgical services, those in Purchased Care were significantly more likely than those in Direct Care to report
that their pain was always well controlled (p<.05).

4. Among beneficiaries receiving Obstetrics services, those in Purchased Care were significantly more likely than those in Direct Care to
report that their pain was always well controlled (p<.05).

5. Among Direct Care beneficiaries in Air Force MTFs, those receiving Surgical services were significantly more likely than those receiving
other services to report that their pain was always well controlled (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Pain Control (continued)
How often was your pain well controlled?

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
0% 20% 40% 60% 80% 100%
Purchased Care (North)®
Medical 52% (n=579) &L 40% 46%
Surgical 61% (n=714) LA 65%

Obstetric 58% (n=296) LA 26% 63%

Purchased Care (South)’

Medical 51% (n=521) [ 36% 50%
Surgical 68% (n=655) [ReANVALL) 65%
Obstetric 64% (n=165) [XPALY 68%

Purchased Care (West)®
Medical 54% (n=527) F¥Z) 37% 52%
Surgical 64% (n=717) RELPA) 66%
Obstetric 65% (n=225) [0St 65%

Direct Care (OCONUS), Service

Army 54% (n=178) &L 35% 58% ~
Navy 59% (n=142) A 35% 56% PN
Air Force 63% (n=163) K 35% 56% A
Direct Care (OCONUS), Region
Alaska 52% (n=128) W&Z 38% 55% N
Europe 56% (n=188) [N 67% ~
Pacific 63% (n=166) [WELZ) 41% 48%
Coast Guard Sponsored Sample Member
Direct Care 53% (n=68) [LLIrrAZ 70% N
Purchased Care 63% (n=73) (&4 29% 65% N

6. Among Purchased Care beneficiaries in the North region, those receiving Medical services were significantly less likely than those
receiving other services to report that their pain was always well controlled (p<.05).

7. Among Purchased Care beneficiaries in the South region, those receiving Medical services were significantly less likely than those
receiving other services to report that their pain was always well controlled (p<.05).

8. Among Purchased Care beneficiaries in the West region, those receiving Medical services were significantly less likely than those
receiving other services to report that their pain was always well controlled (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Pain Control
How often did the hospital staff do everything they could to help you with your pain?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent HCAHPS
Percent Most Most Positive Civilian
Positive Response Response MHS 2009 Benchmark

2009 71% 54%

2008 71%

2007 69%

0% 20% 40% 60% 80% 100%

Military Health Systems (Overall)* 71% (n=10610) LN 71% A
Direct Care 70% (n=6156) IED 70% *
Purchased Care 73% (n=4454) [LZ4REL 74% O
CONUS 70% (n=10069) ISR 71% *
OCONUS 76% (n=541) BXEED 74% 0

Direct Care, Military Service
Army 68% (n=3069) FILZIRFALY) 68% A
Navy 71% (n=1821) [eLZumvAol 71% N
Air Force 74% (n=1266) [RBNEEIT 73% A

Purchased Care, TRICARE Regions
North 71% (n=1595) [/ mmel7 72% ()
South 73% (n=1347) MR 75% N
West 73% (n=1461) EIIREEIR 73% ()

Direct Care, Age?

18-44 67% (n=3201) pECZNEPL) 67% N
45-64 7% (n=1778) [LMNLT 77% ()
65+ 79% (n=1177) 15% 81% N

Purchased Care, Age
18-44 71% (n=1025) NoLZ 1WA 73% )
45-64 73% (n=1194) [ELZLREELZ 74% A
65+ 74% (n=2235) BEAPYAZ 74% ~

1. Overall, Purchased Care beneficiaries were significantly more likely than Direct Care beneficiaries to report that hospital staff always did
everything they could to help with pain (p<.05).

2. Among Direct Care beneficiaries, those aged 18—44 were significantly less likely than those in other age groups to report that hospital staff
always did everything they could to help with pain (p<.05). Furthermore, those aged 65+ were significantly more likely than those in other
age groups to report that hospital staff always did everything they could to help with pain (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Pain Control (continued)
How often did the hospital staff do everything they could to help you with your pain?

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
) 0% 20% 40% 60% 80% 100%
Medical
Direct Care 70% (n=1932) [RI0LZ ALY 69%
Purchased Care 66% (n=1626) [KLZS 25% 65%
Surgical
Direct Care 7% (n=2004) ALY 73%
Purchased Care 76% (n=2132) LEIEL 78%

Obstetrics®
Direct Care 66% (n=2220) [EEEZNRVALY
Purchased Care 75% (n=696) KL

Direct Care (Army)
Medical 68% (UWEEICNN 11%  22%

Surgical 7% (n=1064) ELLIVALZ)
Obstetric 62% (n=1029) [EVLZ 21%

Direct Care (Navy)
Medical 69% (n=520) [EELMEPAV)

Surgical 80% (n=539) [LLNPALY)
Obstetric 68% (n=762) EECZMENELZ)

Direct Care (Air Force)*

Medical 78% (n=436) [N 72%
Surgica| 75% (n = 401) 14% 82%
Obstetric 71% (UEEE)NN 10%  21% 68%

3. Among beneficiaries receiving Obstetrics services, those in Direct Care were significantly less likely than those in Purchased Care to
report that hospital staff always did everything they could to help with pain (p<.05).

4. Among Direct Care beneficiaries in Air Force MTFs, those in receiving Surgical services were significantly more likely than those receiving
other services to report that hospital staff always did everything they could to help with pain (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Pain Control (continued)
How often did the hospital staff do everything they could to help you with your pain?

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
s 0% 20% 40% 60% 80% 100%
Purchased Care (North)
Medical 67% (n=577) QEEZ) 25% 64%
Surgical 75% (n=717) EZEYEL 78%

Obstetric 2% (n=301) KAL) 74%

Purchased Care (South)®

Medical 64% (n=521) [22) 25% 67%
Surgical 79% (n=660) WL 78%
Obstetric 76% (n=166) [LLEEL 81%

Purchased Care (West)’
Medical 68% (n=517) L% 25% 66%
Surgical 75% (n=718) WEZBYEH 77%
Obstetric 78% (n=226) LML) 77%

Direct Care (OCONUS), Service

Army 74% (n = 182) 23% 75% 4\

Navy 76% (n=144) RN LT 73% 7~

Air Force 79% (n=164) EELEEEIR 75% A
Direct Care (OCONUS), Region

Alaska 74% (n=129) [NPZLZ) 70% ~

Europe 74% (n=191) 15% 82% ~

Pacific 79% (n=169) [EeLZIVE) 67% N
Coast Guard Sponsored Sample Member

Direct Care 70% (n=68) BMNEZ 78% N

Purchased Care 76% (UEYSO7%. 19% 75% N

5. Among Purchased Care beneficiaries in the North region, those receiving Medical services were significantly less likely than those
receiving other services to report that hospital staff always did everything they could to help with pain (p<.05).

6. Among Purchased Care beneficiaries in the South region, those receiving Medical services were significantly less likely than those
receiving other services to report that hospital staff always did everything they could to help with pain (p<.05).

7. Among Purchased Care beneficiaries in the West region, those receiving Medical services were significantly less likely than those
receiving other services to report that hospital staff always did everything they could to help with pain (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Discharge Information
This composite combines responses from two questions regarding discharge information.

Yes No
Overall MHS 2008 Percent HCAHPS
Percent Most Most Positive Civilian
Positive Response Response MHS 2009 Benchmark

2009 84% 81%

2008 83%

2007 0

83% 0%  20%  40%  60%  80%  100%

Military Health Systems (Overall)* 83% (n =14387) 84% 16% ()
Direct Care 84% (n = 7896) 85% 15% ¢
Purchased Care 82% (n =6491) 84% 16% »
CONUS 83% (n=13757) 85% 15% *
OCONUS 86% (n=630) 84% 16% A

Direct Care, Military Service®
Army 84% (n =3935) 84% 16% »
Navy 84% (n=2253) 86% 14% A
Air Force 85% (n=1708) 87% 13% N

Purchased Care, TRICARE Regions
North 81% (n=2328) 84% 16% »
South 82% (n=1962) 84% 16% 1~
West 84% (n=2140) 84% 16% N

Direct Care, Age®
18-44 83% (n =3451) 85% 15% A
45-64 87% (n =2404) 87% 13% 0
65+ 83% (n =2041) 83% 17% N

Purchased Care, Age*

18-44 84% (n=1101) 85% 15% N
45-64 84% (n =1545) 86% 14% N
65+ 80% (n =3845) 81% 19%

1. Overall, Direct Care beneficiaries were significantly more likely than Purchased Care beneficiaries to report most positive results for the
Discharge Information composite (p<.05).

2. Among Direct Care beneficiaries, those in Army MTFs were significantly less likely than those in Navy or Air Force MTFs to report most
positive results for the Discharge Information composite (p<.05).

3. Among Direct Care beneficiaries, those aged 45-64 were significantly more likely than those in other age groups to report most positive
results for the Discharge Information composite (p<.05).

4. Among Purchased Care beneficiaries, those aged 65+ were significantly less likely than those in other age groups to report most positive
results for the Discharge Information composite (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Discharge Information (continued)
This composite combines responses from two questions regarding discharge information.

Yes No
2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
0% 20% 40% 60% 80% 100%
Medical®
Direct Care 80% (n=3331) 82% 18%
Purchased Care 76% (n=3093) 78% 22%
Surgical
Direct Care 89% (n=2189) 89% 11%
Purchased Care 89% (n=2677) 88% 12%
Obstetrics
Direct Care 84% (n=2376) 85% 15%
Purchased Care 85% (n=721) 86% 14%

Direct Care (Army)°
Medical 80% (n=1658) 81% 19%
Surgical 88% (n=1162) 87% 13%
Obstetric 84% (n = 1115) 84% 16%

Direct Care (Navy)’
Medical 79% (n =853) 82% 18%
Surglca_l 90% (n =589) 90% 10%
Obstetric 84% (n=811) 87% 13%

Direct Care (Air Force)®

Medical 82% (n =820) 84% 16%

H 0,
Surgical 90% (n =438) 92% 8%
Obstetric 84%

(n =450) 86% 14%

5. Among those receiving Medical services, those in Direct Care were significantly more likely than those in Purchased Care to report most
positive results for the Discharge Information composite (p<.05).

6. Among Direct Care beneficiaries in Army MTFs, those receiving Surgical services were significantly more likely than those receiving other
services to report most positive results for the Discharge Information composite (p<.05). Furthermore, those receiving Medical services
were significantly less likely than those receiving other services to report most positive results for the Discharge Information composite
(p<.05).

7. Among Direct Care beneficiaries in Navy MTFs, those receiving Medical services were significantly less likely than those receiving other
services to report most positive results for the Discharge Information composite (p<.05).

8. Among Direct Care beneficiaries in Air Force MTFs, those receiving Surgical services were significantly more likely than those receiving
other services to report most positive results for the Discharge Information composite (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Discharge Information (continued)
This composite combines responses from two questions regarding discharge information.

Yes No
2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark

o
X

0, 0, 0, 0, 0,
Purchased Care (North)® 20% 40% 60% 80% 100%

Medical 74% (n=1148) 78% 22%
Surgical 87% (n=867) 90% 10%
Obstetric 86% (n=313) 86% 14%

Purchased Care (South)*

Medical 75% (n =956) 78% 22%
Surgical 89% (n=839) 88% 12%
Obstetric 84% (n=167) 87% 13%

Purchased Care (West)™
Medical 8% (n=972) 79% 21%
Surgical 90% (n=930) 88% 12%
Obstetric 84% (n=238) 86% 14%

Direct Care (OCONUS), Service

Army 88% (n=192) 82% 18%
Navy 84% (n=178) 82% 18%
Air Force 87% (n=199) 88% 12% »

Direct Care (OCONUS), Region

Alaska 89% (n =156) 82% 18%
Europe 87% (n=202) 87% 13% 0
Pacific 84% (n=210) 82% 18%

Coast Guard Sponsored Sample Member
Direct Care 82% (n=78)
Purchased Care 81% (n=104)

86% 14%
82% 18%

9. Among Purchased Care beneficiaries in the North region, those receiving Medical services were significantly less likely than those
receiving other services to report most positive results for the Discharge Information composite (p<.05). Furthermore, those receiving
Surgical services were significantly more likely than those receiving other services to report most positive results for the Discharge
Information composite (p<.05).

10. Among Purchased Care beneficiaries in the South region, those receiving Medical services were significantly less likely than those
receiving other services to report most positive results for the Discharge Information composite (p<.05).

11. Among Purchased Care beneficiaries in the West region, those receiving Medical services were significantly less likely than those
receiving other services to report most positive results for the Discharge Information composite (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Discharge Information

Did doctors, nurses or other hospital staff talk with you about whether you would have
the help you needed when you left the hospital?

Yes No
Overall MHS 2008 Percent HCAHPS
Percent Most Most Positive Civilian
Positive Response Response MHS 2009 Benchmark
2009 79% 67%
2008 78%
2007 o,
7% 0% 20% 40% 60% 80% 100%
Military Health Systems (Overall) 78% (n=14221) 79% 21% ()
i 0,

Direct Care 78% (n =7806) 80% 20% ()

Purchased Care 78% (n =6415) 79% 21% A

CONUS 78% (n =13594) 80% 20% 0

OCONUS 81% (n=627) 79% 21% 0
Direct Care, Military Service

Army 78% (n =3895) 78% 22% 1*

Navy 78% (n=2232) 81% 19% 0

Air Force 79% (n=1679) 81% 19% A
Purchased Care, TRICARE Regions

North 77% (n =2296) 79% 21% *

South 7% (n=1947) 79% 21% 0

West 81% (n=2112) 79% 21% 0
Direct Care, Age®

18-44 77% (n =3427) 78% 22% T

45-64 83% (n =2379) 83% 17% 0

65+ 83% (n =2000) 82% 18% 0
Purchased Care, Age?

18-44 7% (n =1093) 77% 23% »

45-64 80% (n =1530) 82% 18% »

65+ 79% (n=3792) 79% 21% 0

1. Among Direct Care beneficiaries, those aged 18—44 were significantly less likely than those in other age groups to report that the hospital
staff talked with them about whether they would have the help they needed when they left the hospital (p<.05).

2. Among Purchased Care beneficiaries, those aged 45-64 were significantly more likely than those in other age groups to report that the
hospital staff talked with them about whether they would have the help they needed when they left the hospital (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Discharge Information (continued)

Did doctors, nurses or other hospital staff talk with you about whether you would have
the help you needed when you left the hospital?

Yes No
2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
. 0% 20% 40% 60% 80% 100%
Medical
Direct Care 77% (n - 3277) 78% 2204
Purchased Care 73% (n =3056) 75% 2504
Surgical
Direct Care 86% (n=2170) 86% 14%
Purchased Care 87% (n =2645) 86% 14%
Obstetrics
Direct Care 75% (n =2359) 77% 23%
Purchased Care 75% (n=714) 77% 23%

Direct Care (Army)®
Medical 77% (n=1632) 77% 23%

Surgical 85% (n=1152) 85% 15%
Obstetric 75% (n=1111) 75% 25%

Direct Care (Navy)
Medical 76% (n =846) 79% 21%
Surgical 87% (n =585) 87% 13%
Obstetric 75% (n =801) 80% 20%

Direct Care (Air Force)*
Medical 80% (n=799)
Surgical 86% (n =433)
Obstetric 75% (n =447)

80% 20%
89% 11%
78% 22%

3. Among Direct Care beneficiaries in Army facilities, those receiving Surgical services were significantly more likely than those receiving
other services to report that the hospital staff talked with them about whether they would have the help they needed when they left the
hospital (p<.05).

4. Among Direct Care beneficiaries in Air Force facilities, those receiving Surgical services were significantly more likely than those receiving
other services to report that the hospital staff talked with them about whether they would have the help they needed when they left the
hospital (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Discharge Information (continued)

Did doctors, nurses or other hospital staff talk with you about whether you would have
the help you needed when you left the hospital?

Yes No
2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
5 0% 20% 40% 60% 80% 100%
Purchased Care (North)
Medical 72% (n=1134) 75% 25%
Surgical 85% (n=853) 87% 13%
Obstetric 76% (n=309) 76% 24%
Purchased Care (South)®
Medical 71% (n=946) 76% 24%
Surgical 87% (n=835) 84% 16%
Obstetric 2% (n=166) 79% 21%
Purchased Care (West)’
Medical 7% (n =960) 74% 26%
Surgical 89% (n=916) 86% 14%
Obstetric 76% (n=236) 77% 23%
Direct Care (OCONUS), Service
Army 85% (n=192) 7% 23% ~
Navy 78% (n=177) 78% 22% ~
Air Force 78% (n=198) 81% 19% N
Direct Care (OCONUS), Region
Alaska 84% (n=155) 76% 24% ()
Europe 83% (n=202) 85% 15% ()
Pacific 7% (n=209) 75% 25% O
Coast Guard Sponsored Sample Member
Direct Care 73% (n=76) 77% 23%
Purchased Care 72% (n=103) 78% 22% Mt

5. Among Purchased Care beneficiaries in the North region, those receiving Surgical services were significantly more likely than those
receiving other services to report that the hospital staff talked with them about whether they would have the help they needed when they
left the hospital (p<.05).

6. Among Purchased Care beneficiaries in the South region, those receiving Surgical services were significantly more likely than those
receiving Medical services to report that the hospital staff talked with them about whether they would have the help they needed when they
left the hospital (p<.05).

7. Among Purchased Care beneficiaries in the West region, those receiving Surgical services were significantly more likely than those
receiving other services to report that the hospital staff talked with them about whether they would have the help they needed when they
left the hospital (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Discharge Information

Did you get information in writing about what symptoms or health problems to look out
for after you left the hospital?

Yes No
Overall MHS 2008 Percent HCAHPS
Percent Most Most Positive Civilian
Positive Response Response MHS 2009 Benchmark

2009 90% 71%

2008 88%

2007 0,

88% 0% 20% 40% 60% 80% 100%

Military Health Systems (Overall)* 88% (n =14195) 90% 10% ()
Direct Care 89% (n=7791) 90% 10% ()
Purchased Care 86% (n =6404) 38% 12% A

0,
CONUS 88 OA’ (n=13571) 90% 10% 0
OCONUS 92% (n=624) 89% 11% r

Direct Care, Military Service®

0,
Army 89 OA’ (n =3892) 89% 11% 0
Navy 89% (n =2221) 91% 9% 0
Air Force 90% (n=1678) 92% 8% N

Purchased Care, TRICARE Regions
North 85% (n =2295) 88% 12% *
South 86% (n=1931) 88% 12% *
West 87% (n=2117) 88% 12% »

Direct Care, Age®
18-44 90% (n =3408) 91% 9% 0
45-64 92% (n =2385) 91% 9% 0
65+ 83% (n =1998) 85% 15% 0

Purchased Care, Age*

18-44 90% (n=1091) 92% 8% ()
45-64 88% (n=1529) 90% 10% ~
65+ 80% (n =3784) 83% 17% N

1. Overall, Direct Care beneficiaries were significantly more likely than Purchased Care beneficiaries to report that they received information
in writing about what symptoms or health problems to look out for after they left the hospital (p<.05).

2. Among Direct Care beneficiaries, those in Army MTFs were significantly less likely than those in Navy or Air Force MTFs to report that
they received information in writing about what symptoms or health problems to look out for after they left the hospital (p<.05).

3. Among Direct Care beneficiaries, those aged 65+ were significantly less likely than those in other age groups to report that they received
information in writing about what symptoms or health problems to look out for after they left the hospital (p<.05).

4. Among Purchased Care beneficiaries, those aged 65+ were significantly less likely than those in other age groups to report that they
received information in writing about what symptoms or health problems to look out for after they left the hospital (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Discharge Information (continued)

Did you get information in writing about what symptoms or health problems to look out
for after you left the hospital?

Yes No
2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
Medical® 0% 20% 40% 60% 80% 100%
Direct Care 84% (n=3278) 85% 15%
Purchased Care 78% (n =3041) 829% 18%
Surgical
Direct Care 92% (n=2100) (IO N
Purchased Care W (n=2e1) [T
Obstetrics
Direct Care 93% (n =2345) 94% 6%
Purchased Care 94% (n=712) 96%

Direct Care (Army)°

Medical 84% (n=1641) 85% 15%
Surgical 92% (n=1149) 89% 11%
Obstetric 93% (n=1102) 93%

Direct Care (Navy)’

Medical 83% (n=838) 85% 15%
Surgical 92% (n =584) 93%
Obstetric 93% (n=799) 94%

Direct Care (Air Force)®

Medical 85% (n=799) 89% 11%
Surgical 93% (n =435) 94% 6
Obstetric 92% (n =444) 95% 504

5. Among beneficiaries receiving Medical services, those in Direct Care were significantly more likely than those in Purchased Care to report that
they received information in writing about what symptoms or health problems to look out for after they left the hospital (p<.05).

6. Among Direct Care beneficiaries in Army MTFs, those receiving Medical services were significantly less likely than those receiving other
services to report that they received information in writing about what symptoms or health problems to look out for after they left the
hospital (p<.05). Furthermore, those receiving Surgical services were significantly more likely than those receiving other services to report
that they received information in writing about what symptoms or health problems to look out for after they left the hospital (p<.05).

7. Among Direct Care beneficiaries in Navy MTFs, those receiving Medical services were significantly less likely than those receiving other
services to report that they received information in writing about what symptoms or health problems to look out for after they left the
hospital (p<.05).

8. Among Direct Care beneficiaries in Air Force MTFs, those receiving Medical services were significantly less likely than those receiving
other services to report that they received information in writing about what symptoms or health problems to look out for after they left the
hospital (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Discharge Information (continued)

Did you get information in writing about what symptoms or health problems to look out
for after you left the hospital?

Yes No
2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark

0% 20% 40% 60% 80% 100%
Purchased Care (North)®

Medical 76% (n=1125) 81% 19%
Surgical 89% (n=858) 92% 8%

Obstetric 95% (n=312) 96%

Purchased Care (South)*
Medical 78% (n=936) 81% 19%
Surgical 91% (n=831) 91% 9%
Obstetric 96% (n=164) 96%

Purchased Care (West)"

Medical 80% (n=963) 83% 17%
Surgical 92% (n=921) 89% )
Obstetric 92% (n=233) 95% 5%

Direct Care (OCONUS), Service

>

Army 91% (n=190) 87% 13% PN

Navy 90% (n=177) 86% 14% A

Air Force 96% (n=196) 94% A
Direct Care (OCONUS), Region

Alaska 95% (n=152) 89% 11% Y

Europe 91% (n=201) 89% 11% ~

Pacific 91% (n=209) 89% 11% N
Coast Guard Sponsored Sample Member

Direct Care 91% (n=77) 94% 6 N

Purchased Care 90% (n=101) 87% 13% N

9. Among Purchased Care beneficiaries in the North region, those receiving Medical services were significantly less likely than those receiving
other services to report that they received information in writing about what symptoms or health problems to look out for after they left the
hospital (p<.05). Furthermore, those receiving Surgical services were significantly more likely than those receiving other services to report that
they received information in writing about what symptoms or health problems to look out for after they left the hospital (p<.05).

10. Among Purchased Care beneficiaries in the South region, those receiving Medical services were significantly less likely than those receiving
other services to report that they received information in writing about what symptoms or health problems to look out for after they left the
hospital (p<.05). Furthermore, those receiving Surgical services were significantly more likely than those receiving other services to report that
they received information in writing about what symptoms or health problems to look out for after they left the hospital (p<.05).

11. Among Purchased Care beneficiaries in the West region, those receiving Medical services were significantly less likely than those receiving
other services to report that they received information in writing about what symptoms or health problems to look out for after they left the
hospital (p<.05). Furthermore, those receiving Surgical services were significantly more likely than those receiving other services to report that
they received information in writing about what symptoms or health problems to look out for after they left the hospital (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Hospital Environment
How often were your room and bathroom kept clean?

Never + Sometimes Usually Always
Overall MHS 2008 Percent HCAHPS
Percent Most Most Positive Civilian
Positive Response Response MHS 2009 Benchmark

2009 71% 67%

2008 70%

2007 68%

0% 20% 40% 60% 80% 100%

Military Health Systems (Overall) 70% (n=15388) LD 71% t
Direct Care 70% (n=8428) 7D 71% 0
Purchased Care 69% (n=6960) EEAIFCER 72% N

0,
CONUS 69 i (n=14718) EXINEND 71% 0
OCONUS 73% CECLOM 9% 18% 73% 0

Direct Care, Military Service
Army 71% (n=4205) IR 72% T
Navy 67% (n=2361) PG 70% »
Air Force 2% (n=1862) I NPPLY) 68%

Purchased Care, TRICARE Regions
North 68% (n=2504) [N 72% N
South 68% (n=2091) [EIZIERELR 72% 0
West 70% (n=2302) BN 72% A

Direct Care, Age®
18-44 68% (n=3584) IR 69% »
45-64 74% (n=2514) IERID 75% N
65+ 78% (n=2330) BN 74% N

Purchased Care, Age
18-44 70% (n=1139) AR 74% N
45-64 68% (n=1622) [ELZEE 73% »
65+ 68% (n=4199) [EPAL 70% N

1. Among Direct Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to report that their room
and bathroom were always kept clean (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Hospital Environment (continued)
How often were your room and bathroom kept clean?

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
.2 0% 20% 40% 60% 80% 100%
Medical
Direct Care 73% (n=3665) [ALIEEL 75%
Purchased Care 65% (n=3410) [0 2206 69%
Surgical
Direct Care 74% (n=2334) [RLLNELT) 73%
Purchased Care 72% (n=2806) [EINEL 74%

Obstetrics®
Direct Care 65% (n=2429) WK 21%
Purchased Care 2% (n=744) BTz

4

Direct Care (Army)

Medical 74% (n=1819) WAZBENEZ)
Surgical 75% (n=1244) [ElLLNEeL7)
Obstetric 66% (n=1142) E¥LZEPAL)

Direct Care (Navy)®
Medical 68% (n=921) NN

Surgical 75% (n=611) [LLIENEZ
Obstetric 63% (n=829) [WELZ 23%

II

Direct Care (Air Force)

Surgical 72% (n=479) [LPIRN 73%
Obstetric 68% (n=458) 15% 22% 64%

2. Among beneficiaries receiving Medical services, those in Direct Care were significantly more likely than those in Purchased Care to report
that their room and bathroom were always kept clean (p<.05).

3. Among beneficiaries receiving Obstetrics services, those in Direct Care were significantly less likely than those in Purchased Care to
report that their room and bathroom were always kept clean (p<.05).

4. Among Direct Care beneficiaries in Army MTFs, those receiving Medical services were significantly more likely than those receiving other
services to report that their room and bathroom were always kept clean (p<.05).

5. Among Direct Care beneficiaries in Navy MTFs, those receiving Obstetrics services were significantly less likely than those receiving other
services to report that their room and bathroom were always kept clean (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Hospital Environment (continued)
How often were your room and bathroom kept clean?

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
0% 20% 40% 60% 80% 100%

Purchased Care (North)®
Medical 65% (n=1260) [ILZ 24% 66%
Surgical 70% (n=922) LKLz 76%
Obstetric 71% (n=322) [z 79%

Purchased Care (South)

Medical 64% (n=1053) [LZNRPLL) 70%
Surgical 73% (n=866) [WILZRNNLZ 73%
Obstetric 71% (n=172) |EANTZ 75%

Purchased Care (West)
Medical 66% (n=1080) [LZNANZ) 71%
Surgical 72% (n=975) [WELIELZ 74%
Obstetric 73% (n=247) [BIZIEELZ) 71%

Direct Care (OCONUS), Service

Army 77% (n=224) ELEEIZ) 79% N
Navy 65% (n=182) AP 68%
Air Force 75% (n=201) [EEOLZIWALZ) 69%

Direct Care (OCONUS), Region
Alaska 76% (n=160) [EEEZ) 24% 65%
Europe 77% (n=229) [SEPA%) 83% N
Pacific 66% (n=217) [EECZPPL) 67%

Coast Guard Sponsored Sample Member
Direct Care 67% (n=82) k4 29% 64%
Purchased Care 70% (n=109) [eLZMmIe) 75%

6. Among Purchased Care beneficiaries in the North region, those receiving Medical services were significantly less likely than those
receiving other services to report that their room and bathroom were always kept clean (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Hospital Environment
How often was the area around your room quiet at night?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent HCAHPS
Percent Most Most Positive Civilian
Positive Response Response MHS 2009 Benchmark

2009 59% 54%

2008 58%

2007 57%

0% 20% 40% 60% 80% 100%

Military Health Systems (Overall)1 58% (n=15215) [EELD 2904 59% N
Direct Care 61% (n=8360) LD 61% *
Purchased Care 53% (n=6855) E¥Z 33% 55%

CONUS 58% (n=14541) EVEL 30% 0

OCONUS? 64% n=674) EOEED r

Direct Care, Military Service

Army 61% (n=4163) FEERD T
Navy 61% (n=2353) [FETNAL 0
Air Force 62% (n=1844) [E 31% »
Purchased Care, TRICARE Regions
North 51% (n=2470) FEID 32% 57% »
South 56% (n=2062) [FIGN 35% 55%
West 51% (n=2262) [FEID 33% 53%
Direct Care, Age®
18-44 63% (n=3592) [FENINPIE 63% 0
45-64 57% (n=2504) [N 32% 59% 0
65+ 57% (n=2264) A 35% 55%
Purchased Care, Age*
18-44 65% (n=1134) RPN 64% )
45-64 49% (n=1613) [FEQ 33% 54%
65+ 45% (n=4108) [ERN 41% 47% \

1. Overall, those in Direct Care were significantly more likely than those in Purchased Care to report that the area around their room was
always kept quiet at night (p<.05).

2. Overall, OCONUS beneficiaries were significantly more likely than CONUS beneficiaries to report that the area around their room was
always kept quiet at night (p<.05).

3. Among Direct Care beneficiaries, those aged 18-44 were significantly more likely than those in other age groups to report that the area
around their room was always kept quiet at night (p<.05). Furthermore, those aged 65+ were significantly less likely than those in other
age groups to report that the area around their room was always kept quiet at night (p<.05).

4. Among Purchased Care beneficiaries, those aged 18-44 were significantly more likely than those in other age groups to report that the
area around their room was always kept quiet at night (p<.05). Furthermore, those aged 65+ were significantly less likely than those in
other age groups to report that the area around their room was always kept quiet at night (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Hospital Environment (continued)
How often was the area around your room quiet at night?

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
s 0% 20% 40% 60% 80% 100%
Medical
Direct Care 58% (n=3608) |EL% 31% 59%
Purchased Care 45% (n=3333) [KELD 39% A47%
Surgical
Direct Care 63% (n=2313) KL 27% 60%
Purchased Care 54% (n=2779) [EEED 32% 57%
Obstetrics
Direct Care 62% (n=2439) WWAZ 23%
Purchased Care 68% (n=743) [N IZL

Direct Care (Army)
Medical 59% (n=1790) |REPLINEI)

Surgical 64% (n=1229) 14% 26%
Obstetric 60% (n=1144) VL 22%

Direct Care (Navy)
Medical 56% (n =910) 14% 28%

Surgical 63% (n=611) [EEER 29%
Obstetric 64% (n=832) WPLZ 25%

Direct Care (Air Force)®
Medical 60% (n=908) MEEZ 38% 51%

Surgical 62% (n :473) 9% 30% 61%
Obstetric 64% (n=463) KNI/ 67%

5. Among beneficiaries receiving Medical services, those in Direct Care were significantly more likely than those in Purchased Care to report
that the area around their room was always kept quiet at night (p<.05).

6. Among Direct Care beneficiaries in Air Force MTFs, those receiving Medical services were significantly less likely than receiving other
services to report that the area around their room was always kept quiet at night (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Hospital Environment (continued)
How often was the area around your room quiet at night?

Never + Sometimes Usualli Alwais

2008 Percent HCAHPS
Most Positive Civilian
Response MHS 2009 Benchmark
; 0% 20% 40% 60% 80% 100%
Purchased Care (North)
Medical 43% (n=1230) [EELZ) 38% 48%
Surgical 53% (n=917) L 31% 59%

Obstetric 66% (QEXVEIM 11%  22% 67%

Purchased Care (South)®

Medical 48% (n=1029) E¥Z 42% 46%
Surgical 59% (n=862) [WIZ 30% 59%
Obstetric 70% (n=171) (2D 64%

Purchased Care (West)®
Medical 44% (n =1058) 15% 38% 47%
Surgical 49% (n=958) 14% 33% 53%
Obstetric 70% (n =246) 12% 22% 66%

Direct Care (OCONUS), Service

Army 68% (n=223) % 21% 71% Y

Navy 62% (n=184) VL INELT] 68% 7~

Air Force 64% (n=206) B IS 67% A
Direct Care (OCONUS), Region

Alaska 69% (n=163) [ 33% 61%

Europe 66% (n=232) [LANNLT) 75% ~

Pacific 62% (n=217) EECLEVPLY) 67% N

Coast Guard Sponsored Sample Member
Direct Care 62% (n=80) pEEZ 39% 50%
Purchased Care 58% (n=109) HEEZA 27% 62%

7. Among Purchased Care beneficiaries in the North region, those receiving Medical services were significantly less likely than those
receiving other services to report that the area around their room was always kept quiet at night (p<.05). Furthermore, those receiving
Obstetrics services were significantly more likely than those receiving other services to report that the area around their room was always
kept quiet at night (p<.05).

8. Among Purchased Care beneficiaries in the South region, those receiving Medical services were significantly less likely than those
receiving other services to report that the area around their room was always kept quiet at night (p<.05).

9. Among Purchased Care beneficiaries in the West region, those receiving Medical services were significantly less likely than those
receiving other services to report that the area around their room was always kept quiet at night (p<.05). Furthermore, those receiving
Obstetrics services were significantly more likely than those receiving other services to report that the area around their room was always
kept quiet at night (p<.05).

Arrow represents statistically significant differences, at the 95% confidence level, from the HCAHPS civilian score. Your MHS score is: higher A or lower
¥ than the HCAHPS civilian score.
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Composite: Your Family and Friends

This composite combines responses from two questions about communications with family and close
friends.

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 82%
2008 82%
2007 81%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)* 82% (n=13942) ERED 8206
Direct C 81%
rect Lare O° (n=7515) BIFED 81%
Purchased Care 83% (n=6427) TR 84%
CONUS 82% (n=13370) EER 82%
OCONUS 86% (n=572) |RLNELZ 82%
Direct Care, Military Service®
Army 81% (n=3677) (LKL 80%
Navy 81% (n=2170) [l 81%
Air Force 85% (n=1668) 12% 84%
Purchased Care, TRICARE Regions®
North 83% (n=2316) [EEZANNEA 84%
South 85% (n=1944) 11% 85%
West 82% (n=2108) [LLWLA 83%
Direct Care, Age*
18-44 78% (n=3300) [EZIEE) 78%
45-64 89% (n=2214) BN 90%
65+ 91% (n=2001) WEYA 91%
Purchased Care, Age®
18-44 82% (n=1087) [LANRLL 81%
45-64 83% (n=1506) [0 86%
65+ 85% (n=3834) [MENELL) 86%

1. Overall, those in Purchased Care were significantly more likely than those in Direct Care to report most positive responses to the
Your Family and Friends composite (p<.05).

2. Among Direct Care beneficiaries, those in Army MTFs were significantly less likely than those in Air Force MTFs to report most
positive responses to the Your Family and Friends composite (p<.05).

3. Among Purchased Care beneficiaries, those in the South region were significantly more likely than those in the West region to report
most positive responses to the Your Family and Friends composite (p<.05).

4. Among Direct Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to report most
positive responses to the Your Family and Friends composite (p<.05).

5. Among Purchased Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to report most
positive responses to the Your Family and Friends composite (p<.05).
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Composite: Your Family and Friends (continued)

This composite combines responses from two questions about communications with family and close
friends.

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

Response MHS 2009
s 0% 20% 40% 60% 80% 100%

Medical

Direct Care 85% (n=3067) 85%

Purchased Care 81% (n=3115) 9%612% 83%
Surgical’

Direct Care 87% (n=2094) BEENEZ 84%

Purchased Care 87% (n=2594) 10% 87%

Obstetrics®
Direct Care 75% (n=2354) |[ALEEGLZ) 7%
Purchased Care 84% (n=718) 83%

Direct Care (Army)°
Medical 85% (n=1484) %4.0% 85%
Surgical 86% (n=1095) (LIPS 82%
Obstetric 74% (n=1098) [LZNNNITT 75%

al cg 4] U'IUO'I
~ =
= o
3 S
5 (=)

10

Direct Care (Navy)

Medical 82% (n=795) |[SLLIVA% 83%
Surgical 90% (n=570) LRI 85%
Obstetric 75% (n=805) [AMEEZ) 79%

Direct Care (Air Force)™

Medical 90% (n=788) |MNIZ 87%
Surgical 86% (n=429) [EKeLZ) 89%
Obstetric 80% (n=451) AN 79%

6. Among beneficiaries receiving Medical Services, those in Direct Care were significantly more likely than those in Purchased Care to
report most positive responses to the Your Family and Friends composite (p<.05).

7. Among beneficiaries receiving Surgical Services, those in Direct Care were significantly less likely than those in Purchased Care to
report most positive responses to the Your Family and Friends composite (p<.05).

8. Among beneficiaries receiving Obstetrics Services, those in Direct Care were significantly less likely than those in Purchased Care to
report most positive responses to the Your Family and Friends composite (p<.05).

9. Among Direct Care beneficiaries in Army MTFs, those receiving Obstetrics services were significantly less likely than those receiving
other services to report most positive responses to the Your Family and Friends composite (p<.05).

10. Among Direct Care beneficiaries in Navy MTFs, those receiving Obstetrics services were significantly less likely than those receiving
Surgical services to report most positive responses to the Your Family and Friends composite (p<.05).

11. Among Direct Care beneficiaries in Air Force MTFs, those receiving Obstetrics services were significantly less likely than those
receiving other services to report most positive responses to the Your Family and Friends composite (p<.05).
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Composite: Your Family and Friends (continued)

This composite combines responses from two questions about communications with family and close
friends.

Never + Sometimes Usualli Alwais

2008 Percent

Most Positive
Response MHS 2009

o
X

20% 40% 60% 80% 100%
Purchased Care (North)™

Medical 82% (n=1148) [EEN 82%
Surgical 88% (n=855) [ENEZ 87%
Obstetric 80% (n=313) [Nz 84%

Purchased Care (South)*
Medical 81% (n=971) 12% 85%
Surgical 88% (n=807) [MD 88%
Obstetric 87% (n=166) 15% 83%

Purchased Care (West)"

Medical 78% (n=980) UL 81%
Surgical 86% (n=892) | 86%
Obstetric 85% (n=236) [EPONT 82%

Direct Care (OCONUS), Service™
Army 86% (n=149) 14% 82%
Navy 85% (QENYZ)N 8% 16% 76%
Air Force 87% (n=190) KL% 87%

Direct Care (OCONUS), Region®®

Ml

Alaska 87% (n=147) 13% 84%
Europe 86% (n=167) KL 91%
Pacific 86% (n=198) NAZIWALY 73%

Coast Guard Sponsored Sample Member

Direct Care 82% (n=77) EEA 87%
Purchased Care 82% (n=108) [EEG 85%

12. Among Purchased Care beneficiaries in the North, those receiving Medical services were significantly less likely than those receiving
Surgical services to report most positive responses to the Your Family and Friends composite (p<.05).

13. Among Purchased Care beneficiaries in the South, those receiving Medical services were significantly less likely than those receiving
Surgical services to report most positive responses to the Your Family and Friends composite (p<.05).

14. Among Purchased Care beneficiaries in the West, those receiving Medical services were significantly less likely than those receiving
Surgical services to report most positive responses to the Your Family and Friends composite (p<.05).

15. Among Direct Care OCONUS beneficiaries, those in Navy MTFs were significantly less likely than those in Air Force MTFs to report
most positive responses to the Your Family and Friends composite (p<.05).

16. Among Direct Care OCONUS beneficiaries, those in Pacific MTFs were significantly less likely than those in Alaskan or European
MTFs to report most positive responses to the Your Family and Friends composite (p<.05).
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Composite: Your Family and Friends
How often did doctors treat your family or close friend with courtesy and respect?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 84%
2008 84%
2007 83%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall) 84% (n=13737) [ZNELZ 84%
i 0,
Direct Care 84% (n=7397) ETEND 84%
Purchased Care 85% (n =6340) 11% 85%
CONUS 84% (n=13171) ETFRA 84%
OCONUS 88% (n =566) 11% 85%
Direct Care, Military Service
Army 83% (n=3613) [LAEPLL 82%
Navy 83% (n=2137) 11% 84%
Air Force 86% (n=1647) 10% 87%
Purchased Care, TRICARE Regions
North 85% (n=2283) 11% 84%
South 86% (n=1922) 10% 86%
West 83% (n=2078) |LLN0LA 85%
Direct Care, Age *
18-44 81% (n=3231) [LZMNEI 81%
45-64 90% (n=2193) W% 91%
65+ 92% (n=1973) WA 91%
Purchased Care, Age
18-44 84% (n=1070) |SAMEEH 84%
45-64 84% (n=1484) 9% 86%
65+ 86% (n=3786) 11% 86%

1. Among Direct Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to report that doctors
always treated their family or close friend with courtesy and respect (p<.05).
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Composite: Your Family and Friends (continued)

How often did doctors treat your family or close friend with courtesy and respect?
(continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

Response MHS 2009
) 0% 20% 40% 60% 80% 100%

Medical

Direct Care 86% (n =3028) 9% 86%

Purchased Care 81% (n=3076) [P 82%
Surgical

Direct Care 91% (n =2068) 9% 87%

Purchased Care 89% (n=2557) [0 89%
Obstetrics

Direct Care 78% (n=2301) [ANELZ) 80%

Purchased Care 86% (n=707) 11% 85%

Direct Care (Army)?

Medical 86% (n=1467) |LLXEA 87%
Surgical 90% (n=1077) BENILZ L)
Obstetric 7% (n=1069) LN 77%

Direct Care (Navy)
Medical 83% (n=782)
Surgical 93% (n =566)
Obstetric 78% (n=789)

% 11% 84%
8% 88%
% 13% 82%

Direct Care (Air Force)®
Medical 90% (n=779)
Surgical 90% (n =425)
Obstetric 82% (n=443)

9% 88%
7% 93%
6% 11% 83%

2. Among Direct Care beneficiaries in Army MTFs, those receiving Obstetrics services were significantly less likely than those receiving
other services to report that doctors always treated their family or close friend with courtesy and respect (p<.05).

3. Among Direct Care beneficiaries in Air Force MTFs, those receiving Obstetrics services were significantly less likely than those
receiving Surgical services to report that doctors always treated their family or close friend with courtesy and respect (p<.05).
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Composite: Your Family and Friends (continued)

How often did doctors treat your family or close friend with courtesy and respect?
(continued)

Never + Sometimes Usualli Alwais

2008 Percent

Most Positive
Response MHS 2009

0% 20% 40% 60% 80% 100%
Purchased Care (North)*

Medical 83% (n=1132) [SZpEZ) 81%
Surgical 90% (n=842) A 89%
Obstetric 82% (n=309) [ERLENEA 85%

Purchased Care (South)®
Medical 82% (n=963) SAMPH
Surgical 90% (n=793) NWEZ
Obstetric 91% (n=166) 13%

Purchased Care (West)
Medical 78% (n=967) LMWL 83%
Surgical 88% (n=882) 9% 87%
Obstetric 85% (n=229) (LML 86%

Direct Care (OCONUS), Service

Army 87% (n=148) 14% 84%
Navy 88% (n=172) EIAEVLZ 80%
Air Force 89% (n=189) K& 91%

Direct Care (OCONUS), Region
Alaska 88% (n =146) 10% 87%
Europe 88% (n=166) [N 93%
Pacific 88% (n=196) EAMNNLZ 7%

Coast Guard Sponsored Sample Member
Direct Care 85% (n=75) 14% 85%

Purchased Care 86% (n=106) NN 87%

4. Among Purchased Care beneficiaries in the North, those receiving Medical services were significantly less likely than those receiving
Surgical services to report that doctors always treated their family or close friend with courtesy and respect (p<.05).

5. Among Purchased Care beneficiaries in the South, those receiving Surgical services were significantly more likely than those
receiving other services to report that doctors always treated their family or close friend with courtesy and respect (p<.05).
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Composite: Your Family and Friends
How often did nurses treat your family or close friend with courtesy and respect?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 80%
2008 80%
2007 78%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)1 80% (n=13855) [XEELH 80%
i 0,
Direct Care 79% (n=7471) IR 79%
Purchased Care 82% (n=6384) EIEED 83%
CONUS 80% (n=13286) EIEED 81%
OCONUS 85% (n=569) |G 78%
Direct Care, Military Service
Army 78% (n=3658) AN 78%
Navy 78% (n=2157) LN 79%
Air Force 83% (n =1656) 14% 82%
Purchased Care, TRICARE Regions
North 82% (n=2298) [SAENEA] 83%
South 83% (n=1935) 12% 84%
West 82% (n=2092) [Llmkels 81%
Direct Care, Age®
18-44 75% (n=3277) ELZNMENLT 75%
45-64 87% (n=2209) ME 89%
65+ 91% (n=1985) WA 90%
Purchased Care, Age®
18-44 80% (n=1079) NAZMNELS 79%
45-64 82% (n=1500) [LZWILR 85%
65+ 84% (n =3805) 12% 86%

1. Overall, Direct Care beneficiaries were significantly less likely than Purchased Care beneficiaries to report that nurses always treated
their family or close friend with courtesy and respect (p<.05).

2. Among Direct Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to report that nurses
always treated their family or close friend with courtesy and respect (p<.05).

3. Among Purchased Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to report that
nurses always treated their family or close friend with courtesy and respect (p<.05).
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Composite: Your Family and Friends (continued)

How often did nurses treat your family or close friend with courtesy and respect?
(continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

Response MHS 2009
0% 20% 40% 60% 80% 100%

Medical

Direct Care 84% (n=3048) [BLAINEZ) 84%

Purchased Care 80% (n =3096) 13% 83%
Surgical

Direct Care 84% (n=2085) |CENEIL 80%

Purchased Care 85% (n=2574) 11% 85%

Obstetrics’
Direct Care 72% (n=2338)
Purchased Care 82% (n=714)

8% 17% 74%
6% 13% 80%

Direct Care (Army)®

Medical 84% (n=1474) 11% 84%
Surgical 83% (n=1092) NAZEEELA) 78%
Obstetric 70% (n=1092) [ELZNmEVEZ 73%

Direct Care (Navy)

Medical 81% (n=790) LMkl 82%
Surgical 87% (n=567) |[SAmVLA] 83%
Obstetric 2% (n=800) [LZNMNAZ 75%

Direct Care (Air Force)®

Medical 89% (n=784) WL 86%
Surgical 83% (n=426) MWK 85%

Obstetric 78% (n=446) [N 76%

4. Among those receiving Obstetrics services, those in Purchased Care were significantly more likely than those in Direct Care to report
that nurses always treated their family or close friend with courtesy and respect (p<.05).

5. Among Direct Care beneficiaries in Army MTFs, those receiving Obstetrics services were significantly less likely than those receiving
other services to report that nurses always treated their family or close friend with courtesy and respect (p<.05). Furthermore, those
receiving Medical services were significantly more likely than those receiving other services to report that nurses always treated their
family or close friend with courtesy and respect (p<.05).

6. Among Direct Care beneficiaries in Air Force MTFs, those receiving Obstetrics services were significantly less likely than those
receiving other services to report that nurses always treated their family or close friend with courtesy and respect (p<.05).
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Composite: Your Family and Friends (continued)

How often did nurses treat your family or close friend with courtesy and respect?
(continued)

Never + Sometimes Usualli Alwais

2008 Percent

Most Positive
Response MHS 2009

o
X

20% 40% 60% 80% 100%
Purchased Care (North)

Medical 81% (n=1140)
Surgical 85% (n=848)
Obstetric 78% (n=310)
Purchased Care (South)

Medical 80% (n=967)
Surgical 86% (n=802)
Obstetric 83% (n=166)

Purchased Care (West)

Medical 79% (n=973) EARELL 79%

Surgical 83% (n=884)

Obstetric 85% (n =235)
Direct Care (OCONUS), Service

Army 85% (n=149)

Navy 83% (n=173) KLLPAL 72%

Air Force 86% (n=188) 15% 83%

Direct Care (OCONUS), Region’

Alaska 87% (n=147) 15% 80%

Europe 84% (n=166)

Pacific 83% (n=196)
Coast Guard Sponsored Sample Member

Direct Care 78% (n=77)

Purchased Care 78% (n=107)

7. Among Direct Care OCONUS beneficiaries, those in Pacific MTFs were significantly less likely than those in Alaskan or European
MTFs to report that nurses always treated their family or close friend with courtesy and respect (p<.05).
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Composite: Interaction with Other Hospital Staff

This composite combines responses from eight questions about interactions with other hospital staff.

Never + Sometimes Usually Always
Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 74%
2008 73%
2007 70%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)* 73% (n=15258) [LZNNENAZ) 74%
Direct Care 71% (n=8363) [FECOERZD 71%
Purchased Care 77% (n=6895) [LXMLT 78%
CONUS 73% (n=14590) [ELZAMNLTS 74%
OCONUS? 73% (n=668) [PAZIEEIN 71%
Direct Care, Military Service
Army 72% (n=4162) EEANENLD 72%
Navy 68% (n=2359) ERLZ MR 70%
Air Force 70% (n=1842) [EELLRNVLZ 72%
Purchased Care, TRICARE Regions®
North 78% (n=2489) A 80%
South 7% (n=2072) WA 78%
West 75% (n=2271) BN 76%
Direct Care, Age*
18-44 67% (n=3555) [FEZIEEIN 68%
45-64 76% (n=2497) AR 77%
65+ 78% (n=2311) A7 78%
Purchased Care, Age
18-44 76% (n=1133) EANEN 77%
45-64 7% (n=1622) KLANELZ 79%
65+ 7% (n=4140) [SLENLA 79%

1. Overall, those in Purchased Care were significantly more likely than those in Direct Care to report most positive responses to the
Interaction with Other Hospital Staff composite (p<.05).

2. Overall, CONUS beneficiaries were significantly more likely than OCONUS beneficiaries to report most positive responses to the
Interaction with Other Hospital Staff composite (p<.05).

3. Among Purchased Care beneficiaries, those in the North region were significantly more likely than those in the West region to report
most positive responses to the Interaction with Other Hospital Staff composite (p<.05).

4. Among Direct Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to report most
positive responses to the Interaction with Other Hospital Staff composite (p<.05).
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Composite: Interaction with Other Hospital Staff (continued)
This composite combines responses from eight questions about interactions with other hospital staff.

Never + Sometimes Usually Always

2008 Percent
Most Positive

Response MHS 2009
s 0% 20% 40% 60% 80% 100%

Medical

Direct Care 71% (n=3639) [EELZEELZ) 72%

Purchased Care 74% (n=3365) R 76%
Surgical®

Direct Care 75% (n=2315) ELLINNAZ 74%

Purchased Care 80% (n=2790) |LLANELH) 82%

Obstetrics’
Direct Care 66% (n=2409) |WELZNYEL 69%
Purchased Care 80% (n=740) RELLMHELZS 78%

Direct Care (Army)

Il

Medical 73% (n=1810) |EECZINNLZ) 73%
Surgical 75% (n=1230) |EELZINELZ 73%
Obstetric 67% (n=1122) [EEZ NSV 70%

Direct Care (Navy)®

Medical 67% (n=916) |EPAZMNEEIT) 69%
Surgical 76% (n=615) RN 75%
Obstetric 65% (n=828) [EE BN 69%

Direct Care (Air Force)’

Medical 73% (n=913) [z 73%
Surgical 74% (n=470) [N 79%
Obstetric 65% (n =459) 16%  18% 66%

5. Among those receiving Medical services, those in Purchased Care were significantly more likely than those in Direct Care to report
most positive responses to the Interaction with Other Hospital Staff composite (p<.05).

6. Among those receiving Surgical services, those in Purchased Care were significantly more likely than those in Direct Care to report
most positive responses to the Interaction with Other Hospital Staff composite (p<.05).

7. Among those receiving Obstetrics services, those in Purchased Care were significantly more likely than those in Direct Care to report
most positive responses to the Interaction with Other Hospital Staff composite (p<.05).

8. Among Direct Care beneficiaries receiving care in Navy MTFs, those receiving Surgical services were significantly more likely than
those receiving other services to report most positive responses to the Interaction with Other Hospital Staff composite (p<.05).

9. Among Direct Care beneficiaries receiving care in Air Force MTFs, those receiving Surgical services were significantly more likely
than those receiving other services to report most positive responses to the Interaction with Other Hospital Staff composite (p<.05).
Furthermore, those receiving Obstetrics services were significantly less likely than those receiving other services to report most
positive responses to the Interaction with Other Hospital Staff composite (p<.05).
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Composite: Interaction with Other Hospital Staff (continued)
This composite combines responses from eight questions about interactions with other hospital staff.

Never + Sometimes Usually Always

2008 Percent

Most Positive
Response MHS 2009

0% 20% 40% 60% 80% 100%
Purchased Care (North)™

Medical 75% (n=1243) [ LENLZS 76%
Surgical 81% (n=926) 13% 83%
Obstetric 79% (n=320) [SZPL 82%

Purchased Care (South)™
Medical 73% (n=1042) [LENED) 7%
Surgical 80% (n=858) [BLANELZ) 81%
Obstetric 80% (n=172) |7V 76%

Purchased Care (West)*

Medical 72% (n=1063) [LZYELs) 74%
Surgical 79% (n=963) [LL¥EIA 81%
Obstetric 81% (n=245) |WELREELZ) 74%

Direct Care (OCONUS), Service
Army 75% (n=215) FEECZNRENEZ) 71%
Navy 69% (n=185) 15% 18% 67%
Air Force 72% (n=205) EELZIPALs 72%

Direct Care (OCONUS), Region™®

Alaska 68% (n=160) [ELLNMNELZ 72%
Europe 77% (n=226) ENEZNRNEL/ 74%
Pacific 70% (n=218) [IEED 64%

Coast Guard Sponsored Sample Member*
Direct Care 70% (n=83) [RLIEY 71%

Purchased Care 82% (n=109) [Nl 81%

10. Among Purchased Care beneficiaries in the North, those receiving Medical services were significantly less likely than those receiving
other services to report most positive responses to the Interaction with Other Hospital Staff composite (p<.05).

11. Among Purchased Care beneficiaries in the South, those receiving Medical services were significantly less likely than those receiving
Surgical services to report most positive responses to the Interaction with Other Hospital Staff composite (p<.05).

12. Among Purchased Care beneficiaries in the West, those receiving Surgical services were significantly more likely than those
receiving other services to report most positive responses to the Interaction with Other Hospital Staff composite (p<.05).

13. Among OCONUS Direct Care beneficiaries, those receiving care in Pacific MTFs were significantly less likely than those receiving
care in Alaskan or European MTFs to report most positive responses to the Interaction with Other Hospital Staff composite (p<.05).

14. Among Coast Guard members, those in Purchased Care were significantly more likely than those in Direct Care to report most
positive responses to the Interaction with Other Hospital Staff composite (p<.05).
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Composite: Interaction with Other Hospital Staff
How often did the staff who took blood from you treat you with courtesy and respect?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 83%
2008 83%
2007 75%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)* 83% (n=13144) 13% 83%
i 0,
Direct Care 83% (n=6995) ETEVIA 8206
Purchased Care 84% (n =6149) 13% 84%
CONUS 83% (n=12633) (AR 82%
OCONUS 87% (n=511) LX) 87%
Direct Care, Military Service
Army 83% (n=3432) REANELH 81%
Navy 83% (n=1968) 13% 82%
Air Force 82% (n =1595) 13% 84%
Purchased Care, TRICARE Regions
North 85% (n=2227) 12% 85%
South 84% (n=1851) 12% 84%
West 82% (n=2019) 15% 83%
Direct Care, Age®
18-44 80% (n=2639) KLAINETZ 79%
45-64 87% (n=2232) [EEKOLA 87%
65+ 89% (n=2124) LA 89%
Purchased Care, Age
18-44 82% (n=916) 14% 82%
45-64 84% (n =1469) 11% 86%
65+ 85% (n=3764) NEEI 85%

1. Overall, Purchased Care beneficiaries were significantly more likely than Direct Care beneficiaries to report that the staff who took
blood from them always treated them with courtesy and respect (p<.05).

2. Among Direct Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to report that the staff
who took blood from them always treated them with courtesy and respect (p<.05).
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Composite: Interaction with Other Hospital Staff (continued)

How often did the staff who took blood from you treat you with courtesy and respect?
(continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

Response MHS 2009
0% 20% 40% 60% 80% 100%

Medical

Direct Care 84% (n =3400) 14% 82%

Purchased Care 82% (n=3207) 14% 83%
Surgical

Direct Care 86% (n=1864) 12% 84%

Purchased Care 85% (n=2367) I 88%
Obstetrics

Direct Care 78% (n=1731) [LNELT) 81%

Purchased Care 85% (n=575) LLMELZ 81%

Direct Care (Army)

Medical 84% (n=1665) [RNELH 81%
Surgical 86% (n=1002) BELEELZ 81%
Obstetric 78% (n=765) [LNELZ 81%

Direct Care (Navy)
Medical 85% (n=869) 14% 82%
Surgical 87% (n =488) 10% 85%
Obstetric 79% (n=611) BN 81%

Direct Care (Air Force)®
Medical 85% (n =866) 13% 83%

Surgical 85% (n=374) &4 92%
Obstetric 77% (n=355) 17% 79%

a1 ala 5 B3 a
>

3. Among Direct Care beneficiaries in Air Force MTFs, those receiving Surgical services were significantly more likely than those
receiving other services to report that the staff who took blood from them always treated them with courtesy and respect (p<.05).
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Composite: Interaction with Other Hospital Staff (continued)

How often did the staff who took blood from you treat you with courtesy and respect?
(continued)

Never + Sometimes Usualli Alwais

2008 Percent

Most Positive
Response MHS 2009

o
X

20% 40% 60% 80% 100%
Purchased Care (North)

Medical 83% (n=1194)
Surgical 86% (n=786)
Obstetric 86% (n=247)
Purchased Care (South)

Medical 81% (n=990)
Surgical 86% (n=726)
Obstetric 89% (n=135)

Purchased Care (West)

Medical 80% (n=1007) 15% 83%

Surgical 84% (n=820) 12% 86%

Obstetric 83% (n=192)
Direct Care (OCONUS), Service

Army 89% (n=163)

Navy 84% (n=142)

Air Force 86% (n=154)
Direct Care (OCONUS), Region

Alaska 81% (n=118)

Europe 89% (n=182)

Pacific 87% (n=158)
Coast Guard Sponsored Sample Member

Direct Care 85% (n=70)

Purchased Care 87% (n=92)
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Composite: Interaction with Other Hospital Staff

How often did the staff who took blood from you do this without causing you too much
pain?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 52%
2008 52%
2007 49%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)* 52% (n=13067) 17% 31% 52%
i 0,
Direct Care 50% (n=6957) HED 31% 49%
Purchased Care 55% (n=6110) [FED 31% 56%
CONUS 52% (n=12561) NI 31% 52%
OCONUS 55% (n=506) [HETZ 30% 50%
Direct Care, Military Service
Army 52% (n =3415) 20% 30% 50%
Navy 49% (n =1959) 21% 32% 48%
Air Force 47% (n =1583) 19% 33% 49%
Purchased Care, TRICARE Regions
North 53% (n=2215) KA 30% 57%
South 56% (n=1844) WKL 32% 55%
West 55% (n =2000) 13% 32% 56%
Direct Care, Age?
18-44 48% (n=2624) 21% 32% 47%
45-64 53% (n=2217) 19% 29% 52%
65+ 56% (n=2116) 17% 27% 56%
Purchased Care, Age
18-44 58% (n=911) 15% 29% 56%
45-64 52% (n=1465) EPLA 32% 55%
65+ 54% (n=3734) [V 32% 56%

1. Overall, Purchased Care beneficiaries were significantly more likely than Direct Care beneficiaries to report that the staff who took
blood from them did it without causing too much pain (p<.05).

2. Among Direct Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to report that the staff
who took blood from them did it without causing too much pain (p<.05). Furthermore, those aged 65+ were significantly more likely
than those in other age groups to report that the staff who took blood from them did it without causing too much pain (p<.05).
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Composite: Interaction with Other Hospital Staff (continued)

How often did the staff who took blood from you do this without causing you too much
pain? (continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

RESponse MHS 2009
0% 20% 40% 60% 80% 100%

Medical

Direct Care 50% (n =3386) 21% 31% 48%

Purchased Care 48% (n=3184) [EELH 34% 52%
Surgical®

Direct Care 55% (n=1849) [N 32% 52%

Purchased Care 61% (n=2355) % 29% 62%

Obstetrics’
Direct Care 47% (n=1722)
Purchased Care 62% (n=571)

22% 29% 49%
14% 29% 57%

Direct Care (Army)

Medical 53% (n=1661) 21% 29% 50%
Surgical 56% (n =996) 17% 32% 51%
Obstetric 48% (n=758) 21% 28% 51%

Direct Care (Navy)

Medical 47% (n=864) [N 36% 44%
Surgical 55% (n=484) [N 27% 55%
Obstetric 47% (n=611) 22% 30% 48%

Direct Care (Air Force)
Medical 45% (n=861) 19% 32% 49%

Surgical 51% (n=369) LA 39% 52%
Obstetric 46% (n=353) 22% 30% 48%

3. Among beneficiaries receiving Surgical services, those in Direct Care were significantly less likely than those in Purchased Care to
report that the staff who took blood from them did it without causing too much pain (p<.05).

4. Among beneficiaries receiving Obstetrics services, those in Direct Care were significantly less likely than those in Purchased Care to
report that the staff who took blood from them did it without causing too much pain (p<.05).
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Composite: Interaction with Other Hospital Staff (continued)

How often did the staff who took blood from you do this without causing you too much
pain? (continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

Response MHS 2009
0% 20% 40% 60% 80% 100%
Purchased Care (North)®
Medical 48% (n=1185) [WELZ 35% 52%
Surgical 60% (n=784) I 27% 63%
Obstetric 58% (n=246) [T 25% 62%

Purchased Care (South)

Medical 48% (n=987) [EELZ 34% 53%
Surgical 61% (n=723) FEA 30% 60%
Obstetric 69% (n=134) 20% 32% 48%

Purchased Care (West)®
Medical 49% (n =996) 16% 33% 51%
Surgical 61% (n=814) [ 30% 61%
Obstetric 61% (n=190) |EeLZ) 31% 58%

Direct Care (OCONUS), Service

Army 60% (n=161) 20% 29% 51%
Navy 47% (n=140) 28% 25% 47%
Air Force 56% (n=154) [E¥EL 37% 51%

Direct Care (OCONUS), Region
Alaska 51% (n=118) 15% 35% 50%
Europe 58% (n=180) 20% 23% 57%
Pacific 53% (n=156) 23% 35% 42%

Coast Guard Sponsored Sample Member

Direct Care 47% (n=68) [EEL 39% 47%
Purchased Care 69% (n=92) kLA 33% 57%

5. Among Purchased Care beneficiaries in the North region, those receiving Medical services were significantly less likely than those
receiving other services to report that the staff who took blood from them did it without causing too much pain (p<.05).

6. Among Purchased Care beneficiaries in the West region, those receiving Medical services were significantly less likely than those
receiving Surgical services to report that the staff who took blood from them did it without causing too much pain (p<.05).
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Composite: Interaction with Other Hospital Staff
How often did staff check your identification band before taking your blood?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 80%
2008 78%
2007 73%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)* 78% (n=13032) [eLZMNNLZ] 80%
i 0,
Direct Care 4% (n=6930) FEEAFED 76%
Purchased Care 85% (n=6102) EED 87%
CONUS 78% (n=12531) [T7FELD 80%
OCONUS 76% (n=501) [FENFEL 74%
Direct Care, Military Service
Army 7% (n=3402) pEENEVLY) 7%
Navy 69% (N=1950) [EELTRNEL 74%
Air Force 73% (n=1578) pNEZNNELZ 77%
Purchased Care, TRICARE Regions?
North 87% (n=2210) 6% 89%
South 84% (n =1840) 9% 86%
West 82% (n=2000) [ECA 85%
Direct Care, Age®
18-44 71% (n=2627) VAR 73%
45-64 78% (n=2202) [EEAARLRS 82%
65+ 79% (n=2101) WAZLNELA 80%
Purchased Care, Age
18-44 86% (n=912) BV 88%
45-64 86% (n=1461) LN 88%
65+ 83% (n=3729) [BEGEA 86%

1. Overall, Purchased Care beneficiaries were significantly more likely than Direct Care beneficiaries to report that the staff always
checked their identification bands before taking blood (p<.05).

2. Among Purchased Care beneficiaries, those in the North region were significantly more likely than those in the South or West regions
to report that the staff always checked their identification bands before taking blood (p<.05).

3. Among Direct Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to report that the staff
always checked their identification bands before taking blood (p<.05).

121



TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

Composite: Interaction with Other Hospital Staff (continued)

How often did staff check your identification band before taking your blood?
(continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

Response MHS 2009
. 0% 20% 40% 60% 80% 100%

Medical

Direct Care 72% (n=3364) ERLZNENEL 75%

Purchased Care 81% (n=3176) |LLNEEZ) 84%
Surgical®

Direct Care 79% (n=1845) [ELENERIL) 79%

Purchased Care 87% (n=2352) 7% 89%

Obstetrics®
Direct Care 72% (n=1721)
Purchased Care 90% (n=574)

13% 12% 75%
5% 92%

Direct Care (Army)

Medical 76% (n=1648) FEAZNENEZ) 77%
Surgical 81% (n=992) % 12% 80%
Obstetric 74% (n=762) 13% 13% 75%

Direct Care (Navy)

Medical 64% (n=857) [EELZIEIS 71%
Surgical 76% (n=482) RVAZNEEVLY) 77%
Obstetric 71% (n=611) [EEEELA 76%

Direct Care (Air Force)

Medical 74% (n=859) % 15% 76%
Surgical 79% (n=371) NI 84%
Obstetric 68% (n=348) 16% 11% 73%

4. Among those receiving Medical services, Direct Care beneficiaries were significantly less likely than Purchased Care beneficiaries to
report that the staff always checked their identification bands before taking blood (p<.05).

5. Among those receiving Surgical services, Direct Care beneficiaries were significantly less likely than Purchased Care beneficiaries to
report that the staff always checked their identification bands before taking blood (p<.05).

6. Among those receiving Obstetrics services, Direct Care beneficiaries were significantly less likely than Purchased Care beneficiaries
to report that the staff always checked their identification bands before taking blood (p<.05).
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Composite: Interaction with Other Hospital Staff (continued)

How often did staff check your identification band before taking your blood?
(continued)

Never + Sometimes Usualli Alwais

2008 Percent

Most Positive
Response MHS 2009

o
X

20% 40% 60% 80% 100%
Purchased Care (North)

Medical 83% (n=1181)
Surgical 90% (n=783)
Obstetric 92% (n=246)
Purchased Care (South)

Medical 82% (n=987)
Surgical 86% (n=718)
Obstetric 87% (n=135)

Purchased Care (West)’

Medical 77% (n=992) |ALIYAZS 79%

Surgical 85% (n=816)

Obstetric 90% (n=192)
Direct Care (OCONUS), Service

Army 80% (n=159)

Navy 67% (n=138) 16% 16% 67%

Air Force 77% (n=152) pROLZEWLZ 79%

Direct Care (OCONUS), Region
Alaska 74% (=N YoIl 9% 13% 78%
Europe 79% (n=178) [ENCANEL 75%
Pacific 71% (n=153) 17%  14% 69%

Coast Guard Sponsored Sample Member

Direct Care 75% (n=69) [k 87%
Purchased Care 83% (n=89) [N 90%

7. Among Purchased Care beneficiaries in the West region, those receiving Medical services were significantly less likely than those
receiving other services to report that the staff always checked their identification bands before taking blood (p<.05).
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Composite: Interaction with Other Hospital Staff
How often did the staff starting your 1Vs treat you with courtesy and respect?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 82%
2008 82%
2007 81%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)* 82% (n=14072) 14% 82%
i 0,
Direct Care 81% (n=7754) EVEEN 81%
Purchased Care 85% (n =6318) 12% 85%
CONUS 82% (n=13440) R 82%
OCONUS 84% (n=632) 15% 82%
Direct Care, Military Service
Army 81% (n=3849) |[ANELS 80%
Navy 80% (n=2222) RAEEIA 81%
Air Force 83% (n=1683) 14% 82%
Purchased Care, TRICARE Regions
North 85% (n=2274) 12% 86%
South 85% (n=1895) 12% 85%
West 83% (n=2088) 14% 83%
Direct Care, Age®
18-44 78% (n=3440) KLAMNIGIZ 77%
45-64 87% (n=2333) A 88%
65+ 91% (n=1981) LA 89%
Purchased Care, Age
18-44 83% (n=1100) 13% 83%
45-64 85% (n=1534) 12% 86%
65+ 86% (n=3684) WL 86%

1. Overall, those in Purchased Care were significantly more likely than those in Direct Care to report that staff starting their I\Vs always
treated them with courtesy and respect (p<.05).

2. Among Direct Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to report that staff
starting their IVs always treated them with courtesy and respect (p<.05).
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Composite: Interaction with Other Hospital Staff (continued)

How often did the staff starting your Vs treat you with courtesy and respect?
(continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

Response MHS 2009
0% 20% 40% 60% 80% 100%

Medical

Direct Care 83% (n =3186) 14% 82%

Purchased Care 82% (n =2949) 14% 83%
Surgical

Direct Care 86% (n =2230) 12% 84%

Purchased Care 88% (n=2654) N 87%

Obstetrics®
Direct Care 76% (n=2338) |WAZRNZ 7%

Purchased Care 85% (n=715) 12% 85%

Direct Care (Army)

Medical 82% (n =1595) 13% 83%
Surgical 86% (n=1178) BLNELA 82%
Obstetric 7% (n=1076) |MALENNZ) 77%

Direct Care (Navy)
Medical 82% (n=810) [ 80%
Surgical 86% (n=597) 10% 87%
Obstetric 75% (n=815) [N 78%

Direct Care (Air Force)*
Medical 87% (n=781) MR 84%

Surgical 88% (n=455) [EELA) 88%
Obstetric 78% (n=447) BT 76%

3. Among those receiving Obstetrics services, Direct Care beneficiaries were significantly less likely than Purchased Care beneficiaries
to report that staff starting their IVs always treated them with courtesy and respect (p<.05).

4. Among Direct Care beneficiaries in Air Force MTFs, those receiving Obstetrics services were significantly less likely than those
receiving other services to report that staff starting their IVs always treated them with courtesy and respect (p<.05).
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Composite: Interaction with Other Hospital Staff (continued)

How often did the staff starting your 1Vs treat you with courtesy and respect?
(continued)

Never + Sometimes Usualli Alwais

2008 Percent

Most Positive
Response MHS 2009

o
X

20% 40% 60% 80% 100%
Purchased Care (North)

Medical 83% (n=1089)
Surgical 89% (n=877)
Obstetric 85% (n=308)
Purchased Care (South)

Medical 81% (n =906)
Surgical 89% (n=821)
Obstetric 85% (n=168)
Purchased Care (West)

Medical 81% (n=939)
Surgical 85% (n=913)
Obstetric 85% (n =236)

Direct Care (OCONUS), Service

Army 90% (n=196) 11% 86%

Navy 81% (n=177) [SIRPALL 75%

Air Force 79% (n=198)
Direct Care (OCONUS), Region

Alaska 82% (n=154)

Europe 89% (n=210)

Pacific 81% (n =206)
Coast Guard Sponsored Sample Member

Direct Care 85% (n=77)

Purchased Care 8% (n=100)
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Composite: Interaction with Other Hospital Staff
How often did the staff starting your Vs do this without causing you too much pain?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 53%
2008 52%
2007 50%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)* 52% (n=13978) 18% 30% 53%
i 0,
Direct Care 49% (n=7687) D 29% 50%
Purchased Care 55% (n=6291) [FEG 30% 57%
CONUS 52% (n=13351) [N 29% 53%
OCONUS 48% (n=627) 21% 32% 47%
Direct Care, Military Service
Army 50% (n =3826) 21% 28% 51%
Navy 49% (n=2195) 19% 32% 49%
Air Force 49% (n =1666) 22% 30% 48%
Purchased Care, TRICARE Regions
North 56% (n=2262) MK 29% 58%
South 55% (n=1889) MK 31% 57%
West 55% (n=2078) L) 31% 57%
Direct Care, Age®
18-44 47% (n =3416) 23% 29% 48%
45-64 55% (n=2314) EIEA 29% 54%
65+ 59% (n=1957) WA 30% 58%
Purchased Care, Age
18-44 55% (n=1092) 16% 28% 56%
45-64 55% (n=1528) ¥ 30% 58%
65+ 56% (n=3671) LA 33% 58%

1. Overall, those in Purchased Care were significantly more likely than those in Direct Care to report that staff starting their I\Vs always
did it without causing too much pain (p<.05).

2. Among Direct Care beneficiaries, those aged 18—-44 were significantly less likely than those in other age groups to report that staff
starting their IVs always did this without causing too much pain (p<.05). Furthermore, those aged 65+ were significantly more likely
than those in other age groups to report that staff starting their IVs always did this without causing too much pain (p<.05).
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Composite: Interaction with Other Hospital Staff (continued)

How often did the staff starting your Vs do this without causing you too much pain?
(continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

RESponse MHS 2009
0% 20% 40% 60% 80% 100%

Medical

Direct Care 50% (n=3152) 19% 30% 51%

Purchased Care 49% (n=2936) EELH 35% 51%
Surgical ®

Direct Care 57% (n=2220) |EEQ 30% 55%

Purchased Care 61% (n=2647) [ 27% 64%

Obstetrics *
Direct Care 45% (n=2315)
Purchased Care 58% (n=708)

25% 28% 47%
17% 26% 58%

Direct Care (Army)

Medical 51% (n =1580) 19% 28% 53%
Surgical 55% (n=1174) 17% 29% 54%
Obstetric 46% (n=1072) 26% 26% 49%

Direct Care (Navy)

Medical 46% (n =799) 21% 31% 48%
Surgical 63% (n=594) [FLN 34% 52%
Obstetric 44% (n=802) 21% 31% 48%

Direct Care (Air Force)®
Medical 51% (n=773) D 35% 48%

Surgical 53% (n=452) EeLA 28% 62%
Obstetric 44% (n=441) 34% 27% 40%

3. Among those receiving Surgical services, Direct Care beneficiaries were significantly less likely than Purchased Care beneficiaries to
report that staff starting their IVs always did this without causing too much pain (p<.05).

4. Among those receiving Obstetrics services, Direct Care beneficiaries were significantly less likely than Purchased Care beneficiaries
to report that staff starting their IVs always did this without causing too much pain (p<.05).

5. Among Direct Care beneficiaries in Air Force MTFs, those receiving Obstetrics services were significantly less likely than those
receiving other services to report that staff starting their IVs always did this without causing too much pain (p<.05). Furthermore,
those receiving Surgical services were significantly more likely than those receiving other services to report that staff starting their IVs
always did this without causing too much pain (p<.05).
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Composite: Interaction with Other Hospital Staff (continued)

How often did the staff starting your Vs do this without causing you too much pain?
(continued)

Never + Sometimes Usualli Alwais

2008 Percent

Most Positive
RESponse MHS 2009

o
X

20% 40% 60% 80% 100%
Purchased Care (North)®

Medical 50% (n=1086) B 35% 51%
Surgical 61% (n=869) [ 27% 65%
Obstetric 60% (n=307) 16% 24% 60%

Purchased Care (South)’

Medical 46% (n=905) VL 36% 52%
Surgical 62% (n=821) [384 28% 64%
Obstetric 58% (n=163) 21% 25% 54%

Purchased Care (West)®
Medical 50% (n=929) WL 34% 52%
Surgical 60% (n=914) B4 28% 63%
Obstetric 56% (n =235) 14% 29% 57%

Direct Care (OCONUS), Service

Army 49% (n=195) 19% 29% 52%
Navy 46% (n=177) 27% 34% 39%
Air Force 46% (n=193) 17% 34% 49%

Direct Care (OCONUS), Region
Alaska 45% (n=151) 18% 33% 49%
Europe 50% (n=209) 20% 27% 54%
Pacific 46% (n =204) 24% 37% 39%

Coast Guard Sponsored Sample Member
Direct Care 51% (n =76) 26% 32% 42%
Purchased Care 67% (n =100) 18% 21% 61%

6. Among Purchased Care beneficiaries in the North region, those receiving Medical services were significantly less likely than those
receiving other services to report that staff starting their Vs always did this without causing too much pain (p<.05).

7. Among Purchased Care beneficiaries in the South region, those receiving Surgical services were significantly more likely than those
receiving other services to report that staff starting their IVs always did this without causing too much pain (p<.05).

8. Among Purchased Care beneficiaries in the West region, those receiving Medical services were significantly less likely than those
receiving Surgical services to report that staff starting their IVs always did this without causing too much pain (p<.05).
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Composite: Interaction with Other Hospital Staff
How often did staff check your identification band before starting your 1V?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 76%
2008 73%
2007 70%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)* 73% (n=13924) pEEZNELT 76%
i 0,
Direct Care 69% (n=7663) FETIEED 72%
Purchased Care 82% (n=6261) [EVERLD 84%
CONUS 74% (n=13301) MIEER 77%
OCONUS? 70% (n=623) [IFEIEED 68%
Direct Care, Military Service
Army 71% (n=3815) [ERLZNENITZ 2%
Navy 65% (n=2184) EEIANNEIN 71%
Air Force 69% (n=1664) EEBNE 74%
Purchased Care, TRICARE Regions
North 84% (n =2258) 10% 86%
South 84% (n=1886) VAN 83%
West 78% (n=2057) ALEED 82%
Direct Care, Age®
18-44 65% (n=3417) 16%  16% 68%
45-64 T7% (n=2305) (2P 82%
65+ 79% (n=1941) WLARELH 80%
Purchased Care, Age
18-44 80% (n=1096) WLLMPLA) 82%
45-64 85% (n=1518) [LEPA 85%
65+ 82% (n =3647) 11% 85%

1. Overall, those in Purchased Care were significantly more likely than those in Direct Care to report that staff always checked their
identification band before starting their IV (p<.05).

2. Overall, CONUS beneficiaries were significantly more likely than OCONUS beneficiaries to report that staff always checked their
identification band before starting their IV (p<.05).

3. Among Direct Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to report that staff
always checked their identification band before starting their IV (p<.05).
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Composite: Interaction with Other Hospital Staff (continued)
How often did staff check your identification band before starting your 1V? (continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

Response MHS 2009
- 0% 20% 40% 60% 80% 100%

Medical

Direct Care 69% (n=3131) [EWLZ ML) 73%

Purchased Care 80% (n=2923) [LLEVAZ 82%
Surgical®

Direct Care 77% (n=2214) [ELENNEI 7%

Purchased Care 85% (n=2623) [N 86%

Obstetrics®
Direct Care 63% (n=2318) 17% 15% 67%

Purchased Care 82% (n=715) %10% 85%

Direct Care (Army)’

Medical 71% (n=1565) pEEZINETZ 74%
Surgical 78% (n=1172) LM 75%
Obstetric 65% (n=1078) |NENL L 67%

Direct Care (Navy)

Medical 63% (n=794) 16% 17% 67%
Surgical 75% (n=591) EEEZINNLZ 79%
Obstetric 62% (n=799) 16% 14% 69%

Direct Care (Air Force)®

Medical 74% (n=772) EELNNELZ 79%
Surgical 78% (n=451) [EZENIA 83%
Obstetric 59% (n=441) 22%  14% 64%

4. Among those receiving Medical services, Direct Care beneficiaries were significantly less likely than Purchased Care beneficiaries to
report that staff always checked their identification band before starting their IV (p<.05).

5. Among those receiving Surgical services, Direct Care beneficiaries were significantly less likely than Purchased Care beneficiaries to
report that staff always checked their identification band before starting their IV (p<.05).

6. Among those receiving Obstetrics services, Direct Care beneficiaries were significantly less likely than Purchased Care beneficiaries
to report that staff always checked their identification band before starting their IV (p<.05).

7. Among Direct Care beneficiaries in Army MTFs, those receiving Obstetrics services were significantly less likely than those receiving
other services to report that staff always checked their identification band before starting their IV (p<.05).

8. Among Direct Care beneficiaries in Air Force MTFs, those receiving Obstetrics services were significantly less likely than those
receiving other services to report that staff always checked their identification band before starting their IV (p<.05).
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Composite: Interaction with Other Hospital Staff (continued)
How often did staff check your identification band before starting your 1V? (continued)

Never + Sometimes Usualli Alwais

2008 Percent

Most Positive
Response MHS 2009

)
X

20% 40% 60% 80% 100%
Purchased Care (North)

Medical 83% (n=1082)

Surgical 85% (n=866) MK 88%

Obstetric 84% (n=310)
Purchased Care (South)

Medical 82% (n =905)

Surgical 87% (n=812)

Obstetric 82% (n=169) LML 83%

Purchased Care (West)

Medical 74% (n=920) [eLEelz) 78%
Surgical 83% (n=904) [SLRILA 85%
Obstetric 79% (n=233) [LLEELA) 83%

Direct Care (OCONUS), Service
Army 73% (n=195) 17% 17% 67%
Navy 67% (n=173) 19% 15% 65%
Air Force 65% (n=195) 17% 12% 71%

Direct Care (OCONUS), Region
Alaska 64% (n=152) 21% 13% 66%
Europe 7% (n=208) R ININET 71%
Pacific 64% (n =203) 19%  16% 65%

Coast Guard Sponsored Sample Member
Direct Care 69% (n=74) 27% 72%
Purchased Care 86% (n=98) WA 90%
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Composite: Interaction with Other Hospital Staff
How often did the radiology staff treat you with courtesy and respect?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 87%
2008 85%
2007 84%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall) 85% (n=8347) 10% 87%
i 0,
Direct Care 85% (n =4269) 10% 87%
Purchased Care 86% (n =4078) 11% 87%
CONUS 85% (n=8053) (IR 87%
OCONUS 86% (n=294) 12% 86%
Direct Care, Military Service
Army 86% (n=2135) 10% 87%
Navy 82% (n=1145) 11% 86%
Air Force 86% (n =989) 9% 88%
Purchased Care, TRICARE Regions
North 87% (n=1481) MENEZ 87%
South 85% (n=1271) [KOLZ 88%
West 86% (n=1294) 12% 85%
Direct Care, Age®
18-44 80% (n=982) 12% 84%
45-64 89% (n=1591) |MHZ 89%
65+ 91% (n=1696) MEMA 90%
Purchased Care, Age
18-44 83% (n=341) 9% 87%
45-64 86% (n =989) 10% 88%
65+ 87% (n=2748) VL% 87%

1. Among Direct Care beneficiaries, those aged 18—-44 were significantly less likely than those in other age groups to report that the
radiology staff always treated them with courtesy and respect (p<.05).
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Composite: Interaction with Other Hospital Staff (continued)
How often did the radiology staff treat you with courtesy and respect? (continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

Response MHS 2009
) 0% 20% 40% 60% 80% 100%

Medical

Direct Care 85% (n=2778) 10% 87%

Purchased Care 85% (n=2672) 11% 86%
Surgical

Direct Care 85% (n=1146) 10% 87%

Purchased Care 87% (n=1310) 9% 88%
Obstetrics

Direct Care 81% (n=345) [ 86%

Purchased Care 90% (n=96) [LAILZ 85%

Direct Care (Army)

Medical 86% (n=1384) 9% 88%

Surgical 85% (n=624)
Obstetric 85% (n=127)
Direct Care (Navy)

Medical 81% (n=694)
Surgical 87% (n=301)
Obstetric 79% (n=150)
Direct Care (Air Force)

Medical 88% (n=700)
Surgical 81% (n=221)
Obstetric 81% (n=68)
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Composite: Interaction with Other Hospital Staff (continued)
How often did the radiology staff treat you with courtesy and respect? (continued)

Never + Sometimes Usualli Alwais

2008 Percent

Most Positive
Response MHS 2009

)
X

20% 40% 60% 80% 100%
Purchased Care (North)

Medical 87% (n=995)
Surgical 88% (n=457)
Obstetric 84% (n=29)
Purchased Care (South)

Medical 84% (n =829)
Surgical 86% (n=416)
Obstetric 86% (n=26)
Purchased Care (West)

Medical 85% (n=835)
Surgical 86% (n=419)
Obstetric 99% (n=40)

Direct Care (OCONUS), Service

Army 85% (n=106) |k 86%

Navy 89% (GEXEI 6%010% 85%

Air Force 85% (n=79)
Direct Care (OCONUS), Region

Alaska 82% (n=59)

Europe 90% (n=114)

Pacific 85% (n=88)
Coast Guard Sponsored Sample Member

Direct Care B4% (n=39

Purchased Care 91% (n=51)
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Composite: Interaction with Other Hospital Staff

How often did staff check your identification band before doing an X-ray, a CAT scan,
an MRI, an ultrasound or any other radiological test or treatment?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 79%
2008 7%
2007 74%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)* T7% (n=8267) [EEVZ 79%
i 0,
Direct Care 74% (n=4214) FEAEED 76%
Purchased Care 83% (n=4053) BTN 85%
CONUS 78% (n=7977) IR 80%
OCONUS 76% (n=290) [FEEAEEL 71%
Direct Care, Military Service
Army 76% (A2 10% 14% 76%
Navy 69% (n=1133) [EELZMNEL 74%
Air Force 75% (n=978) [LZNMELA 77%
Purchased Care, TRICARE Regions?
North 85% (n=1472) |G 88%
South 82% (n=1264) A 86%
West 81% (n=1285) WmEwLZ 82%
Direct Care, Age®
18-44 69% (n=977) 14% 16% 70%
45-64 78% (n=1572) (EANNEZ 82%
65+ 80% (n=1665) [LAEEEH 82%
Purchased Care, Age
18-44 80% (n=346) BLTEIA 84%
45-64 85% (n=982) 8% 87%
65+ 83% (n=2725) [BEELD 85%

1. Overall, those in Purchased Care were significantly more likely than those in Direct Care to report that staff always checked their
identification band before doing any radiological test or treatment (p<.05).

2. Among Purchased Care, those in the West region were significantly less likely than those in the North or South regions to report that
staff always checked their identification band before doing any radiological test or treatment (p<.05).

3. Among Direct Care, those in aged 18-44 were significantly less likely than those in other age groups to report that staff always
checked their identification band before doing any radiological test or treatment (p<.05).
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Composite: Interaction with Other Hospital Staff (continued)

How often did staff check your identification band before doing an X-ray, a CAT scan,
an MRI, an ultrasound or any other radiological test or treatment? (continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

Response MHS 2009
. 0% 20% 40% 60% 80% 100%

Medical

Direct Care 74% (n=2740) pHOLZ VL7 76%

Purchased Care 81% (n=2645) [Nz 85%
Surgical®

Direct Care 77% (n=1132) [elZ Rkl 7%

Purchased Care 86% (n=1310) WS 88%
Obstetrics

Direct Care 66% (n=342) 16% 14% 70%

Purchased Care 87% (n=98) EELLIENEZ 80%

Direct Care (Army)

Medical 77% (n=1360) [NOLZELZ 77%
Surgical 7% (n=617) 1% 14% 75%
Obstetric 67% (n=126) [BILLRET 74%

Direct Care (Navy)

Medical 65% (n=688) |[HPLZNRNET 73%
Surgical 80% (n=298) HNEZNNNLZ) 79%
Obstetric 64% (n=147) 19% 11% 70%

Direct Care (Air Force)®
Medical 77% (n=692) KLz 80%
Surgical 75% (n=217) [N 77%
Obstetric 67% (n=69) 23% 18% 59%

4. Among those receiving Medical services, Direct Care beneficiaries were significantly less likely than Purchased Care beneficiaries to
report that staff always checked their identification band before doing any radiological test or treatment (p<.05).

5. Among those receiving Surgical services, Direct Care beneficiaries were significantly less likely than Purchased Care beneficiaries to
report that staff always checked their identification band before doing any radiological test or treatment (p<.05).

6. Among Direct Care beneficiaries in Air Force MTFs, those receiving Obstetrics services were significantly less likely than those
receiving other services to report that staff always checked their identification band before doing any radiological test or treatment
(p<.05).
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Composite: Interaction with Other Hospital Staff (continued)

How often did staff check your identification band before doing an X-ray, a CAT scan,
an MRI, an ultrasound or any other radiological test or treatment? (continued)

Never + Sometimes Usualli Alwais

2008 Percent

Most Positive
Response MHS 2009

o
X

20% 40% 60% 80% 100%
Purchased Care (North)

Medical 85% (n=985)
Surgical 86% (n =457)
Obstetric 88% (n=30)
Purchased Care (South)

Medical 80% (n=821)
Surgical 86% (n=416)
Obstetric 86% (n=27)
Purchased Care (West)

Medical 7% (n =826)
Surgical 85% (n=419)
Obstetric 91% (GO 10% 17% 73%

Direct Care (OCONUS), Service

Army 75% (n=106) ENCZNNNET 71%
Navy 72% (n=73) 17% 13% 70%
Air Force 81% (n=79) WEL 28% 65%

Direct Care (OCONUS), Region

Alaska 69% (n=58) [LLMIELZ 79%

Europe 81% (n=115)

Pacific 72% (n=84)
Coast Guard Sponsored Sample Member

Direct Care 65% (n=39)

Purchased Care 4% (n=50)
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Composite: Patient Safety

This composite combines responses from three questions about patient safety.

Never + Sometimes Usually Always
Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 69%
2008 68%
2007 64%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)* 68% (N =15480) oL M0l 69%
Direct Care 66% (n=8486) RO 67%
Purchased Care 71% (n=6994) [LZARPI0LZ 73%
CONUS 68% (n=14802) oLl 69%
OCONUS? 67% (n=678) |ENELIPPLT 65%
Direct Care, Military Service
Army 67% (n=4229) ERA/NNWALH 67%
Navy 64% (n=2385) [/ NEPALT) 68%
Air Force 66% (n=1872) [N/ PL 67%

Purchased Care, TRICARE Regions®

North 70% (n=2518) [TEETIR 74%

South 72% (n=2104) RN 72%

West 70% (n=2309)
Direct Care, Age*

18-44 62% (n =3606)
45-64 72% (n=2535)
65+ 77% (n =2345)
Purchased Care, Age®

18-44 69% (n=1140)
45-64 74% (n=1631)
65+ 70% (n=4223) [T 72%

1. Overall, those in Purchased Care were significantly more likely than those in Direct Care to report most positive responses to the
Patient Safety composite (p<.05).

2. Overall, CONUS beneficiaries were significantly more likely than OCONUS beneficiaries to report most positive responses to the
Patient Safety composite (p<.05).

3. Among Purchased Care beneficiaries, those in the North region were significantly more likely than those in the South region to report
most positive responses to the Patient Safety composite (p<.05).

4. Among Direct Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to report most
positive responses to the Patient Safety composite (p<.05).

5. Among Purchased Care beneficiaries, those aged 45-64 were significantly more likely than those in other age groups to report most
positive responses to the Patient Safety composite (p<.05).
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Composite: Patient Safety (continued)
This composite combines responses from three questions about patient safety.

Never + Sometimes Usually Always

2008 Percent
Most Positive

RESponse MHS 2009
. 0% 20% 40% 60% 80% 100%

Medical

Direct Care 70% (n=3690) [ENeLZIIEL) 71%

Purchased Care 68% (n=3412) [XPELL 71%
Surgical®

Direct Care 71% (n=2348) WAL 70%

Purchased Care 73% (n=2838) |WALEEELL) 75%

Obstetrics’
Direct Care 59% (n=2448) WL 23% 62%
Purchased Care 2% (n=744) REZLEPAL 72%

Direct Care (Army)®

Il

Medical 70% (n=1831) [WE0LZIEeLZ 71%
Surgical 71% (n=1251) |[EECZ VAL 68%
Obstetric 60% (n=1147) W% 22% 63%

Direct Care (Navy)®

Medical 67% (n=932) RN 68%
Surgical 69% (n=617) [ELEEL 2%
Obstetric 60% (n=836) [EE) 22% 65%

Direct Care (Air Force)™

Medical 73% (n=927) LML 74%
Surgical 2% (n=480) [RLMELZ) 75%
Obstetric 56% (n =465) 18% 26% 56%

6. Among beneficiaries receiving Surgical services, those in Direct Care were significantly less likely than those in Purchased Care to
report most positive responses to the Patient Safety composite (p<.05).

7. Among beneficiaries receiving Obstetrics services, those in Direct Care were significantly less likely than those in Purchased Care to
report most positive responses to the Patient Safety composite (p<.05).

8. Among Direct Care beneficiaries in Army MTFs, those receiving Obstetrics services were significantly less likely than those receiving
other services to report most positive results for the Patient Safety composite (p<.05).

9. Among Direct Care beneficiaries in Navy MTFs, those receiving Surgical services were significantly more likely than those receiving
Obstetrics services to report most positive results for the Patient Safety composite (p<.05).

10. Among Direct Care beneficiaries in Air Force MTFs, those receiving Obstetrics services were significantly less likely than those
receiving other services to report most positive results for the Patient Safety composite (p<.05).
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Composite: Patient Safety (continued)
This composite combines responses from three questions about patient safety.

Never + Sometimes Usually Always

2008 Percent

Most Positive
RESponse MHS 2009

0% 20% 40% 60% 80% 100%
Purchased Care (North)"

Medical 68% (n=1257) LA 72%
Surgical 74% (n=939) NLLINELZ) 76%
Obstetric 69% (n=322) WERELZ) 74%

Purchased Care (South)

Medical 69% (n=1054) [WALIPILZ) 73%

Surgical 74% (n=877)

Obstetric 72% (n=173)
Purchased Care (West)*

Medical 67% (n=1084)

Surgical 72% (n=979) |REANNEL 74%

Obstetric 74% (n=246) [EEELIPAL) 71%

Direct Care (OCONUS), Service

Army 1% n=222) FETIEEY 64%

Navy 62% (n=186)

Air Force 65% (n=207)
Direct Care (OCONUS), Region™®

friths . (n=164

Europe 72% (n=231) XOIERR 69%

Pacific 62% (n=219) 15% 24% 61%

Coast Guard Sponsored Sample Member™*
Direct Care 66% (n=83) EEZ 30% S7%

Purchased Care 74% (n=110) pOLZYRNEEZ) 72%

11. Among Purchased Care beneficiaries in the North region, those receiving Medical services were significantly less likely than those
receiving Surgical services to report most positive results for the Patient Safety composite (p<.05).

12. Among Purchased Care beneficiaries in the West region, those receiving Medical services were significantly less likely than those
receiving Surgical services to report most positive results for the Patient Safety composite (p<.05).

13. Among Direct Care OCONUS beneficiaries, those receiving care in European MTFs were significantly more likely than those
receiving care in Alaskan or Pacific MTFs to report most positive results for the Patient Safety composite (p<.05).

14. Among Coast Guard beneficiaries, those in Purchased Care were significantly more likely than those in Direct Care to report most
positive results for the Patient Safety composite (p<.05).
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Composite: Patient Safety

How often did you see staff wash their hands or use gloves before treating or checking
you?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 68%
2008 66%
2007 65%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall) 66% (n=15257) LY 68%
i 0,
Direct Care 66% (n=8369) EED 68%
Purchased Care 68% (n=6888) EIEZD 68%
CONUS 66% (n=14588) AR 68%
OCONUS 68% (n=669) pLLZ ALY} 70%
Direct Care, Military Service
Army 66% (n=4173) pECZNRPPLY) 67%
Navy 64% (n=2352) QIR 68%
Air Force 68% (n=1844) [LZNMWPILT 71%
Purchased Care, TRICARE Regions
North 65% (n=2471) [ 23% 68%
South 69% (n=2084) EIFED 68%
West 69% (n=2271) D) 22% 69%
Direct Care, Age®
18-44 63% (n=3565) |WPLL) 24% 65%
45-64 69% (n=2500) EAZIMEeL7 74%
65+ 76% (n=2304) [VINRIN 75%
Purchased Care, Age?
18-44 66% (n=1122) [EOIPIE 65%
45-64 70% (n=1615) [N 73%
65+ 67% (n=4151) PN 69%

1. Among those in Direct Care, those in aged 18-44 were significantly less likely than those in other age groups to report that staff
always washed their hands or used gloves before treating or checking on them (p<.05).

2. Among those in Purchased Care, those aged 18—44 were significantly less likely than those in other age groups to report that staff
always washed their hands or used gloves before treating or checking on them (p<.05). Furthermore, those aged 45-64 were
significantly more likely than those in other age groups to report that staff always washed their hands or used gloves before treating
or checking on them (p<.05).
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Composite: Patient Safety (continued)

How often did you see staff wash their hands or use gloves before treating or checking
you? (continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

RESponse MHS 2009
0% 20% 40% 60% 80% 100%

Medical

Direct Care 68% (n=3628) HLLZNVI0L 70%

Purchased Care 64% (n=3362) O IEL) 68%
Surgical

Direct Care 68% (n=2322) [MEZ NP 68%

Purchased Care 72% (n=2793) [LNNPALT 71%
Obstetrics

Direct Care 63% (n=2419) @RI 66%

Purchased Care 68% (n=733) R 66%

Direct Care (Army)

Medical 68% (n=1801) pEEZINELY) 70%

Surgical 68% (n=1236)
Obstetric 63% (n=1136)
Direct Care (Navy)

Medical 65% (n=917)
Surgical 66% (n=611)
Obstetric 62% (n =824)

Direct Care (Air Force)

Medical 73% (URIORE 7% 18%
Surgical 71% (n=475) ELINET
Obstetric 62% (n=459) |/ w2y
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Composite: Patient Safety (continued)

How often did you see staff wash their hands or use gloves before treating or checking
you? (continued)

Never + Sometimes Usualli Alwais

2008 Percent

Most Positive
RESponse MHS 2009

o
X

20% 40% 60% 80% 100%
Purchased Care (North)

Medical 61% (n=1236)

Surgical 71% (n=919)

Obstetric 63% (n=316)
Purchased Care (South)

Medical 65% (n=1046)

Surgical 74% (n=866) |EL NN 69%

Obstetric 72% (n=172) L% 28% 62%

Purchased Care (West)
Medical 65% (n=1063) EILA) 22%
Surgical 72% (N=966) Lzl
Obstetric 72% (n=242) L) 23% 66%

Direct Care (OCONUS), Service

Army 71% (n=220) @ 22% 66%

Navy 60% (n=183)
Air Force 73% (n=204)
Direct Care (OCONUS), Region

Alaska 71% (n=164)
Europe 70% (n=228)
Pacific 64% (n=214)

Coast Guard Sponsored Sample Member

Direct Care 71% (n=82) 18% 33% 48%
Purchased Care 64% (n=109) [EELA 21% 65%
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Composite: Patient Safety

When doctors, nurses, or other hospital staff first came to your room, how often did
they introduce themselves?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 69%
2008 69%
2007 67%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall) 69% (n=15342) 23% 69%
Direct Care 70% (n =8408) % 22% 69%
Purchased Care 68% (n=6934) [ZIFED 70%
CONUS 69% (n=14666) ECIIED 69%
OCONUS 68% (n=676) [LINPEL 67%

Direct Care, Military Service
Army 71% (n=4193) [ELrLY) 69%
Navy 69% (n=2363) LRI 70%
Air Force 70% (n=1852) WAZNRWPLI 69%

Purchased Care, TRICARE Regions

North 67% (n=2501) [LLANPPA 72%
South 67% (n=2084) NALERWPZLR 69%
West 69% (n=2287) K 24% 69%

Direct Care, Age®
18-44 67% (n=3577) WO 24% 66%
45-64 75% (n=2507) EVEEDR 78%
65+ 79% (n=2324) BTN 75%

5
o

Purchased Care, Age?

18-44 67% (n=1129) [EPET 70%
45-64 69% (n=1619) RPN 74%
65+ 67% (n=4186) [P 68%

1. Among those in Direct Care, those aged 18-44 were significantly less likely than those in other age groups to report that staff always
introduced themselves (p<.05).

2. Among those in Purchased Care, those aged 4564 were significantly more likely than those in other age groups to report that staff
always introduced themselves (p<.05).
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Composite: Patient Safety (continued)

When doctors, nurses, or other hospital staff first came to your room, how often did
they introduce themselves? (continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

RESponse MHS 2009
s 0% 20% 40% 60% 80% 100%

Medical

Direct Care 74% (n=3651) WAZERWALY) 72%

Purchased Care 66% (n=3381) [WALERWASZ) 68%
Surgical

Direct Care 74% (n=2328) [HNNAAL 70%

Purchased Care 68% (n=2817) [RLNPYAZ 71%
Obstetrics

Direct Care 64% (n=2429) |ENLLRVZLY 66%

Purchased Care 70% (n=736) LWL 71%

Direct Care (Army)*

Medical 74% (n=1813) |LMPALY 73%
Surgical 75% (n=1242) % 23% 68%
Obstetric 64% (n=1138) [EECAPE 65%

Direct Care (Navy)

Medical 2% (n=921) %  20% 71%
Surgical 71% (n=612) EIIPALY) 71%
Obstetric 65% (n=830) [EeLZIwEl) 68%

Direct Care (Air Force)®
Medical 78% (n=917) [ 72%

Surgical 73% (n=474) | SLPALA 74%
Obstetric 62% (n=461) L% 28% 61%

3. Among those receiving Medical services, Direct Care beneficiaries were significantly more likely than Purchased Care beneficiaries to
report that staff always introduced themselves (p<.05).

4. Among Direct Care beneficiaries in Army MTFs, those receiving Medical services were significantly more likely than those receiving
Obstetrics services to report that staff always introduced themselves (p<.05).

5. Among Direct Care beneficiaries in Air Force MTFs, those receiving Obstetrics services were significantly less likely than those
receiving other services to report that staff always introduced themselves (p<.05).
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Composite: Patient Safety (continued)

When doctors, nurses, or other hospital staff first came to your room, how often did
they introduce themselves? (continued)

Never + Sometimes Usualli Alwais

2008 Percent

Most Positive
Response MHS 2009

o
X

20% 40% 60% 80% 100%
Purchased Care (North)

Surgical 70% (n=935) | FPALL) 74%

Obstetric 67% (n=320) | 74%
Purchased Care (South)

Medical 66% (n=1043) LA 69%

Surgical 68% (n=868) I 23% 69%

Obstetric 67% (n=173) k4 24% 67%
Purchased Care (West)

Medical 66% (n=1075) &% 27%

Surgical 67% (n=972) [ NNRPARZ)
Obstetric 76% (AZIOME 9% 20% 71%

Direct Care (OCONUS), Service

Army 76% (n=221) &2 24% 69%

Navy 64% (n=186)

Air Force 63% (n=207)
Direct Care (OCONUS), Region

Alaska 67% (n=164)

Europe 74% (n=230)

Pacific 64% (n=219)
Coast Guard Sponsored Sample Member

Direct Care 71% (n=83) 23% 73%

Purchased Care 76% (n=109) KA 23% 69%
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Composite: Patient Safety

How often did staff check your identification band before giving you any medicines,
even over the counter medicines like Tylenol or ibuprofen?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 70%
2008 67%
2007 61%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)1 67% (n=14481) [EEZRETZ 70%
i 0,
Direct Care 62% (n=7938) IFZIEED 65%
Purchased Care 7% (n=6543) [ETFED 80%
CONUS 67% (n=13848) [FEIEGE 71%
OCONUS? 64% (n=633) [IED 22% 58%
Direct Care, Military Service
Army 64% (n =3968) 16% 18% 66%
Navy 60% (n=2218) [N 66%
Air Force 58% (n=1752) 18%  20% 62%
Purchased Care, TRICARE Regions®
North 78% (n=2363) [LLIVLLS 82%
South 79% (n=1991) [ 81%
West 73% (n=2129) [EIZGA 76%
Direct Care, Age*
18-44 57% (n=3412) 20% 20% 60%
45-64 73% (n=2370) RLZAMELR 78%
65+ 76% (n=2156) [N 75%
Purchased Care, Age®
18-44 75% (n=1075) [EEEIEA 77%
45-64 81% (n=1558) [EANLA 83%
65+ 76% (n=3910) [AFEA 80%

1. Overall, Purchased Care beneficiaries were significantly more likely than Direct Care beneficiaries to report that staff always checked
their identification band before giving them any medicines (p<.05).

2. Overall, CONUS beneficiaries were significantly more likely than OCONUS beneficiaries to report that staff always checked their
identification band before giving them any medicines (p<.05).

3. Among Purchased Care beneficiaries, those in the West region were significantly less likely those in the North or South regions to
report that staff always checked their identification band before giving them any medicines (p<.05).

4. Among Direct Care beneficiaries, those aged 18-44 were significantly less likely those in other age groups to report that staff always
checked their identification band before giving them any medicines (p<.05).

5. Among Purchased Care beneficiaries, those aged 45-64 were significantly more likely those in other age groups to report that staff
always checked their identification band before giving them any medicines (p<.05).
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Composite: Patient Safety (continued)

How often did staff check your identification band before giving you any medicines,
even over the counter medicines like Tylenol or ibuprofen? (continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

RESponse MHS 2009
e 0% 20% 40% 60% 80% 100%

Medical

Direct Care 67% (n =3403) 14% 17% 70%

Purchased Care 74% (n=3195) [RLLMPLZ 78%
Surgical’

Direct Care 71% (n=2220) [RIENEZ 73%

Purchased Care 80% (n=2645) [SLNEEA] 82%

Obstetrics®
Direct Care 51% (n=2315)
Purchased Care 77% (n=703)

23% 20% 56%
7% 14% 79%

Direct Care (Army)°

Medical 69% (n=1687) 14% 16% 69%
Surgical 71% (n=1188) EECZNEELZS 71%
Obstetric 53% (n=1093) 22%  20% 58%

Direct Care (Navy)*

Medical 63% (n=858) N7 IV 67%
Surgical 71% (RN 11%  14% 75%
Obstetric 53% (n=779) 21% 19% 60%

Direct Care (Air Force)

Medical 69% (n=858) [EELZMNIEZ
Surgical 72% (n=451) |ENET

Obstetric 43% (n=443) 33% 26% 42%

6. Among those receiving Medical services, Purchased Care beneficiaries were significantly more likely those Direct Care beneficiaries to report
that staff always checked their identification band before giving them any medicines (p<.05).

7. Among those receiving Surgical services, Purchased Care beneficiaries were significantly more likely those Direct Care beneficiaries to
report that staff always checked their identification band before giving them any medicines (p<.05).

8. Among those receiving Obstetrics services, Purchased Care beneficiaries were significantly more likely those Direct Care beneficiaries to
report that staff always checked their identification band before giving them any medicines (p<.05).

9. Among Direct Care beneficiaries in Army MTFs, those receiving Obstetrics services were significantly less likely those receiving other
services to report that staff always checked their identification band before giving them any medicines (p<.05).

10. Among Direct Care beneficiaries in Navy MTFs, those receiving Obstetrics services were significantly less likely those receiving other
services to report that staff always checked their identification band before giving them any medicines (p<.05). Furthermore, those receiving
Surgical services were significantly more likely those receiving other services to report that staff always checked their identification band
before giving them any medicines (p<.05).

11. Among Direct Care beneficiaries in Air Force MTFs, those receiving Obstetrics services were significantly less likely those receiving other
services to report that staff always checked their identification band before giving them any medicines (p<.05).
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Composite: Patient Safety (continued)

How often did staff check your identification band before giving you any medicines,
even over the counter medicines like Tylenol or ibuprofen? (continued)

Never + Sometimes Usualli Alwais

2008 Percent

Most Positive
Response MHS 2009

o
X

20% 40% 60% 80% 100%
Purchased Care (North)

Medical 76% (n=1182) [ELE¥AZ 81%
Surgical 81% (n=879)
Obstetric 78% (n=302)
Purchased Care (South)
Medical 78% (n=1004)
Surgical 82% (n=819) LML) 83%
Obstetric 78% (n=168) [ELLNEEL) 78%
Purchased Care (West)
Medical 69% (n=992)
Surgical 7% (n=907)

Obstetric 74% (n=230) |MAZEEILA) 77%

Direct Care (OCONUS), Service

Army 67% (n=210) 18% 23% 58%

Navy 61% (n=171)
Air Force 58% (n=192)
Direct Care (OCONUS), Region

Alaska 54% (n=155)
Europe 72% (n=215)
Pacific 58% (n=202)

Coast Guard Sponsored Sample Member*

Direct Care 56% (n=78) |G 34% 50%
Purchased Care 82% (n=101) EZEEDS 80%

12. Among Coast Guard members, those in Purchased Care were significantly more likely those in Direct Care to report that staff always
checked their identification band before giving them any medicines (p<.05).
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—September 2009 Inpatients

Being Admitted Through the Emergency Room (Medical Questionnaire
Only)

Think about when you were in the Emergency Room during this hospital stay. How
long did you have to wait before someone checked your condition for the first time?

0 to 60 minutes Qver 1 hour up to 2 hours More than 2 hours
Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 88%
2008 89%
2007 89%

o
X

20% 40% 60% 80% 100%

Military Health Systems (Overall)* 89% (n =5350) 88% 6% 69
i 0,

Direct Care 89% (n=2773) 86% 79%7%
Purchased Care 89% (n :2577) 91% 5%
CONUS 89% (n =5185) 88% 69%6%
ocoNus 95% (n=165)
Direct Care, Military Service
Army 85% (n=1372) 84% 9% 8%
Navy 93% (n=676) 86% 1% 7%
Air Force 93% (n =725)
Purchased Care, TRICARE Regions
North 87% (n=954) 91% 5%
South 91% (n=775)
West 91% (n=835) 90% 5%
Direct Care, Age®
18-44 83% (n=347) 77% 12% 11%
45-64 93% (n=1114) 90% 5%5%
65+ 92% (n=1312)
Purchased Care, Age
18-44 69% (n=122) 86% 6% 8%
45-64 90% (n=570) 91% 5%
65+ 93% (n =1885)

1. Overall, Direct Care beneficiaries were significantly less likely than Purchased Care beneficiaries to report that they waited one hour
or less before someone checked on their condition for the first time (p<.05).

2. Among Direct Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to report that they
waited one hour or less before someone checked on their condition for the first time (p<.05). Furthermore, those aged 65+ were
significantly more likely than those in other age groups to report that they waited one hour or less before someone checked on their
condition for the first time (p<.05).
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Being Admitted Through the Emergency Room (Medical Questionnaire
Only)

Think about when you were in the Emergency Room during this hospital stay. How
long did you have to wait before someone checked your condition for the first time?
(continued)

0 to 60 minutes Qver 1 hour up to 2 hours More than 2 hours

2008 Percent
Most Positive

Response MHS 2009
0% 20% 40% 60% 80% 100%
Medical®
Direct Care 89% (n=2773) 86% 1% 7%
Purchased Care 89% (n=2577) 91% 5%

Direct Care (OCONUS), Service
Army 97% (n=51) 8% 6%
Navy 94% (n=47)
Air Force 95% (n=54)

Direct Care (OCONUS), Region

Alaska 98% (n=45)
Europe 94% (n=50)
Pacific 95% (n=56)

Coast Guard Sponsored Sample Member

Direct Care 87% (n=24) 77% 21%
Purchased Care 83% (n=32)

3. Among beneficiaries receiving Medical services, those in Direct Care were significantly less likely than those in Purchased Care to
report that they waited one hour or less before someone checked on their condition for the first time (p<.05).

153
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Your Care from Nurses

How often did you feel comfortable asking the nurses all the questions you wanted
about your condition?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 72%
2008 72%
2007 68%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall) 2% (n=14022) [eLZNMEL7 72%
i 0,
Direct Care 72% (n=7804) EVINETID 71%
Purchased Care 72% (n=6218) AR 73%
CONUS 71% (n=13382) D 72%
OCONUS 76% (n=640) [EIZEEEE 74%
Direct Care, Military Service
Army 70% (n=3876) I MNELT 71%
Navy 72% (n=2212) RNV 70%
Air Force 74% (n=1716) WAZENELZ 75%
Purchased Care, TRICARE Regions
North 73% (n=2260) QLRI 74%
South 73% (n=1858) [ NMNEZ 74%
West 70% (n=2042) KL/ MBI 71%
Direct Care, Age®
18-44 70% (n=3454) K7 WAL 69%
45-64 76% (n=2339) WAL 77%
65+ 77% (n=2011) WAZENELS) 75%

Purchased Care, Age

18-44 74% (n=1094) ETIECL 73%
45-64 73% (n=1499) AR 75%
65+ 70% (n=3625) [ENPAN 71%

1. Among Direct Care beneficiaries, those age 18-44 were significantly less likely than those in other age groups to report that they
always felt comfortable asking the nurses questions (p<.05).
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Your Care from Nurses

How often did you feel comfortable asking the nurses all the questions you wanted
about your condition? (continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

Response MHS 2009
) 0% 20% 40% 60% 80% 100%

Medical

Direct Care 73% (n=3296) [ 20% 71%

Purchased Care 67% (n=3015) [ENEEZ) 22% 67%
Surgical

Direct Care 78% (n=2127) |[ELENEN 76%

Purchased Care 77% (n=2484) NNV 78%

Obstetrics?
Direct Care 67% (n=2381) [EEZ 20% 69%

Purchased Care 75% (n=719) ELIEELZ 75%

Direct Care (Army)

Medical 73% (n=1628) MRS 71%
Surgical 76% (n=1140) [EEAENEL 74%
Obstetric 64% (n=1108) [FE PR 67%

Direct Care (Navy)
Medical 71% (n=839) [MKeLZIPALT) 69%
Surgical 81% (n=560) [ELZEEL/) 74%
Obstetric 69% (n=813) [oZmAel: 70%

Direct Care (Air Force)®
Medical 77% (n=829) NSz mEeLZ) 72%

Surgical 76% (n=427) WV 86%
Obstetric 71% (n=460) KWL 73%

2. Among beneficiaries receiving Obstetrics services, those in Direct Care were significantly less likely than those in Purchased Care to
report that they always felt comfortable asking the nurses questions (p<.05).

3. Among Direct Care beneficiaries in Air Force MTFs, those receiving Surgical services were significantly more likely than those
receiving other services to report that they always felt comfortable asking the nurses gquestions (p<.05).
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Your Care from Nurses

How often did you feel comfortable asking the nurses all the questions you wanted
about your condition? (continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

Response MHS 2009
0% 20% 40% 60% 80% 100%
Purchased Care (North)*
Medical 66% (n=1118) [N 69%
Surgical 79% (n=833) WL 80%

Obstetric 78% (n=309) [N 75%

Purchased Care (South)®

Medical 69% (n=932) ENL VALY 69%

Surgical 79% (n=757) YL 79%

Obstetric 71% (n=169) LMEELA) 75%
Purchased Care (West)®

Medical 66% (n=950) NPLZ 24% 64%

Surgical 72% (n=854) LI 77%

Obstetric 76% (n=238) REeLZINEZ) 73%
Direct Care (OCONUS), Service

Army 78% (n=209) 18% 79%

Navy 73% (n=178) FEAINELG 67%

Air Force 7% (n=195) WALIELZ 78%

Direct Care (OCONUS), Region’

Alaska 76% (n=151) RAMPALY 73%
Europe 79% (n =220) 12% 85%
Pacific 73% (n=211) E¥Z 22% 65%

Coast Guard Sponsored Sample Member

Direct Care 7% (n=79) & 32% 63%
Purchased Care 74% (n=93) 21% 76%

4. Among Purchased Care beneficiaries in the North, those receiving Medical services were significantly less likely than those receiving
other services to report that they always felt comfortable asking the nurses questions (p<.05).

5. Among Purchased Care beneficiaries in the South, those receiving Medical services were significantly less likely than those receiving
Surgical services to report that they always felt comfortable asking the nurses questions (p<.05).

6. Among Purchased Care beneficiaries in the West those receiving Medical services were significantly less likely than those receiving
other services to report that they always felt comfortable asking the nurses questions (p<.05).

7. Among Direct Care OCONUS beneficiaries, those in European MTFs were significantly more likely than those in Alaskan or Pacific
MTFs to report that they always felt comfortable asking the nurses questions (p<.05).
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Your Care from Doctors

How often did you feel comfortable asking the doctors all the questions you wanted
about your condition?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 78%
2008 79%
2007 7%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall) 79% (n=14987) |ELARYALT) 78%
i 0,
Direct Care 79% (n=8261) |XVIN 79%
Purchased Care 78% (n=6726) BN 78%
CONUS 78% (n=14325) VR 78%
OCONUS 86% (n=662) RNPAZ] 84%
Direct Care, Military Service
Army 78% (n=4122) REZNNETS 78%
Navy 79% (n=2323) LB 79%
Air Force 79% (n=1816) WALNPLZ 81%
Purchased Care, TRICARE Regions
North 7% (n=2423) RLLINELA 78%
South 79% (n=2028) ELLEENA 79%
West 78% (n=2215) [LLAMMESTA 77%
Direct Care, Age®
18-44 T7% (n=3523) [LZNNE 77%
45-64 83% (n=2492) |EANELZ 84%
65+ 84% (n=2246) ARV 82%
Purchased Care, Age
18-44 78% (n=1120) [NV 77%
45-64 78% (n=1585) WAZEYLR 79%
65+ 79% (n=4021) WLLEE 78%

1. Among Direct Care beneficiaries, those age 18-44 were significantly less likely than those in other age groups to report that they
always felt comfortable asking the doctors questions (p<.05).

157



TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

Your Care from Doctors

How often did you feel comfortable asking the doctors all the questions you wanted
about your condition? (continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

Response MHS 2009
) 0% 20% 40% 60% 80% 100%

Medical

Direct Care 7% (n=3580) [ELZMMELZ) 76%

Purchased Care 73% (n=3281) [HOLZNNNNAZ) 72%
Surgical

Direct Care 87% (n=2293) 10% 85%

Purchased Care 83% (n=2711) |EZNECE 85%
Obstetrics

Direct Care 76% (n=2388) [LZAETZ) 78%

Purchased Care 82% (n=734) KL 78%

Direct Care (Army)?

Medical 76% (n=1780) [EeLZNmNIZ) 75%
Surgical 87% (n=1224) LR 84%
Obstetric 74% (n=1118) L/ iz 76%

Direct Care (Navy)
Medical 78% (n=907) [MeLZINITZ 75%
Surgical 88% (n=598) 11% 85%
Obstetric 76% (n=818) (L7 79%

Direct Care (Air Force)®
Medical 76% (n=893) |[LZNSEI 8%

Surgical 85% (n=471) B 91%
Obstetric 79% (n=452) LU 79%

2. Among Direct Care beneficiaries in Army MTFs, those receiving Surgical services were significantly more likely than those receiving
other services to report that they always felt comfortable asking the doctors questions (p<.05).

3. Among Direct Care beneficiaries in Air Force MTFs, those receiving Surgical services were significantly more likely than those
receiving other services to report that they always felt comfortable asking the doctors questions (p<.05).
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Your Care from Doctors

How often did you feel comfortable asking the doctors all the questions you wanted
about your condition? (continued)

Never + Sometimes Usualli Alwais

2008 Percent

Most Positive
Response MHS 2009

o
X

20% 40% 60% 80% 100%
Purchased Care (North)*
Medical 72% (n=1210) pEECZINETS )

Surgical 85% (n=897) |ERRIA 86%
Obstetric 79% (n=316) AL 78%

Purchased Care (South)®

Medical 74% (n=1022) pOLZ L) 74%
Surgical 83% (n=833) 11% 85%
Obstetric 84% (UYL 9% 12% 79%

Purchased Care (West)®
Medical 73% (n=1034) ELLZ MKl 2%
Surgical 82% (n=939) AN 84%
Obstetric 83% n=242) EQGD 75%

Direct Care (OCONUS), Service

Army 87% (n=218) AR 83%
Navy 89% (n=182) [EBION) 83%
Air Force 84% (n=202) QMENEZ) 87%

Direct Care (OCONUS), Region
Alaska 80% (n =159) 18% 78%
Europe 89% (n=227) 9% 88%
Pacific 89% (n=215) [LBEELA 83%

Coast Guard Sponsored Sample Member
Direct Care 85% (n=82) 24% 73%
Purchased Care 76% (n=105) [ 77%

4. Among Purchased Care beneficiaries in the North, those receiving Surgical services were significantly more likely than those
receiving other services to report that they always felt comfortable asking the doctors questions (p<.05). Furthermore, those receiving
Obstetrics services were significantly less likely than those receiving other services to report that they always felt comfortable asking
the doctors questions (p<.05).

5. Among Purchased Care beneficiaries in the South, those receiving Surgical services were significantly more likely than those
receiving Medical servicesl to report that they always felt comfortable asking the doctors questions (p<.05).

6. Among Purchased Care beneficiaries in the West, those receiving Surgical services were significantly more likely than those
receiving other services to report that they always felt comfortable asking the doctors questions (p<.05).
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Your Care from Doctors
Did you feel that the doctors checked on you as much as you needed?

Yes No
Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 85%
2008 85%
2007 85%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall) 85% (n =15296) 85% 15%
i 0,
Direct Care 85% (n =8406) 850 15%
Purchased Care 85% (n =6890) 85% 15%
CONUS 85% (n =14625) 85% 15%
OCONUS 89% (n=671) 89% 11%
Direct Care, Military Service
Army 84% (n =4189) 84% 16%
Navy 86% (n=2359) 86% 14%
Air Force 87% (n=1858) 86% 14%
Purchased Care, TRICARE Regions
North 85% (n =2493) 85% 15%
South 87% (n=2074) 87% 13%
West 84% (n=2261) 84% 16%
Direct Care, Age®
18-44 82% (n =3585) 82% 18%
45-64 91% (n =2503) 91% 9%
65+ 95% (n=2318) 93% 7%
Purchased Care, Age?
18-44 81% (n=1130) 80% 20%
45-64 85% (n=1610) 87% 13%
65+ 89% (n =4150) 89% 11%

1. Among Direct Care, those aged 18-44 were significantly less likely than those in other age groups to feel that the doctors checked on
them as much as they needed (p<.05). Furthermore, those aged 65+ were significantly more likely than those in other age groups to
feel that the doctors checked on them as much as they needed (p<.05).

2. Among Purchased Care, those aged 18—44 were significantly less likely than those in other age groups to feel that the doctors
checked on them as much as they needed (p<.05). Furthermore, those aged 65+ were significantly more likely than those in other
age groups to feel that the doctors checked on them as much as they needed (p<.05).
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Your Care from Doctors
Did you feel that the doctors checked on you as much as you needed? (continued)

Yes No

2008 Percent
Most Positive

Response MHS 2009
- 0% 20% 40% 60% 80% 100%

Medical

Direct Care 85% (n =3643) 86% 14%

Purchased Care 83% (n=3378) 83% 17%
Surgical

Direct Care 92% (n=2327) 89% 11%

Purchased Care 89% (n=2772) 91% 9%
Obstetrics

Direct Care 80% (n=2436) 82% 18%

Purchased Care 85% (n =740) 83% 17%
Direct Care (Army)*

Medical 84% (n =1808) 86% 14%

Surgical 92% (n=1239) 89% 11%

Obstetric 78% (n=1142) 79% 21%

Direct Care (Navy)

Medical 86% (n=916)
Surgical 92% (n=612)
Obstetric 83% CECNN 8% 14%]

Direct Care (Air Force)®
Medical 89% (n=919) 89% 11%
Surgical 93% (n=476) 95% 9
Obstetric 82% (n=463) 79% 21%

I

3. Among those receiving Medical services, those in Purchased Care were significantly less likely than those in Direct Care to feel that
the doctors checked on them as much as they needed (p<.05).

4. Among Direct Care beneficiaries in Army MTFs, those receiving Obstetrics services were significantly less likely than those receiving
other services to feel that the doctors checked on them as much as they needed (p<.05).

5. Among Direct Care beneficiaries in Air Force MTFs, those receiving Obstetrics services were significantly less likely than those
receiving other services to feel that the doctors checked on them as much as they needed (p<.05). Furthermore, those receiving
Surgical services were significantly more likely than those receiving other services to feel that the doctors checked on them as much
as they needed (p<.05).
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Your Care from Doctors
Did you feel that the doctors checked on you as much as you needed? (continued)

Yes No

2008 Percent

Most Positive
Response MHS 2009

=)
X

20% 40% 60% 80% 100%
Purchased Care (North)®
Medical 83% (n=1246) 83% 17%

Surgical 90% (n=925) 90% 10%
Obstetric 83% (n=322) 82% 18%

Purchased Care (South)’

Medical 83% (n=1047) 83% 17%
Surgical 91% (n =855) 91% 9%
Obstetric 87% (n=172) 86% 14%

Purchased Care (West)®
Medical 81% (n=1069) 82% 18%
Surgical 88% (n =949) 90% 10%
Obstetric 84% (n=243) 80% 20%

Direct Care (OCONUS), Service
Army 87% (n=222) 89% 11%
Navy 91% (n=183) 92% 8%
Air Force 89% (n =204) 86% 14%

Direct Care (OCONUS), Region

Alaska 85% (n =163) 87% 13%
Europe 89% (n =229) 92% 8%
Pacific 91% (n=216) 87% 13%

Coast Guard Sponsored Sample Member
Direct Care 89% (n=83) 91% 9%
Purchased Care 81% (n=107) 90% 10%

6. Among Purchased Care beneficiaries in the North, those receiving Surgical services were significantly more likely than those
receiving other services to feel that the doctors checked on them as much as they needed (p<.05).

7. Among Purchased Care beneficiaries in the South, those receiving Surgical services were significantly more likely than those
receiving Medical services to feel that the doctors checked on them as much as they needed (p<.05).

8. Among Purchased Care beneficiaries in the West, those receiving Surgical services were significantly more likely than those
receiving other services to feel that the doctors checked on them as much as they needed (p<.05).
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Your Care from Doctors

How often did doctors involve you as much as you wanted in decisions about your
treatment?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 68%
2008 67%
2007 66%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall) 67% (n=13588) |EMAZANIN 68%
i 0,
Direct Care 68% (n=7669) FETIIETD 69%
Purchased Care 66% (n=5919) PRI 67%
CONUS 67% (n=12936) D 68%
OCONUS 73% (n=602) ELLMmELs) 73%
Direct Care, Military Service
Army 68% (n=3832) EPLZNEPIL 68%
Navy 67% (n=2163) |[EEEZINELZ 70%
Air Force 70% (n=1674) |EELZRENELZ 70%
Purchased Care, TRICARE Regions
North 65% (n=2146) FEIATN 66%
South 69% (n=1796) EELZMENET) 69%
West 66% (n=1927) [FEED 67%
Direct Care, Age®
18-44 65% (n=3310) [FEZNIECIA 67%
45-64 75% (n=2321) [ETIEEN 74%
65+ 73% (n=2038) R/ IPAEL 71%

Purchased Care, Age?

18-44 70% (GEEEOM 14% | 17% 69%
45-64 67% (n=1441) RGN 72%
65+ 63% (n=3498) EEPET 62%

1. Among Direct Care, those aged 18-44 were significantly less likely than those in other age groups to feel that the doctors always
involved them as much as they wanted in decisions about their treatment (p<.05). Furthermore, those aged 45—64 were significantly
more likely than those in other age groups to feel that the doctors always involved them as much as they wanted in decisions about
their treatment (p<.05).

2. Among Purchased Care, those aged 65+ were significantly less likely than those in other age groups to feel that the doctors always
involved them as much as they wanted in decisions about their treatment (p<.05).
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Your Care from Doctors

How often did doctors involve you as much as you wanted in decisions about your
treatment? (continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

RESponse MHS 2009
s 0% 20% 40% 60% 80% 100%

Medical

Direct Care 61% (n=3313) WELA 23% 63%

Purchased Care 55% (n =2965) 18% 27% 56%
Surgical

Direct Care 82% (n=2089) [ELEPEA) 80%

Purchased Care 78% (n=2301) |ERNE 81%
Obstetrics

Direct Care 66% (n=2267) [EAZNEVILL) 68%

Purchased Care 75% (n=653) [NELZNEL 71%

Direct Care (Army)*
Medical 62% (n=1655) EELA 24% 62%
Surgical 82% (n=1122) LAz 78%
Obstetric 64% (n=1055) RN 68%

Direct Care (Navy)®

Medical 56% (n=844) 17% 21% 62%
Surgical 81% (n=541) ML 80%
Obstetric 68% (n=778) [N IAOL%) 71%

Direct Care (Air Force)®

Medical 66% (n=814) FEZNPEL 65%
Surgical 83% (n =426) 7% 90%

Obstetric 67% (n=434) 15% 21% 65%

3. Among those receiving Medical services, beneficiaries in Purchased Care were significantly less likely than Direct Care beneficiaries
to feel that the doctors always involved them as much as they wanted in decisions about their treatment (p<.05).

4. Among Direct Care beneficiaries in Army MTFs, those receiving Medical services were significantly less likely than those receiving
other services to feel that the doctors always involved them as much as they wanted in decisions about their treatment (p<.05).
Furthermore, those receiving Surgical services were significantly more likely than those receiving other services to feel that the
doctors always involved them as much as they wanted in decisions about their treatment (p<.05).

5. Among Direct Care beneficiaries in Navy MTFs, those receiving Medical services were significantly less likely than those receiving
other services to feel that the doctors always involved them as much as they wanted in decisions about their treatment (p<.05).
Furthermore, those receiving Surgical services were significantly more likely than those receiving other services to feel that the
doctors always involved them as much as they wanted in decisions about their treatment (p<.05).

6. Among Direct Care beneficiaries in Air Force MTFs, those receiving Surgical services were significantly more likely than those
receiving other services to feel that the doctors always involved them as much as they wanted in decisions about their treatment
(p<.05).
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Your Care from Doctors

How often did doctors involve you as much as you wanted in decisions about your
treatment? (continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

RESponse MHS 2009
0% 20% 40% 60% 80% 100%
Purchased Care (North)’
Medical 54% (n=1080) D 27% 54%
Surgical 76% (n=784) LML) 79%

Obstetric 73% (QEVA7NE 10% 19% 71%

Purchased Care (South)?

Medical 55% (n=936) 18% 25% 57%
Surgical 81% (n=710) BV 82%
Obstetric 78% (n=150) EELZBIEETZ 72%

Purchased Care (West)®

Medical 54% (n=936) 16% 29% 55%
Surgical 76% (n=773) LWL 80%
Obstetric 76% (n=218) EELMEELA 72%

Direct Care (OCONUS), Service
Army 75% (n=199) RLLNPAL) 72%
Navy 75% (n=165) LAz 75%
Air Force 69% (n=188) BELZERNEL 74%

Direct Care (OCONUS), Region

Alaska 71% (n=150) 14% 20% 66%
Europe 76% (n=206) [ELANEA 80%
Pacific 73% (QENTIIN 9% | 20% 71%

Coast Guard Sponsored Sample Member

Direct Care 2% (n=75) 22% 16% 63%
Purchased Care 65% (n=91) EEEZNENIY) 73%

7. Among Purchased Care beneficiaries in the North region, those receiving Medical services were significantly less likely than those
receiving other services to feel that the doctors always involved them as much as they wanted in decisions about their treatment
(p<.05). Furthermore, those receiving Surgical services were significantly more likely than those receiving other services to feel that
the doctors always involved them as much as they wanted in decisions about their treatment (p<.05).

8. Among Purchased Care beneficiaries in the South region, those receiving Medical services were significantly less likely than those
receiving other services to feel that the doctors always involved them as much as they wanted in decisions about their treatment
(p<.05). Furthermore, those receiving Surgical services were significantly more likely than those receiving other services to feel that
the doctors always involved them as much as they wanted in decisions about their treatment (p<.05).

9. Among Purchased Care beneficiaries in the West region, those receiving Medical services were significantly less likely than those
receiving other services to feel that the doctors always involved them as much as they wanted in decisions about their treatment
(p<.05). Furthermore, those receiving Surgical services were significantly more likely than those receiving other services to feel that
the doctors always involved them as much as they wanted in decisions about their treatment (p<.05).
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Coordination of Care

During this hospital stay, did you feel that there was at least one doctor who had a full
understanding of your condition and treatment?

Definiteli No Probably No Probabli Yes Definiteli Yes

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009

2009 76%

2008 77%

2007 75%

0% 20% 40% 60% 80%  100%

Military Health Systems (Overall) 7% (n=15294) [ LA 76%
Direct Care 76% (n =8409) B 18% 74%
Purchased Care 78% (n=6885) IR 78%
CONUS 6% (n=14619) TR 75%
OCONUS 80% (n=675 NG 79%
Direct Care, Military Service
Army 75% (n=4189) [ FECIZ 73%
Navy 76% (n=2364) W IEED 75%
Air Force 78% (n=1856) N IENEA 78%
Purchased Care, TRICARE Regions
North 77% (n=2488) W WA 77%
South 80% (n=2078) N IEEA 79%
West 78% (n=2256) [ IEEA 77%
Direct Care, Age®
18-44 73% (n=3585) [HsJPA 72%
45-64 82% (n=2518) [ IEEN 79%
65+ 85% (n=2306) [FEZA 83%
Purchased Care, Age
18-44 7% (n=1127) W IR 76%
45-64 78% (n=1609) NIFER 80%
65+ 79% (n=4149) [EEA 78%

1. Among Direct Care, those aged 18-44 were significantly less likely than those in other age groups to say that they definitely feel that
there was at least one doctor who had a full understanding of their condition and treatment (p<.05). Furthermore, those aged 65+
were significantly more likely than those in other age groups to say that they definitely feel that there was at least one doctor who had
a full understanding of their condition and treatment ((p<.05).
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Coordination of Care

During this hospital stay, did you feel that there was at least one doctor who had a full
understanding of your condition and treatment? (continued)

Definiteli No Probably No Probabli Yes Definiteli Yes

2008 Percent
Most Positive

Response MHS 2009
0% 20% 40% 60% 80% 100%

Medical

Direct Care 71% (n =3649) 21% 70%

Purchased Care 68% (n=3372) . 23% 68%
Surgical

Direct Care 90% (n=2329) [EI& 88%

Purchased Care 89% (n=2775) B4 91%

Obstetrics?
Direct Care 71% (n=2431) 21% 70%
Purchased Care 81% (n=738) || D 77%

Direct Care (Army)®

Medical 69% (n=1809) [l PEN 69%
Surgical 90% (n=1239) 10% 87%
Obstetric 69% (n=1141) [N 6 PR 68%

Direct Care (Navy)*

Medical 71% (n=922) e 70%
Surgical 89% (n=615) 10% 87%
Obstetric 72% (n=827) 21% 72%

Direct Care (Air Force)®

Medical 76% (n=918) [ 74%
Surgical 93% (n=475)
Obstetric 73% (n=463) I PG 73%

2. Among those receiving Obstetrics services, those in Direct Care were significantly less likely than those in Purchased Care to say
that they definitely feel that there was at least one doctor who had a full understanding of their condition and treatment (p<.05).

3. Among Direct Care beneficiaries in Army MTFs, those receiving Surgical services were significantly more likely than those receiving
other services to say that they definitely feel that there was at least one doctor who had a full understanding of their condition and
treatment (p<.05).

4. Among Direct Care beneficiaries in Navy MTFs, those receiving Surgical services were significantly more likely than those receiving
other services to say that they definitely feel that there was at least one doctor who had a full understanding of their condition and
treatment (p<.05).

5. Among Direct Care beneficiaries in Air Force MTFs, those receiving Surgical services were significantly more likely than those
receiving other services to say that they definitely feel that there was at least one doctor who had a full understanding of their
condition and treatment (p<.05).
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Coordination of Care

During this hospital stay, did you feel that there was at least one doctor who had a full
understanding of your condition and treatment? (continued)

Definiteli No Probably No Probabli Yes Definiteli Yes

2008 Percent
Most Positive

Response MHS 2009
0% 20% 40% 60% 80% 100%
Purchased Care (North)®
Medical 67% (n=1242) |6oRNNPYLY) 66%
Surgical 88% (n=925) IEA 92%

Obstetric 80% (n=321) 17% 78%

Purchased Care (South)’

o ]

Medical 70% (n=1048) [ [PILR 70%
Surgical 90% (n=857) 90%
Obstetric 84% (n=173) [ A 81%

Purchased Care (West)®

Medical 69% (n=1065) W IR 69%
Surgical 89% (n=950) [EA 90%
Obstetric 79% (n =241) 18% 75%

Direct Care (OCONUS), Service
Army 85% (n=223) 17% 76%
Navy 7% (n=184) 18% 78%
Air Force 79% (n=205) 15% 83%

Direct Care (OCONUS), Region

Alaska 80% (n=162) % 19% 76%
Europe 83% (n=231) 13% 83%
Pacific 79% n=218) || N 74%

Coast Guard Sponsored Sample Member

Direct Care 78% (n=82) | 7%l 73%
Purchased Care 79% (n=107) W 84%

6. Among Purchased Care beneficiaries in the North, those receiving Surgical services were significantly more likely than those
receiving other services to say that they definitely feel that there was at least one doctor who had a full understanding of their
condition and treatment (p<.05). Furthermore, those receiving Medical services were significantly less likely than those receiving
other services to say that they definitely feel that there was at least one doctor who had a full understanding of their condition and
treatment (p<.05).

7. Among Purchased Care beneficiaries in the South those receiving Surgical services were significantly more likely than those
receiving other services to say that they definitely feel that there was at least one doctor who had a full understanding of their
condition and treatment (p<.05). Furthermore, those receiving Medical services were significantly less likely than those receiving
other services to say that they definitely feel that there was at least one doctor who had a full understanding of their condition and
treatment (p<.05).

8. Among Purchased Care beneficiaries in the West, those receiving Surgical services were significantly more likely than those
receiving other services to say that they definitely feel that there was at least one doctor who had a full understanding of their
condition and treatment (p<.05).
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Coordination of Care

How often did the doctors and nurses seem informed and up-to-date about all the care
you were receiving?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 61%
2008 62%
2007 60%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)* 62% (n=15261) [EEEA 28% 61%
i 0,
Direct Care 61% (n=8382) PN 60%
Purchased Care 64% (n=6879) [IG 27% 64%
CONUS 61% (n=14584) D 61%
OCONUS 66% (n=677) RKL& 26% 66%
Direct Care, Military Service
Army 60% (n=4175) WYL 27% 58%
Navy 60% GEPEEM 11%  28% 60%
Air Force 65% (n=1849) LA 29% 61%
Purchased Care, TRICARE Regions
North 63% (n=2485) PG 63%
South 65% (n=2070) VIR 64%
West 64% (n=2262) &4 27% 65%
Direct Care, Age?
18-44 56% (n=3560) HEA 30% 55%
45-64 70% (n=2510) WAL 69%
65+ 74% (n=2312) BANWPZA 71%

Purchased Care, Age

18-44 65% (n=1122) [IA 28% 63%
45-64 63% (n=1620) [N 25% 66%
65+ 64% (n=4137) EVNPE 65%

1. Overall, those in Purchased Care were significantly more likely than those in Direct Care to report that the staff always seemed
informed and up-to-date about all the care they were receiving (p<.05).

2. Among Direct Care, those aged 18-44 were significantly less likely than those in other age groups to report that the staff always
seemed informed and up-to-date about all the care they were receiving (p<.05).
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Coordination of Care

How often did the doctors and nurses seem informed and up-to-date about all the care
you were receiving? (continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

RESponse MHS 2009
s 0% 20% 40% 60% 80% 100%

Medical

Direct Care 58% (n=3640) [E¥EZ 28% 59%

Purchased Care 53% (n=3369) kL 33% 55%
Surgical*

Direct Care 75% (n=2318)

Purchased Care 76% (n=2775) I

Obstetrics®
Direct Care 54% (n=2424) WG 30%

Purchased Care 69% (n=735) &L 27%

6

Direct Care (Army)

Medical 57% (n=1801) EELA 29% 57%
Surgical 74% (n=1236) [ 25% 66%
Obstetric 52% (n=1138) [FELA 28% 54%

Direct Care (Navy)

Medical 57% (n=921) 12% 26% 62%
Surgical 76% (n=609) &S 26% 67%
Obstetric 54% (n=828) KLz 31% 56%

Direct Care (Air Force)’

Medical 63% (n=918) [FA 30% 62%
Surgical 80% (n=473) 19% 78%
Obstetric 59% (n =458) 15% 34% 51%

3. Among those receiving Medical services, those in Direct Care were significantly more likely than those in Purchased Care to report
that the staff always seemed informed and up-to-date about all the care they were receiving (p<.05).

4. Among those receiving Surgical services, those in Direct Care were significantly less likely than those in Purchased Care to report
that the staff always seemed informed and up-to-date about all the care they were receiving (p<.05).

5. Among those receiving Obstetrics services, those in Direct Care were significantly less likely than those in Purchased Care to report
that the staff always seemed informed and up-to-date about all the care they were receiving (p<.05).

6. Among Direct Care beneficiaries in Army MTFs, those receiving Surgical services were significantly more likely than those receiving
other services to report that the staff always seemed informed and up-to-date about all the care they were receiving (p<.05).

7. Among Direct Care beneficiaries in Air Force MTFs, those receiving Surgical services were significantly more likely than those
receiving other services to report that the staff always seemed informed and up-to-date about all the care they were receiving (p<.05).
Furthermore, those receiving Obstetrics services were significantly less likely than those receiving other services to report that the
staff always seemed informed and up-to-date about all the care they were receiving (p<.05).
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Coordination of Care

How often did the doctors and nurses seem informed and up-to-date about all the care
you were receiving? (continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

RESponse MHS 2009
0% 20% 40% 60% 80% 100%
Purchased Care (North)®
Medical 53% (n=1243) WL 32% 54%
Surgical 74% (UISEZR)I 5% 19% 76%

Obstetric 68% (QEEICINE 9%  26% 64%

Purchased Care (South)®

Medical 53% (n=1044) E¥LZ 32% 56%
Surgical 77% (n =856) 20% 75%
Obstetric 71% (n=170) K& 30% 64%

Purchased Care (West)"

Medical 53% (n=1065) E¥LZ) 34% 54%
Surgical 76% (n=954) 20% 76%

Obstetric 69% (n=243) LIS 69%

Direct Care (OCONUS), Service
Army 70% (n=223) PECZIPA 70%
Navy 57% (n=187) KL 31% 62%
Air Force 69% (n=205) 31% 65%

Direct Care (OCONUS), Region

Alaska 68% (n=162) RIS 62%
Europe 68% (n=232) ELLIEeLT 75%
Pacific 62% (n=220) A 32% 59%

Coast Guard Sponsored Sample Member

Direct Care 66% (n=81) EEY 41% 46%
Purchased Care 69% (n=104) L% 27% 64%

8. Among Purchased Care beneficiaries in the North region, those receiving Surgical services were significantly more likely than those
receiving other services to report that the staff always seemed informed and up-to-date about all the care they were receiving (p<.05).
Furthermore, those receiving Medical services were significantly less likely than those receiving other services to report that the staff
always seemed informed and up-to-date about all the care they were receiving (p<.05).

9. Among Purchased Care beneficiaries in the South region, those receiving Surgical services were significantly more likely than those
receiving other services to report that the staff always seemed informed and up-to-date about all the care they were receiving (p<.05).

10. Among Purchased Care beneficiaries in the West region, those receiving Surgical services were significantly more likely than those
receiving other services to report that the staff always seemed informed and up-to-date about all the care they were receiving (p<.05).
Furthermore, those receiving Medical services were significantly less likely than those receiving other services to report that the staff
always seemed informed and up-to-date about all the care they were receiving (p<.05).
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Maternity Care (Maternity Questionnaire Only)
Was your primary provider during labor and delivery a doctor, midwife or both?

Doctor Midwife Both
Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 68%
2008 69%
2007 70%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)* 69% (n=3117) 68% 14% 17%
Direct Care 63% (n=2382) 62% 17% 21%
Purchased Care 87% (n=735) 88% 5%6%
CONUS 69% (n =2865) 68% 15% 17%
OCONUS 65% (n=252) 71% 12% 17%

Direct Care, Military Service®

Army 56% (n=1114) 24% 21%
Navy 70% (n=812) 12% 21%

Air Force 68% (n =456) 10% 18%

Purchased Care, TRICARE Regions

North 83% (n=320) 84% 8% 8%
South 93% (n=171) 93% 5%

West 88% (n=241) 90% 5%

1. Overall, Direct Care beneficiaries were significantly less likely than Purchased Care beneficiaries to report that their primary provider
during labor and delivery was only a doctor (p<.05).

2. Among Direct Care beneficiaries, those in Army MTFs were significantly less likely than those in Air Force or Navy MTFs to report
that their primary provider during labor and delivery was only a doctor (p<.05).
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Maternity Care (Maternity Questionnaire Only)

Was your primary provider during labor and delivery a doctor, midwife or both?
(continued)

Doctor Midwife Both

2008 Percent

Most Positive
Response MHS 2009

0% 20% 40% 60% 80% 100%
Obstetrics®
Direct Care 63% (n=2382) 62% 17% 21%

Purchased Care 87% (n=735) 88%

<
=~
53
>

Direct Care (OCONUS), Service

Army 58% (n=63) 18% 11%
Navy 2% (n=91) 7% 15%
Air Force 64% (n=95) 16% 24%

Direct Care (OCONUS), Region

Alaska 48% (n=65) 62% 16%  22%

Europe 67% (n=79) 68% 19%  13%

Pacific 73% (n=105) 76% 8% 16%
Coast Guard Sponsored Sample Member

Direct Care 77% (n=27) 80% 16% 5%

Purchased Care 88% (n=26) 88% 8%

3. Among those receiving Obstetrics services, Direct Care beneficiaries were significantly less likely than Purchased Care beneficiaries
to report that their primary provider during labor and delivery was only a doctor (p<.05).
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Maternity Care (Maternity Questionnaire Only)

Before you left the hospital, did someone on the hospital staff talk with you about the
signs and symptoms of post-partum depression?

Yes No
Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 84%
2008 82%
2007 80%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)* 82% (n=3141) 84% 16%
Direct Care 83% (n=2411) 86% 14%
Purchased Care 78% (n=730) 78% 22%
CONUS 81% (n =2888) 83% 17%
OCONUS 87% (n=253) 86% 14%
Direct Care, Military Service
Army 83% (n=1136) 85% 15%
Navy 81% (n=819) 87% 13%
Air Force 86% (n =456) 85% 15%
Purchased Care, TRICARE Regions?
North 82% (n=314) 83% 17%
South 74% (n=173) 70% 30%
West 77% (n=240) 77% 23%

1. Overall, those in Direct Care were significantly more likely than those in Purchased Care to report that someone on the hospital staff
talked with them about the signs and symptoms of post-partum depression (p<.05).

2. Among Purchased Care, those in the North region were significantly more likely than those in the South region to report that
someone on the hospital staff talked with them about the signs and symptoms of post-partum depression (p<.05).
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—September 2009 Inpatients

Maternity Care (Maternity Questionnaire Only)

Before you left the hospital, did someone on the hospital staff talk with you about the
signs and symptoms of post-partum depression? (continued)

Yes No

2008 Percent

Most Positive
Response MHS 2009

0% 20% 40% 60% 80% 100%
Obstetrics®

Direct Care 83% (n=2411) 86% 14%
Purchased Care 78% (n=730) 78% 22%

Direct Care (OCONUS), Service

Army 86% (n=66)

Navy 84% (n=89)

Al Force 019 (n=95)
Direct Care (OCONUS), Region

Alaska 84% (n=68)

Europe 94% (n=80)

pacif 833 (n=102
Coast Guard Sponsored Sample Member

Direct Care 74% (n=27)

Purchased Care 73% (n=28)

3. Among Obstetrics beneficiaries, those in Direct Care were significantly more likely than those in Purchased Care to report that
someone on the hospital staff talked with them about the signs and symptoms of post-partum depression (p<.05).
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

Maternity Care (Maternity Questionnaire Only)

Before you left the hospital, did someone on the hospital staff talk with you about what
to do or who to contact if you felt that you were having signs or symptoms of post-
partum depression?

Yes No
Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 80%
2008 78%
2007 76%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)* 78% (n=3156) 80% 20%
Direct Care 79% (n=2423) 82% 18%
Purchased Care 73% (n=733) 73% 27%
CONUS 7% (n=2900) 80% 20%
OCONUS 82% (n =256) 83% 17%
Direct Care, Military Service
Army 79% (n=1137) 81% 19%
Navy 77% (n=826) 83% 17%
Air Force 82% (n =460) 83% 17%
Purchased Care, TRICARE Regions
North 74% (n=318) 79% 21%
South 2% (n=172) 66% 34%
West 73% (n =240) 72% 28%

1. Overall, those in Direct Care were significantly more likely than those in Purchased Care to report that staff talked with them about
what to do or who to contact if they were having signs or symptoms of post-partum depression (p<.05).
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

Maternity Care (Maternity Questionnaire Only)

Before you left the hospital, did someone on the hospital staff talk with you about what
to do or who to contact if you felt that you were having signs or symptoms of post-
partum depression? (continued)

Yes No

2008 Percent

Most Positive
Response MHS 2009

0% 20% 40% 60% 80% 100%
Obstetrics?

Direct Care 79% (n=2423) 82% 18%

Purchased Care 73% (n=733) 73% 27%
Direct Care (OCONUS), Service

Army 83% (n=67) 85% 15%

Navy 81% (n=91) 81% 19%

Air Force 83% (n=95) 84% 16%
Direct Care (OCONUS), Region

Alaska 82% (n=68) 81% 19%

Europe 85% (n=80) 90% 10%

Pacific 80% (n=105) 80% 20%
Coast Guard Sponsored Sample Member

Direct Care 75% (n=27) 85% 15%

Purchased Care 65% (n=27) 83% 17%

2. Among those receiving Obstetrics services, those in Direct Care were significantly more likely than those in Purchased Care to report
that staff talked with them about what to do or who to contact if they were having signs or symptoms of post-partum depression
(p<.05).
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Maternity Care (Maternity Questionnaire Only)

Before you left the hospital, did you feel confident that you knew what to do or who to
contact if you were having signs or symptoms of postpartum depression?

Definiteli No Probably No Probabli Yes Definiteli Yes

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 69%
2008 67%
2007 63%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall) 67% (n =3159) 7981 19% 69%
Direct Care 67% (n=2422) KL SRR 70%
Purchased Care 65% (n=737) [0 s LT 65%
CONUS 66% (n=2905) & 5EIA 68%
OCONUS 72% (n=254) -9 72%
Direct Care, Military Service
Army 67% GERNER) I 79 20% 67%
Navy 66% (n=822) % IEELD 71%
Air Force 71% (n=461) [ IEED 74%
Purchased Care, TRICARE Regions
North 64% (n=321) AP 68%
South 65% (n=173) A 26% 58%
West 65% (n=240) LA 14% 68%
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Maternity Care (Maternity Questionnaire Only)

Before you left the hospital, did you feel confident that you knew what to do or who to
contact if you were having signs or symptoms of postpartum depression? (continued)

Definiteli No Probably No Probabli Yes Definiteli Yes

2008 Percent

Most Positive
Response MHS 2009

0% 20% 40% 60% 80% 100%

Obstetrics
Direct Care 67% (n=2422) &% SYETLLS 70%
Purchased Care 65% (GEXETIIN 9% [ 20% 65%

Direct Care (OCONUS), Service

Army 70% (n=66) 21%
Navy 73% (GEEIN 743 22%

Air Force 72% (n=94) Ml EA

Direct Care (OCONUS), Region
Alaska 61% (n=68) [ YN
Europe 82% (n=78) 19%
Pacific 70% QESCON 796 20%

Coast Guard Sponsored Sample Member
Direct Care 61% (n=27) 34%
Purchased Care 62% (n=28) 25%
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

After Your Baby Was Born (Maternity Only)

During this hospital stay, how often did you feel comfortable asking the nurses all the
guestions you wanted about your baby’s care?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 76%
2008 75%
2007 72%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall) 75% (N =3099) [LANNIGEZ 76%
Direct Care 73% (n=2377) Lz 75%
Purchased Care 81% (n=722) |SEELA 80%
CONUS 75% (n=2845) [N 76%
OCONUS 78% (n=254) EOIENED 75%
Direct Care, Military Service
Army 69% (n=1120) EHLZ N NAY 73%
Navy 75% (n=804) [eLZNMNEZ) 76%
Air Force 80% (n=453) L 79%
Purchased Care, TRICARE Regions
North 84% (n=310) ELMEYH 81%
South 81% (n=169) 19% 77%
West 77% (n=240) WELKEED 82%
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

After Your Baby Was Born (Maternity Only)

During this hospital stay, how often did you feel comfortable asking the nurses all the
questions you wanted about your baby’s care? (continued)

Never + Sometimes Usualli Alwais

2008 Percent

Most Positive
Response MHS 2009

0% 20% 40% 60% 80% 100%
Obstetrics

Direct Care 73% (URFETEIIN 9% | 16% 75%

Purchased Care 81% (n=722) [T 80%
Direct Care (OCONUS), Service

Army 78% (n = 66) 6% 15% 78%

Navy 71% (n=91) pLZ% 25% 65%

Air Force 86% (n=94) 9% 87%
Direct Care (OCONUS), Region

Alaska 74% (n=67) BZWELZ) 82%

Europe 82% (n=80) 10% 87%

Pacific 77% (n=104) [E&EZ 24% 65%
Coast Guard Sponsored Sample Member

Direct Care 7% (n=27) KA 92%

Purchased Care 78% (n=26) 11% 85%
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

After Your Baby Was Born (Maternity Only)

During this hospital stay, how often did you feel comfortable asking the doctors all the
guestions you wanted about your baby’s care?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 80%
2008 80%
2007 7%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall) 80% (n=3064) LNl 80%
Direct Care 79% (n=2352) |ELNELZ) 80%
Purchased Care 83% (n=712) ELEELZ) 80%
CONUS 79% (n=2812) QLTI 80%
OCONUS 84% (n=252) BN 84%
Direct Care, Military Service
Army 75% (n=1096) EELRELZ 79%
Navy 81% (n=806) [EVA% 82%
Air Force 83% (n=450) KLl 81%
Purchased Care, TRICARE Regions
North 83% (n=310) [ELZNMETT) 76%
South 83% (n=164) RN 81%
West 82% (n=235) [LLNeL) 84%
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

After Your Baby Was Born (Maternity Only)

During this hospital stay, how often did you feel comfortable asking the doctors all the
questions you wanted about your baby’s care? (continued)

Never + Sometimes Usualli Alwais

2008 Percent

Most Positive
Response MHS 2009

0% 20% 40% 60% 80% 100%
Obstetrics

Direct Care 79% (n=2352) | 80%

Purchased Care 83% (n=712) L 80%
Direct Care (OCONUS), Service

Army 85% (n = 66) L) 85%

Navy 80% (n=89) [WAZ¥ELZ 79%

Air Force 88% (n=94) 4 91%
Direct Care (OCONUS), Region

Alaska 81% (n=67) 7% 88%

Europe 85% (n=80) F¥LZ 88%

Pacific 85% (n=102) [SA¥ET 81%
Coast Guard Sponsored Sample Member

Direct Care 76% (n=27)

Purchased Care 71% (n=26) 26% 70%
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—September 2009 Inpatients

After Your Baby Was Born (Maternity Only)

During this hospital stay, did you feel that the doctors checked on your baby as much as
needed?

Yes No

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 92%
2008 92%
2007 90%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall) 92% (n =3160) 92% 8%
Direct Care 92% (n=2427) 92% 8%
Purchased Care 94% (n=733) 93% 7%
CONUS 92% (n=2903) 92% 8%
OCONUS 96% (n=257) 94% 6%
Direct Care, Military Service
Army 90% (n=1137) 90% 10%
Navy 93% (n=830) 93% 7%
Air Force 94% (n =460) 92% 8%
Purchased Care, TRICARE Regions
North 94% (n=319) 91% 9%
South 96% (n=169) 95% 59
West 93% (n=242) 94% 6%
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—September 2009 Inpatients

After Your Baby Was Born (Maternity Only)

During this hospital stay, did you feel that the doctors checked on your baby as much as
needed? (continued)

Yes No

2008 Percent

Most Positive
Response MHS 2009

0% 20% 40% 60% 80% 100%

Obstetrics
Direct Care 92% (n=2427) 92% 8%
Purchased Care 94% (n=733) 93%

Direct Care (OCONUS), Service

Army 96% (n=67) 93%
Navy 95% (n=92) 93%
Air Force 97% (n=95) 96%

Direct Care (OCONUS), Region
Alaska 98% (n=68) 92%
Europe 96% (n=80) 94%
Pacific 95% (n=106) 95%

Coast Guard Sponsored Sample Member
Direct Care 92% (n=27) 95%
Purchased Care 79% (n=26) 95%

a2 ~ ~
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

After Your Baby Was Born (Maternity Only)

During this hospital stay, how often did doctors show care and sensitivity to worries and
concerns you had about your baby?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 72%
2008 71%
2007 69%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall) 71% (n=2874) LT 72%
Direct Care 70% (n=2203) oLz mmEeLZ 71%
Purchased Care 7% (n=671) LIz 75%
CONUS 70% (n=2640) [HL/IMNELTS 72%
OCONUS 79% (n=234) [P 74%
Direct Care, Military Service
Army 67% (n=1024) L/ NNWVALT) 68%
Navy 69% (n=758) [EZNRNEL) 73%
Air Force 7% (n=421) EHeLZNMNEST) 75%
Purchased Care, TRICARE Regions
North 77% (n=291) [ERLZMEEETH 72%
South 79% (n=157) [WNEH 78%
West 75% (n=220) [LAMMETS 78%
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

After Your Baby Was Born (Maternity Only)

During this hospital stay, how often did doctors show care and sensitivity to worries and
concerns you had about your baby? (continued)

Never + Sometimes Usualli Alwais

2008 Percent

Most Positive
Response MHS 2009

0% 20% 40% 60% 80% 100%
Obstetrics

Direct Care 70% (n=2203) [OLZ Lz 71%

Purchased Care 77% (n=671) [ELNEE) 75%
Direct Care (OCONUS), Service

Army 78% (n = 60) 22% 73%

Navy 73% (n=83) 4 27% 65%

Air Force 83% (n=88) MEWL 86%
Direct Care (OCONUS), Region

Alaska 77% (n=62) 15% 84%

Europe 87% (n=72) 16% 83%

Pacific 73% (n=97) [E& 27% 64%
Coast Guard Sponsored Sample Member

Direct Care 60% (n=24)  ESAREN 5%

Purchased Care 74% (n=26) 21% 75%
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

After Your Baby Was Born (Maternity Only)

During this hospital stay, did you feel that there was at least one doctor who had a full
understanding of your baby’s condition and treatment?

Definiteli No Probably No Probabli Yes Definiteli Yes

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 72%
2008 72%
2007 68%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall) 2% (n=3146) | XL 71%
Direct Care 70% (n=2418) B 2% 70%
Purchased Care 78% (n=728) I 21% 75%
CONUS 71% (n=2890) [ IEE 70%
OCONUS 78% (n =256) 16% 78%
Direct Care, Military Service
Army 69% (n=1131) 24% 67%
Navy 71% (n=828) || PR 72%
Air Force 73% (n=459) [PV 72%
Purchased Care, TRICARE Regions
North 75% (n=318) | IR 74%
South 80% (n=169) [IEELR 77%
West 80% (n=238) [1EG 75%
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

After Your Baby Was Born (Maternity Only)

During this hospital stay, did you feel that there was at least one doctor who had a full
understanding of your baby’s condition and treatment? (continued)

Definiteli No Probably No Probabli Yes Definiteli Yes

2008 Percent

Most Positive
Response MHS 2009

0% 20% 40% 60% 80% 100%

Obstetrics
Direct Care 70% (n=2418) || [PEUS 70%
Purchased Care 78% (n=728) [] 75%

Direct Care (OCONUS), Service

Army 83% (n=67) N & 82%
Navy 76% (n=91) |9% 72%
Air Force 74% (n=95) [FEZ 86%

Direct Care (OCONUS), Region
Alaska 78% (n=68) [ [FEIR 80%

Europe 78% (n=80) [IFEN 82%
Pacific 77% (n=105) [ 79pITA 76%

Coast Guard Sponsored Sample Member
Direct Care 59% (n=27) 43% S7%

Purchased Care 77% (n=26) |S%MEER 78%
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

After Your Baby Was Born (Maternity Only)

During this hospital stay, how often did the doctors involve you as much as you wanted
in the decisions about your baby’s treatment?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 76%
2008 76%
2007 73%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall) 76% (n=2788) [ELZNMETL) 76%
Direct Care 76% (n=2154) /NI 76%
Purchased Care 78% (n=634) FEEAYL 76%
CONUS 76% (n=2561) [LZMMNETZ) 76%
OCONUS 82% (n=227) NLWNEL 77%
Direct Care, Military Service
Army 75% (n=1008) [EeLZNMNITT) 74%
Navy 75% (n=740) NAZEEYY 78%
Air Force 81% (n=406) [ELZMmYLZ 77%
Purchased Care, TRICARE Regions
North 77% (n=284) EML/NVO 75%
South 79% (n=139) [ERLNEVLL) 75%
West 77% (n=208) [ MY 77%
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

After Your Baby Was Born (Maternity Only)

During this hospital stay, how often did the doctors involve you as much as you wanted
in the decisions about your baby’s treatment? (continued)

Never + Sometimes Usualli Alwais

2008 Percent

Most Positive
Response MHS 2009

0% 20% 40% 60% 80% 100%
Obstetrics

Direct Care 76% (UEPAETONN 9% | 16% 76%

Purchased Care 78% (n=634) EEEZNNER) 76%
Direct Care (OCONUS), Service

Army 84% (n 262) 6% 19% 75%

Navy 76% (n=81) EIZINwEL 69%

Air Force 86% (n=81) NG 92%
Direct Care (OCONUS), Region

Alaska 83% (n=60) [oLZTA 85%

Europe 88% (n=73) 17% 81%

Pacific 77% (n=91) LN 71%
Coast Guard Sponsored Sample Member

Direct Care 78% (UEPZVIN 7% 14% 9%

Purchased Care 59% (U2 I 8% 13% 79%
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

After Your Baby Was Born (Maternity Only)

During this hospital stay, how often did the doctors and nurses seem informed and up-
to-date about all the care your baby received?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 64%
2008 63%
2007 60%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)* 63% (n=3143) [EEZ 26% 64%
Direct Care 61% (n=2414) [HEEL 27% 62%
Purchased Care 68% (n=729) AL 69%
CONUS 62% (n=2890) [KEZ 26% 63%
OCONUS 70% (n=253) WS 68%
Direct Care, Military Service
Army 59% (n=1134) RV 27% 61%
Navy 62% (n=824) k&L 24% 65%
Air Force 65% (n=456) A 32% 59%
Purchased Care, TRICARE Regions
North 68% (n=318) [E 25% 66%
South 68% (n=168) k&4 25% 67%
West 66% (n=240) [LZIMNETZ 75%

1. Overall, Purchased Care beneficiaries were significantly more likely than Direct Care beneficiaries to report that the doctors and
nurses always seemed informed and up to date about all the care their baby received (p<.05).
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

After Your Baby Was Born (Maternity Only)

During this hospital stay, how often did the doctors and nurses seem informed and up-
to-date about all the care your baby received? (continued)

Never + Sometimes Usualli Alwais

2008 Percent

Most Positive
Response MHS 2009

0% 20% 40% 60% 80% 100%
Obstetrics?
Direct Care 61% (n=2414) [EEEZ) 27% 62%

Purchased Care 68% (n=729) [LANRAELS 69%

Direct Care (OCONUS), Service

Army 75% (n=66) |WALIWALS
Navy 65% (n=91) [/ IEH

Air Force 70% (n=93) 25%

Direct Care (OCONUS), Region

Alaska 66% GELYIN10% 20%
Europe 77% (n=78)

Pacific 67% (n=105) [P

Coast Guard Sponsored Sample Member
Direct Care 58% (n=26) (LMK 71%

Purchased Care 65% (n=27) [P 72%

2. Among beneficiaries receiving Obstetrics services, Purchased Care beneficiaries were significantly more likely than Direct Care
beneficiaries to report that the doctors and nurses always seemed informed and up to date about all the care their baby received
(p<.05).
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

After Your Baby Was Born (Maternity Only)

Did hospital staff teach you what you needed to know to take care of yourself after you
left the hospital?

Definiteli No Probably No Probabli Yes Definiteli Yes

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 71%
2008 68%
2007 67%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)* 68% (n =3135) B 23% 71%
Direct Care 67% (n=2403) N D 68%
Purchased Care 72% (n=732) Il 19% 78%
CONUS 68% (n=2883) [ IEZA 70%
OCONUS 70% (n=252) 21% 72%
Direct Care, Military Service
Army 67% (n=1129) | _1PERA 67%
Navy 66% (n=820) [ AR 68%
Air Force 69% (n=454) [ PP 71%
Purchased Care, TRICARE Regions
North 74% (n=318) IR 79%
South 68% (n=171) NIBER 78%
West 74% (n=240) YA 76%

1. Overall, Purchased Care beneficiaries were significantly more likely than Direct Care beneficiaries to report that the hospital staff
taught them all they needed to know to take care of themselves after they left the hospital (p<.05).
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

After Your Baby Was Born (Maternity Only)

Did hospital staff teach you what you needed to know to take care of yourself after you
left the hospital? (continued)

Definiteli No Probably No Probabli Yes Definiteli Yes

2008 Percent

Most Positive
Response MHS 2009

0% 20% 40% 60% 80% 100%
Obstetrics®

Direct Care 67% (n=2403) | [P 68%
Purchased Care 2% (n=732) JIETIA 78%

Direct Care (OCONUS), Service
Army 77% (n=67) HINETIN
Navy 72% (n=89) [N 6T
Air Force 62% (n=93) %P

Direct Care (OCONUS), Region

Alaska 56% (n=68) 21%
Europe 78% (n=79) 16%

Pacific 74% (n=102) e AMPELR

Coast Guard Sponsored Sample Member
Direct Care 59% (n=27) 18% 82%

Purchased Care 77% (n=27) W& 85%

2. Among those receiving Obstetrics services, Purchased Care beneficiaries were significantly more likely than Direct Care beneficiaries
to report that the hospital staff taught them all they needed to know to take care of themselves after they left the hospital (p<.05).
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TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

About Your Care and Surgery (Surgical Questionnaire Only)

Did your surgeon or other doctors explain the risks and benefits of the surgery in a way
you could understand?

Definiteli No Probably No Probabli Yes Definiteli Yes

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 87%
2008 88%
2007 87%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall) 88% (n=5119) | 10% 87%
i 0,
Direct Care 90% (n=2331) [0 88%
Purchased Care 86% (n=2788) [IFLQ 87%
CONUS 88% (n=4933) [FIR 87%
OCONUS 93% (n=186) [EZ 89%
Direct Care, Military Service®
Army 90% (n=1240) [IFEZA 85%
Navy 89% (n=612) [N 91%
Air Force 93% (n=479) N4 93%
Purchased Care, TRICARE Regions
North 87% (n=921) [[F*TA 87%
South 86% (n=864) [F¥EA 87%
West 86% (n=961) [F¥EA 86%
Direct Care, Age?
18-44 88% (n=629) [IFFEA 85%
45-64 92% (n=1082) IBH 93%
65+ 92% (n=620) [EA 89%
Purchased Care, Age®
18-44 85% (n=226) N 84%
45-64 88% (n=847) A 90%
65+ 86% (n=1715) (XA 86%

1. Among Direct Care beneficiaries, those in Army MTFs were significantly less likely than those in Air Force or Navy MTFs to report
that their surgeon or other doctors explained the risks and benefits of surgery in a way they could understand (p<.05).

2. Among Direct Care beneficiaries, those aged 45-64 were significantly more likely than those in other age groups to report that their
surgeon or other doctors explained the risks and benefits of surgery in a way they could understand (p<.05).

3. Among Purchased Care beneficiaries, those aged 45-64 were significantly more likely than those in other age groups to report that
their surgeon or other doctors explained the risks and benefits of surgery in a way they could understand (p<.05).
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About Your Care and Surgery (Surgical Questionnaire Only)

Did your surgeon or other doctors explain the risks and benefits of the surgery in a way
you could understand? (continued)

Definiteli No Probably No Probabli Yes Definiteli Yes

2008 Percent

Most Positive
Response MHS 2009

0% 20% 40% 60% 80% 100%
Surgical

Direct Care 90% (n=2331) |[MeLA 88%

Purchased Care 86% (n=2788) LR 87%
Direct Care (OCONUS), Service

Army 96% (n=68) [EED 86%

Navy 100% (n=31) &4 94%

Air Force 81% (n=45) EEEZ 89%
Direct Care (OCONUS), Region

Alaska 89% (n=39) [[FEEN 84%

Europe 94% (n=65) A 89%

Pacific 97% (n=40) [OA 90%
Coast Guard Sponsored Sample Member

Direct Care 96% (n=22) N 83%

Purchased Care 96% (n=37 A 86%
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About Your Care and Surgery (Surgical Questionnaire Only)

During this hospital stay, how often did doctors or surgeons show care and sensitivity to
worries and concerns you had about your surgery?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 7%
2008 79%
2007 76%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall) 79% (n=5088) [ELLMELZ) 77%
i 0,
Direct Care 80% (n=2325) TR 7%
Purchased Care 78% (n=2763) BGD 77%
CONUS 9% (n=4901) [EVGH 77%
OCONUS 85% (n=187) [EANAL 80%
Direct Care, Military Service®
Army 81% (n=1235) EECZINIET 73%
Navy 78% (n=612) ¥V 79%
Air Force 81% (n=478) 10% 86%
Purchased Care, TRICARE Regions
North 78% (n=918) WML 77%
South 79% (n=850) EIER 78%
West 7% (n=953) WALEEELA 75%
Direct Care, Age?
18-44 7% (n=629) 12% 16% 72%
45-64 85% (n=1077) 11% 86%
65+ 85% (n=619) [EEER 85%
Purchased Care, Age®
18-44 75% (n=224) AR 70%
45-64 78% (n=846) [EAEVA 82%
65+ 79% (n=1693) YRR 77%

1. Among Direct Care beneficiaries, those in Air Force MTFs were significantly more likely than those in Army or Navy MTFs to report
that their surgeon or other doctors always showed care and sensitivity to worries and concerns they had about their surgery (p<.05).

2. Among Direct Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to report that their
surgeon or other doctors always showed care and sensitivity to worries and concerns they had about their surgery (p<.05).

3. Among Purchased Care beneficiaries, those aged 45-64 were significantly more likely than those in other age groups to report that
their surgeon or other doctors always showed care and sensitivity to worries and concerns they had about their surgery (p<.05).
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About Your Care and Surgery (Surgical Questionnaire Only)

During this hospital stay, how often did doctors or surgeons show care and sensitivity to
worries and concerns you had about your surgery? (continued)

Never + Sometimes Usualli Alwais

2008 Percent

Most Positive
Response MHS 2009

0% 20% 40% 60% 80% 100%
Surgical

Direct Care 80% (n=2325) Ry 7%

Purchased Care 78% (n=2763) [LLMENEZ) 77%
Direct Care (OCONUS), Service

Army 89% (L) 10% 16% 74%

Navy 89% (n=32) &4 94%

Air Force 86% (n=45) e 81%
Direct Care (OCONUS), Region

Alaska 82% (n=39) [N/ 81%

Europe 96% (n=65) 13% 83%

Pacific 84% (n=41) [ELZE 76%
Coast Guard Sponsored Sample Member

Direct Care 95% (n=22)

Purchased Care 87% (n=36) 13% 83%
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Experiences in this Hospital

Did the staff who helped you fill out the paperwork for this hospital stay treat you with
courtesy and respect?

Definiteli No Probably No Probabli Yes Definiteli Yes

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 80%
2008 79%
2007 79%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)1 79% (n =14596) | 17% 80%
i 0,
Direct Care 7% (n=7993) ERR 77%
Purchased Care 84% (n=6603) [FER 84%
CONUS 80% (n=13948) A 80%
OCONUS 79% (n=648) [N 76%
Direct Care, Military Service®
Army % (n=3985) IR 75%
Navy 76% (n=2281) NN 76%
Air Force 81% (n=1727) [FER 84%
Purchased Care, TRICARE Regions
North 83% (n=2375) 24 84%
South 84% (n=1996) [FEA 84%
West 84% (n=2173) [EED 84%
Direct Care, Age®
18-44 73% (n=3519) N IPEA 73%
45-64 86% (n=2375) NN 85%
65+ 89% (n=2099) HNEA 89%
Purchased Care, Age*
18-44 80% (n=1109) [IHEA 80%
45-64 85% (n=1548) [I¥tA 86%
65+ 86% (n=3946) [N 88%

1. Overall, Purchased Care was significantly more likely than Direct Care to report that the hospital staff that helped them fill out
paperwork treated them with courtesy and respect (p<.05).

2. Among Direct Care, those in Air Force MTFs were significantly more likely than those in Navy or Army MTFs to report that the
hospital staff that helped them fill out paperwork treated them with courtesy and respect (p<.05).

3. Among Direct Care, those aged 18-44 were significantly less likely than those in other age groups to report that the hospital staff that
helped them fill out paperwork treated them with courtesy and respect (p<.05). Furthermore, those aged 65+ were significantly more
likely than those in other age groups to report that the hospital staff that helped them fill out paperwork treated them with courtesy
and respect (p<.05).

4. Among Purchased Care, those aged 18-44 were significantly less likely than those in other age groups to report that the hospital staff
that helped them fill out paperwork treated them with courtesy and respect (p<.05).
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Experiences in this Hospital (continued)

Did the staff who helped you fill out the paperwork for this hospital stay treat you with
courtesy and respect? (continued)

Definiteli No Probably No Probabli Yes Definiteli Yes

2008 Percent
Most Positive

Response MHS 2009
) 0% 20% 40% 60% 80% 100%

Medical

Direct Care 79% (n=3320) IS 80%

Purchased Care 81% (n=3171) I 13% 83%
Surgical®

Direct Care 83% (n=2247) [[IFER 7%

Purchased Care 88% (n=2697) [ulL% 89%

Obstetrics®
Direct Care 72% (n=2417) 21% 74%

Purchased Care 82% (n=735) 15% 81%

Direct Care (Army)

Medical 78% (n =1650) 17% 78%
Surgical 84% (n=1199) 21% 75%
Obstetric 71% (n=1136) [ IEEZ 73%

Direct Care (Navy)
Medical 79% (n=862) [l IFEA 78%
Surgical 79% (n=595) [} PR 74%
Obstetric 73% (n=824) 21% 75%

Direct Care (Air Force)’

Medical 85% (n=817) MEW 86%
Surgical 87% (n=453) N 90%
Obstetric 75% (n=457) [[IEED 78%

5. Among those receiving Surgical services, Purchased Care beneficiaries were significantly more likely than Direct Care beneficiaries
to report that the hospital staff that helped them fill out paperwork treated them with courtesy and respect (p<.05).

6. Among those receiving Obstetrics services, Purchased Care beneficiaries were significantly more likely than Direct Care beneficiaries
to report that the hospital staff that helped them fill out paperwork treated them with courtesy and respect (p<.05).

7. Among Direct Care beneficiaries in Air Force MTFs, those receiving Obstetrics services were significantly less likely than those
receiving other services to report that the hospital staff that helped them fill out paperwork treated them with courtesy and respect
(p<.05).
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Experiences in this Hospital (continued)

Did the staff who helped you fill out the paperwork for this hospital stay treat you with
courtesy and respect? (continued)

Definiteli No Probably No Probabli Yes Definiteli Yes

2008 Percent

Most Positive
Response MHS 2009

o
X

20% 40% 60% 80% 100%
Purchased Care (North)®

Medical 81% (n=1165)
Surgical 88% (n=889) [EI& 90%
Obstetric 80% (n=321)
Purchased Care (South)
Medical 81% (n =988)
Surgical 88% (n =837)
Obstetric 83% (n=171) [EER 83%
Purchased Care (West)®
Medical 80% (n=1004) [FED 84%
Surgical 89% (n=929) 1% 88%

Obstetric 84% (n =240) 16% 80%

Direct Care (OCONUS), Service

Army 80% (n=210) 25% 72%
Navy 7% (n=181) | IEZR 74%
Air Force 80% (n=198) 15% 85%

Direct Care (OCONUS), Region

Alaska 79% (n=156) IR 72%
Europe 83% (n =220) 18% 81%
Pacific 75% n=212) [ 72%

Coast Guard Sponsored Sample Member
Direct Care 76% (n=79) 18% 81%

Purchased Care 86% (n=104) |[EIel7 89%

8. Among Purchased Care beneficiaries in the North, those receiving Surgical services were significantly more likely than those
receiving other services to report that the hospital staff that helped them fill out paperwork treated them with courtesy and respect
(p<.05).

9. Among Purchased Care beneficiaries in the West, those receiving Surgical services were significantly more likely than those
receiving other services to report that the hospital staff that helped them fill out paperwork treated them with courtesy and respect
(p<.05).

202



TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

Experiences in this Hospital
How often did you get the help you needed with bathing and keeping clean?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 55%
2008 55%
2007 54%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)* 55% (n =3860) 2504 20% 55%
i 0,
Direct Care 53% (n=1834) 28% 20% 5206
Purchased Care 58% (n =2026) 21% 20% 59%
CONUS 55% (n =3715) 25% 20% 55%
OCONUS 56% (n=145) 28% 15% 57%
Direct Care, Military Service
Army 52% (n=944) 29% 20% 50%
Navy 54% (n=514) 28% 20% 51%
Air Force 57% (n=376) 23% 18% 59%
Purchased Care, TRICARE Regions
North 56% (n=709) 23% 18% 58%
South 59% (n=588) 23% 21% 56%
West 58% (n=711) 18% 20% 62%
Direct Care, Age®
18-44 49% (n=694) 32% 20% 48%
45-64 60% (n=491) 22% 20% 58%
65+ 65% (n=649) 17% 21% 62%
Purchased Care, Age
18-44 59% (n=258) 22% 17% 61%
45-64 55% (n =440) 25% 16% 59%
65+ 59% (n=1328) 19% 23% 58%

1. Overall, Direct Care beneficiaries were significantly less likely than Purchased Care beneficiaries to report that they always got the
help they needed with bathing and keeping clean (p<.05).

2. Among Direct Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to report that they
always got the help they needed with bathing and keeping clean (p<.05).
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Experiences in this Hospital
How often did you get the help you needed with bathing and keeping clean? (continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

Response MHS 2009
) 0% 20% 40% 60% 80% 100%

Medical

Direct Care 56% (n=701) 28% 21% 51%

Purchased Care 54% (n=926) 25% 22% 53%
Surgical

Direct Care 57% (n=672) 25% 21% 54%

Purchased Care 61% (n=941) EEE 19% 63%
Obstetrics

Direct Care 48% (n=461) 31% 18% 51%

Purchased Care 61% (n=159) 18% 17% 65%

Direct Care (Army)
Medical 55% (n=355) 31% 21% 48%
Surgical 54% (n=374) 25%
Obstetric 45% (n=215) 33%

Direct Care (Navy)

Medical 52% (n =186) 28% 19% 54%

Surgical 59% (n=158)

Obstetric 52% (n=170)
Direct Care (Air Force)

Medical 68% (n=160)

Surgical 62% (n=140) 21% 20% 58%

Obstetric 45% (n=76) 27% 12% 61%
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Experiences in this Hospital
How often did you get the help you needed with bathing and keeping clean? (continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

Response MHS 2009
0% 20% 40% 60% 80% 100%

Purchased Care (North)

Medical 51% (n =340) 27% 21% 53%

Surgical 61% (n=313) 20% 19% 61%

Obstetric 55% (n=56) 22%  12% 66%
Purchased Care (South)

Medical 54% (n=290) 24% 23% 53%

Surgical 61% (n=261) 20% 16% 64%

Obstetric 71% (n=37) 28% 25% 47%
Purchased Care (West)®

Medical 56% (n=292) 26% 21%

Surgical 61% (n=353) 15% 22%
Obstetric 58% (n=66) EELMMET

Direct Care (OCONUS), Service

Army 62% (n=38) 35% 14% 51%
Navy 51% (n=41) 43% 13% 45%
Air Force 59% (n=48) RELLEVAL) 79%

Direct Care (OCONUS), Region

Alaska 68% (n=38) 18% 13% 70%
Europe 63% (n=43) 28% 11% 62%
Pacific 45% (n =46) 37% 15% 48%

Coast Guard Sponsored Sample Member

Direct Care 58% (n=15) EPAZNNEZ 7%
Purchased Care 79% (n=34) 39% 27% 35%

3. Among Purchased Care beneficiaries in the West region, those receiving Medical services were significantly less likely than those
receiving other services to report that they always got the help they needed with bathing and keeping clean (p<.05). Furthermore,
those receiving Obstetrics services were significantly more likely than those receiving other services to report that they always got the
help they needed with bathing and keeping clean (p<.05).
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Experiences in this Hospital

During this hospital stay, how often did you have a hard time speaking with or
understanding a doctor, nurse, or other hospital staff because you spoke different
languages?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 98%
2008 98%
2007 98%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall) 98% (n =15003)
i 0,
Direct Care 98% (n=8207)
Purchased Care 98% (n=6796)
CONUS 98% (n =14349)
OCONUS 99% (n=654)
Direct Care, Military Service
Army 98% (n =4082)
Navy 98% (n =2320)
Air Force 99% (n =1805)
Purchased Care, TRICARE Regions
North 97% (n=2451)
South 98% (n=2037)
West 98% (n=2246)
Direct Care, Age
18-44 98% (n=3468)
45-64 98% (n=2476)
65+ 98% (n=2263)
Purchased Care, Age
18-44 98% (n=1081)
45-64 97% (n=1591)
65+ 97% (n=4124)
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Experiences in this Hospital

During this hospital stay, how often did you have a hard time speaking with or
understanding a doctor, nurse, or other hospital staff because you spoke different
languages? (continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

Response MHS 2009
0% 20% 40% 60% 80% 100%

Medical
Direct Care 97% (n=3s70) T
Purchased Care 97% (n =3346)
Surgical
Direct Care 99% (n=2202) [ S|
Purchased Care 98% (n=2752)
Obstetrics
Direct Care 98% (n =2345)
Purchased Care 99% (n=698)
Direct Care (Army)
Medical 98% (n=1769)
Surgical 99% (n=1225)
Obstetric 97% (n =1088)
Direct Care (Navy)
Medical 97% (n =905)
Surgical 97% (n=601) (I S
Obstetric 98% (n=814)
Direct Care (Air Force)
Medical 98% (n=896)
Surgical 100% (n =466) 100%
Obstetric 99% (n=443)
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Experiences in this Hospital

During this hospital stay, how often did you have a hard time speaking with or
understanding a doctor, nurse, or other hospital staff because you spoke different
languages? (continued)

Never + Sometimes Usualli Alwais

2008 Percent

Most Positive
Response MHS 2009

o
X

20% 40% 60% 80% 100%
Purchased Care (North)

Medical 97% (n =1240)
Surgical 97% (n =908)
Obstetric 99% (n=303)
Purchased Care (South)

Medical 97% (n=1029)
Surgical 98% (n=848)
Obstetric 99% (n=160)
Purchased Care (West)

Medical 96% (n=1061)
Surgical 99% (n =953)
Obstetric 99% (n=232)
Direct Care (OCONUS), Service

Army 100% (n=218)
Navy 97% (n=175)
Air Force 99% (n=199)
Direct Care (OCONUS), Region

Alaska 99% (n=160)
Europe 100% (n=222)
Pacific 98% (n=209)
Coast Guard Sponsored Sample Member

Direct Care 99% (n=82
Purchased Care 9% (n=105
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Interactions with Other Hospital Staff

How often did the radiology staff explain your treatment or tests in a way that was easy
to understand?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009

2009 73%

2008 71%

2007 69%

0% 20% 40% 60% 80% 100%

Military Health Systems (Overall) 71% (n=8308) NLZAMENLT 73%
Direct Care 3% (n=4243) TR 74%
Purchased Care 69% (n=4065) IR 72%
CONUS 71% (n=8013) [MEGD 73%
OCONUS 74% (n=295) D 74%
Direct Care, Military Service
Army 74% (n=2117) ELZANGL 75%
Navy 70% (n=1142) [FEENLD 71%
Air Force 74% (n=984) LML 76%
Purchased Care, TRICARE Regions®
North 71% (n=1474) [EZFED 74%
South 67% (n=1266) [FTNENLA 74%
West 69% (n=1293) [P 68%
Direct Care, Age
18-44 70% (n=984) EPLZMNETT 73%
45-64 78% (n=1579) LML) 77%
65+ 74% (n=1680) ELZINELT 73%

Purchased Care, Age?

18-44 70% (n=346) AN 77%
45-64 72% (n=982) [N 77%
65+ 67% (n=2737) EERONPPTS 67%

1. Among Purchased Care beneficiaries, those in the West region were significantly less likely than those in the North or South region to
report that the radiology staff always explained treatments or tests in a way that was easy to understand (p<.05).

2. Among Purchased Care beneficiaries, those aged 65+ were significantly less likely than those in other age groups to report that the
radiology staff always explained treatments or tests in a way that was easy to understand (p<.05).
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Interactions with Other Hospital Staff

How often did the radiology staff explain your treatment or tests in a way that was easy
to understand? (continued)

Never + Sometimes Usualli Alwais

2008 Percent

Most Positive
Response MHS 2009

o
X

20% 40% 60% 80% 100%

Medical

Direct Care 71% (n=2751) [ENCZNNLT) 72%

Purchased Care 67% (n=2653) oLz NVA0LZ 70%
Surgical

Direct Care 75% (n=1144) [ENNES 78%

Purchased Care 73% (n=1314) KAV 76%
Obstetrics

Direct Care 75% (n=348) [LZMMNIGIA 75%

Purchased Care 76% (n=98) [ELZIEH 77%
Direct Care (Army)

Medical 74% (n=1365) pILZIENEY 74%

Surgical 75% (n=624) FLZELZ) 76%

Obstetric 71% (n=128) [ILA 79%
Direct Care (Navy)

Medical 65% (n =690) 15% 17% 68%

Surgical 74% (n=300) [ELZMEDZ 78%

Obstetric 78% (n=152) FECZNRIL) 69%
Direct Care (Air Force)

Medical 72% (n=696) Pz VLY 73%

Surgical 75% (n=220) [EENEZ 85%

Obstetric 77% (n=68) RLLIWWLN 80%
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Interactions with Other Hospital Staff

How often did the radiology staff explain your treatment or tests in a way that was easy
to understand? (continued)

Never + Sometimes Usualli Alwais

2008 Percent

Most Positive
Response MHS 2009

o
X

20% 40% 60% 80% 100%
Purchased Care (North)

Medical 70% (Nn=990) KAL) 71%

Surgical 75% (n=454) BENEZ 78%

Obstetric 68% (n=30)
Purchased Care (South)

Medical 64% (n=819)

Surgical 72% (n =420)

Obstetric 71% (n=27)
Purchased Care (West)

Medical 66% (n=831)

Surgical 73% (n=422) AL 74%

Obstetric 89% (n=40) 14% 21% 65%
Direct Care (OCONUS), Service

Army 69% (n=106) WALEEIZ) 77%

Navy 83% (n=77)

Air Force 78% (n=80)
Direct Care (OCONUS), Region

Alaska 69% (n=60) M%) 24% 68%

Europe 78% (n=114)

Pacific 75% (n=88)
Coast Guard Sponsored Sample Member

Direct Care 73% (n=39) 32% 67%

Purchased Care 69% (n=50) [N 71%

211



TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

Interactions with Other Hospital Staff

During this hospital stay, how often was the staff delivering your food courteous and
helpful?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 75%
2008 74%
2007 71%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)* 74% (n=15231) |ELAEELA 75%
i 0,
Direct Care 7a% (n=8332) FINEE 74%
Purchased Care 74% (n=6899) EXERLG 77%
CONUS 74% (n=14559) EEER 75%
OCONUS 76% (n=672) [SLRELZ 79%
Direct Care, Military Service
Army 75% (n=4161) [LZNNELZ) 73%
Navy 71% (n=2336) RLZINETS 74%
Air Force 75% (n=1835) WAL 73%
Purchased Care, TRICARE Regions
North 74% (n=2483) |ELANNAZ 78%
South 74% (n=2079) [LLIETLS 78%
West 74% (n=2275) [AZANAZ 76%
Direct Care, Age?
18-44 72% (n=3551) L/ MMNEEIZ) 72%
45-64 79% (n=2494) A 78%
65+ 79% (n=2287) BN 76%

Purchased Care, Age

18-44 75% (n=1127) EAIEEH 77%
45-64 76% (n=1609) SN 80%
65+ 73% (n=4163) BTN 76%

1. Overall, Purchased Care beneficiaries were significantly more likely than Direct Care beneficiaries to report that the staff delivering
their food was always courteous and helpful (p<.05).

2. Among Direct Care beneficiaries, those aged 18—44 were significantly less likely than those in other age groups to report that the staff
delivering their food was always courteous and helpful (p<.05).
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Interactions with Other Hospital Staff

During this hospital stay, how often was the staff delivering your food courteous and
helpful? (continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

Response MHS 2009
0% 20% 40% 60% 80% 100%

Medical

Direct Care 75% (N =3606) [LZMNmEe) 74%

Purchased Care 71% (n=3365) NLMEELZ) 76%
Surgical

Direct Care 78% (n=2308) pELIEEA 75%

Purchased Care 77% (n=2797) |[SLWVED 78%
Obstetrics®

Direct Care 71% (n=2418) LMLz 73%

Purchased Care 76% (n=737) ELLEEZ 80%
Direct Care (Army)

Medical 74% (n=1798) WAZEEYELZ 76%

Surgical 81% (n=1231) (LN 74%

Obstetric 72% (n=1132) [T 71%
Direct Care (Navy)

Medical 72% (n=910) [EleLZ MKl 71%

Surgical 75% (n=599) P 75%

Obstetric 68% (74 8% 16% 76%
Direct Care (Air Force)

Medical 79% (n=898) [AZIVAL 73%

Surgical 74% (n=478) 17% 79%

Obstetric 73% (n=459) Rl 70%

3. Among beneficiaries receiving Obstetrics services, those in Direct Care were significantly less likely than those in Purchased Care to
report that the staff delivering their food was always courteous and helpful (p<.05).
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Interactions with Other Hospital Staff

During this hospital stay, how often was the staff delivering your food courteous and
helpful? (continued)

Never + Sometimes Usualli Alwais

2008 Percent

Most Positive
Response MHS 2009

o
X

20% 40% 60% 80% 100%
Purchased Care (North)

Medical 74% (n=1237)

Surgical 74% (n=925) EEAINNEZ) 78%

Obstetric 75% (n=321)
Purchased Care (South)

Medical 70% (n=1042)

Surgical 78% (n=866) [AZIEEIZ 78%

Obstetric 77% (n=171) EeLZNELZ) 79%

Purchased Care (West)

Medical 70% (n=1069) AZIEELL 74%
Surgical 7% (n=964) EEYS 77%
Obstetric 77% (n=242) RLEEL 78%

Direct Care (OCONUS), Service

Army 79% (n=223) LR 80%
Navy 74% (n=184) WALEEYAZ 76%
Air Force 75% (n=203) 15% 82%

Direct Care (OCONUS), Region

Alaska 77% (n=162) LA 78%
Europe 76% (n=230) ENNEZ 82%
Pacific 76% (n=217) EEAIEEDA 76%

Coast Guard Sponsored Sample Member

Direct Care 72% QL 14% | 22% 64%
Purchased Care 7% (n=109) EZIEEIR 75%
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Interactions with Other Hospital Staff

On a scale of 0 to 10 where 0 is the worst tasting food and 10 is the best tasting food,
how would you rate the food you received during this hospital stay?

Ratini: 0-6 Ratini: 7-8 Ratini: 9-10

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 21%
2008 21%
2007 11%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)1 21% (n=15017) 40% 39% 21%
i 0,
Direct Care 21% (n =8249) 43% 39% 18%
Purchased Care 23% (n =6768) 35% 40% 250
CONUS 21% (n =14353) 40% 39% 21%
OCONUS 23% (n=664) 44% 40% 17%
Direct Care, Military Service?
Army 25% (n=4122) 39% 39% 21%
Navy 15% (n=2310) 49% 37% 14%
Air Force 17% (n=1817) 44% 39% 17%
Purchased Care, TRICARE Regions®
North 20% (n=2434) 36% 41% 23%
South 24% (n=2045) 38% 38% 23%
West 24% (n =2226) 32% 40% 28%
Direct Care, Age*
18-44 17% (n =3535) 46% 39% 15%
45-64 26% (n =2459) 39% 37% 24%
65+ 34% (n=2255) 33% 37% 30%
Purchased Care, Age®
18-44 18% (n=1110) 36% 43% 21%
45-64 24% (n =1587) 36% 37% 27%
65+ 27% (n=4071) 34% 39% 27%

1. Overall, those in Direct Care were significantly less likely than those in Purchased Care to rate the hospital food a 9 or 10 during their
stay (p<.05).

2. Among Direct Care beneficiaries, those in Army MTFs were significantly more likely than those in Navy or Air Force MTFs to rate the
hospital food a 9 or 10 during their stay (p<.05). Furthermore, those in Navy MTFs were significantly less likely than those in Army or
Air Force MTFs to rate the hospital food a 9 or 10 during their stay (p<.05).

3. Among Purchased Care beneficiaries, those in the West region were significantly more likely than those in North or South region to
rate the hospital food a 9 or 10 during their stay (p<.05).

4. Among Direct Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to rate the hospital
food a 9 or 10 during their stay (p<.05). Furthermore, those aged 65+ were significantly more likely than those in other age groups to
rate the hospital food a 9 or 10 during their stay (p<.05).

5. Among Purchased Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to rate the
hospital food a 9 or 10 during their stay (p<.05).
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Interactions with Other Hospital Staff

On a scale of 0 to 10 where 0 is the worst tasting food and 10 is the best tasting food,
how would you rate the food you received during this hospital stay? (continued)

Ratini: 0-6 Ratini: 7-8 Ratini: 9-10

2008 Percent
Most Positive

Response MHS 2009
o 0% 20% 40% 60% 80% 100%

Medical

Direct Care 24% (n =3545) 41% 38% 21%

Purchased Care 24% (n=3296) 38% 37% 25%
Surgical’

Direct Care 22% (n =2285) 42% 39% 19%

Purchased Care 25% (n=2743) 34% 40% 26%

Obstetrics®
Direct Care 17% (n=2419) 46% 39% 15%

Purchased Care 18% (n=729) 32% 46% 23%

Direct Care (Army)°

Medical 28% (n=1764) 37% 38% 25%
Surgical 27% (n=1219) 41% 38% 21%
Obstetric 21% (n=1139) 41% 41% 18%

Direct Care (Navy)
Medical 18% (n=892) 50% 36% 15%
Surgical 14% (n =595) 45% 41% 14%
Obstetric 14% (n=823) 50% 37% 13%

Direct Care (Air Force)™

Medical 21% (n=889) 40% 41% 19%
Surgical 19% (n=471) 42% 37% 22%
Obstetric 13% (n=457) 49% 39% 12%

6. Among beneficiaries receiving Medical services, those in Purchased Care were significantly more likely than those in Direct Care to
rate the hospital food a 9 or 10 during their stay (p<.05).

7. Among beneficiaries receiving Surgical services, those in Purchased Care were significantly more likely than those in Direct Care to
rate the hospital food a 9 or 10 during their stay (p<.05).

8. Among beneficiaries receiving Obstetrics services, those in Purchased Care were significantly more likely than those in Direct Care to
rate the hospital food a 9 or 10 during their stay (p<.05).

9. Among Direct Care beneficiaries in Army MTFs, those receiving Medical services were significantly more likely than those receiving
Obstetrics services to rate the hospital food a 9 or 10 during their stay (p<.05).

10. Among Direct Care beneficiaries in Air Force MTFs, those receiving Obstetrics services were significantly less likely than those
receiving other services to rate the hospital food a 9 or 10 during their stay (p<.05).
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Interactions with Other Hospital Staff

On a scale of 0 to 10 where 0 is the worst tasting food and 10 is the best tasting food,
how would you rate the food you received during this hospital stay? (continued)

Ratini: 0-6 Ratini: 7-8 Ratini: 9-10

2008 Percent

Most Positive
Response MHS 2009

20% 40% 60% 80% 100%

o
X

Purchased Care (North)

Medical 2204 (n=1214) 40% 37% 22%
Obstetric 15% (n=315) 31% 47% 22%

Purchased Care (South)

Medical 2504 (n=1024) 40% 37% 24%
Surgical 27% (n =850) 38% 38% 25%
Obstetric 19% (n=171) 37% 44% 19%

Purchased Care (West)

Medical 25% (n=1041) 34% 36% 30%
Surgical 25% (n =945) 31% 41% 28%
Obstetric 21% (n=240) 29% 46% 26%

Direct Care (OCONUS), Service
Army 28% (n=222) 46% 38% 16%
Navy 17% (n=179) 49% 35% 16%
Air Force 20% (n=200) 37% 49% 15%

Direct Care (OCONUS), Region
Alaska 20% (n=160) 42% 43% 15%
Europe 26% (n=229) 47% 38% 15%
Pacific 20% (n=211) 44% 39% 16%

Coast Guard Sponsored Sample Member

Direct Care 13% (n=82) 40% 45% 14%
Purchased Care 20% (n =108) 40% 37% 24%
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The Hospital Environment
How often was the temperature in your room comfortable?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 52%
2008 51%
2007 49%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)* 51% (n=15364) E¥Z 36% 52%
i 0,
Direct Care 50% (n=8427) VD 36% 49%
Purchased Care 54% (n=6937) [EX 35% 57%
CONUS 51% (n=14692) [N 36% 52%
OCONUS 52% (n=672) [W¥LZ 34% 53%
Direct Care, Military Service
Army 50% (n=4198) EELA 36% 50%
Navy 49% (n=2367) 15% 37% 48%
Air Force 52% (n=1862) 14% 38% 49%
Purchased Care, TRICARE Regions
North 54% (n=2492) W& 36% 57%
South 55% (n=2092) A 34% 56%
West 53% (n=2291) [ 35% 57%
Direct Care, Age®
18-44 46% (n =3583) 17% 37% 46%
45-64 57% (n=2523) KL 35% 57%
65+ 61% (n=2321) LA 34% 58%
Purchased Care, Age
18-44 55% (n=1134) pELZ) 33% 56%
45-64 53% (n=1616) L4 34% 57%
65+ 54% (n=4187) &4 37% 57%

1. Overall, those in Direct Care were significantly less likely than those in Purchased Care to report that the temperature in their room
was always comfortable (p<.05).

2. Among Direct Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to report that the
temperature in their room was always comfortable (p<.05).
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The Hospital Environment
How often was the temperature in your room comfortable? (continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

Response MHS 2009
0% 20% 40% 60% 80% 100%

Medical

Direct Care 55% (n=3654) LA 34% 56%

Purchased Care 50% (n=3383) L4 38% 54%
Surgical®

Direct Care 59% (n=2340) [EiZ 37% 54%

Purchased Care 59% (n=2814) [ IREI) 63%

Obstetrics*
Direct Care 40% (n=2433) 21% 38% 40%

Purchased Care 54% (n=740) ¥z 35% 53%

5

Direct Care (Army)

Medical 54% (n=1814) 4 34% 57%
Surgical 60% (n=1243) EEEZ 37% 51%
Obstetric 38% (n=1141) 229% 37% 42%

Direct Care (Navy)®

Medical 55% (n=920) 11% 34%
Surgical 58% (n=616) &L 36%
Obstetric 41% (n=831) 21%

Direct Care (Air Force)’
Medical 57% (n=920) R 37% 52%
Surgical 60% (n=481) |4 36% 58%
Obstetric 43% (n=461) 20% 40% 40%

3. Among those receiving Surgical services, Direct Care beneficiaries were significantly less likely than those in Purchased Care to
report that the temperature in their room was always comfortable (p<.05).

4. Among those receiving Obstetrics services, Direct Care beneficiaries were significantly less likely than those in Purchased Care to
report that the temperature in their room was always comfortable (p<.05).

5. Among Direct Care beneficiaries in Army MTFs, those receiving Obstetrics services were significantly less likely than those receiving
other services to report that the temperature in their room was always comfortable (p<.05). Furthermore, those receiving Medical
services were significantly more likely than those receiving other services to report that the temperature in their room was always
comfortable (p<.05).

6. Among Direct Care beneficiaries in Navy MTFs, those receiving Obstetrics services were significantly less likely than those receiving
other services to report that the temperature in their room was always comfortable (p<.05).

7. Among Direct Care beneficiaries in Air Force MTFs, those receiving Obstetrics services were significantly less likely than those
receiving other services to report that the temperature in their room was always comfortable (p<.05).
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The Hospital Environment
How often was the temperature in your room comfortable? (continued)

Never + Sometimes Usualli Alwais

2008 Percent

Most Positive
Response MHS 2009

=)
X

20% 40% 60% 80% 100%
Purchased Care (North)®

Medical 53% (n=1242) BB 38% 54%
Surgical 57% (n=927) B4 30% 65%
Obstetric 52% (n=323) 37% 54%

Purchased Care (South)®

Medical 49% (n=1052) [E 38%
Surgical 60% (n=869) B4 29%
Obstetric 56% (n=171) QR 34%

Purchased Care (West)"

Medical A47% (n=1073) B4 37% 55%
Surgical 59% (n=975) &4 31% 62%
Obstetric 54% (n=243) 13% 35% 52%

Direct Care (OCONUS), Service
Army 57% (n=221) 34 34% 61%
Navy 45% (n=185) 20% 36% 44%
Air Force 51% (n=204) 16% 31% 53%

Direct Care (OCONUS), Region™*

Alaska 47% (n=161) 13% 38% 50%

Europe 55% (n=230) &4 29% 64%

Pacific 50% (n=218) 18% 38% 44%
Coast Guard Sponsored Sample Member

Direct Care 47% (n=81) EELZ 43% 46%

Purchased Care 59% (n=110) |4 34% 58%

8. Among Purchased Care beneficiaries in the North, those receiving Surgical services were significantly more likely than those
receiving other services to report that the temperature in their room was always comfortable (p<.05).

9. Among Purchased Care beneficiaries in the South those receiving Surgical services were significantly more likely than those
receiving other services to report that the temperature in their room was always comfortable (p<.05).

10. Among Purchased Care beneficiaries in the West, those receiving Surgical services were significantly more likely than those
receiving other services to report that the temperature in their room was always comfortable (p<.05).

11. Among Direct Care OCONUS beneficiaries, those receiving care in European MTFs were significantly more likely than those
receiving care in Pacific or Alaskan MTFs to report that the temperature in their room was always comfortable (p<.05).
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The Hospital Environment
How often did the equipment in your room work properly?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 69%
2008 69%
2007 67%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)* 69% (n=15338) LWL 69%
i 0,
Direct Care 66% (n=8406) VIR 65%
Purchased Care 73% (n=6932) 20% 77%
CONUS 69% (n=14669) VPR 69%
OCONUS 69% (n=669) [N 67%
Direct Care, Military Service
Army 68% (n=4189) [P 65%
Navy 62% (n=2357) [ELZPALL 63%
Air Force 68% (n=1860) L NI 66%
Purchased Care, TRICARE Regions
North 73% (n =2498) 20% 76%
South 74% (n =2080) 19% 77%
West 74% (n=2291) 20% 76%
Direct Care, Age®
18-44 63% (n=3571) A 28% 60%
45-64 72% (n=2517) [EVAPAA 73%
65+ 76% (n=2318) 21% 76%
Purchased Care, Age
18-44 71% (n=1126) [LIELL 75%
45-64 74% (n=1625) 19% 78%
65+ 75% (n=4181) 20% 77%

1. Overall, those in Direct Care were significantly less likely than those in Purchased Care to report that the equipment in their room
always worked properly (p<.05).

2. Among Direct Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to report that the
equipment in their room always worked properly (p<.05). Furthermore, those aged 65+ were significantly more likely than those in
other age groups to report that the equipment in their room \always worked properly (p<.05).
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The Hospital Environment
How often did the equipment in your room work properly? (continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

Response MHS 2009
- 0% 20% 40% 60% 80% 100%

Medical

Direct Care 71% (n=3652) [ rLY) 72%

Purchased Care 72% (n=3381) 21% 76%
Surgical*

Direct Care 73% (n=2333) X2l 68%

Purchased Care 78% (n=2817) 16% 81%

Obstetrics®
Direct Care 58% (n=2421) WA 30% 56%

Purchased Care 70% (n=734) [LLEPrLL 72%

6

Direct Care (Army)

Medical 73% (n=1811) |EAMPALZ 74%
Surgical 74% (n=1242) EoLZ 25% 65%
Obstetric 59% (n=1136) [FER 29% 57%

7

Direct Care (Navy)

Medical 65% (n=921) AP 66%
Surgical 71% (n=611) EAPI 70%
Obstetric 55% (n=825) [WELZ 29% 57%

Direct Care (Air Force)®

Medical 73% (n=920) 23% 73%
Surgical 71% (n =480) 20% 75%
Obstetric 62% (n=460) [ELZ] 37% 53%

3. Among those receiving Medical services, Direct Care beneficiaries were significantly less likely than Purchased Care beneficiaries to
report that the equipment in their room always worked properly (p<.05).

4. Among those receiving Surgical services, Direct Care beneficiaries were significantly less likely than Purchased Care beneficiaries to
report that the equipment in their room always worked properly (p<.05).

5. Among those receiving Obstetrics services, Direct Care beneficiaries were significantly less likely than Purchased Care beneficiaries
to report that the equipment in their room always worked properly (p<.05).

6. Among Direct Care beneficiaries in Army MTFs, those receiving Obstetrics services were significantly less likely than those receiving
other services to report that the equipment in their room always worked properly (p<.05). Furthermore, those receiving Surgical
services were significantly more likely than those receiving other services to report that the equipment in their room always worked

properly (p<.05).

7. Among Direct Care beneficiaries in Navy MTFs, those receiving Obstetrics services were significantly less likely than those receiving
other services to report that the equipment in their room always worked properly (p<.05).

8. Among Direct Care beneficiaries in Air Force MTFs, those receiving Obstetrics services were significantly less likely than those
receiving other services to report that the equipment in their room always worked properly (p<.05).
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The Hospital Environment
How often did the equipment in your room work properly? (continued)

Never + Sometimes Usualli Alwais

2008 Percent

Most Positive
Response MHS 2009

=)
X

20% 40% 60% 80% 100%
Purchased Care (North)°
Medical 73% (n=1252) 21% 76%

Surgical 76% (n=927) 15% 82%
Obstetric 68% (n=319) [EUPITN 70%

Purchased Care (South)

Medical 70% (n=1038) 21% 76%
Surgical 79% (n=871) 16% 80%
Obstetric 72% (n=171) NELRPALZS 74%

Purchased Care (West)
Medical 72% (n=1074) 21%
Surgical 78% (n=976) 17%
Obstetric 70% (n=241) LA

Direct Care (OCONUS), Service

Army 75% (n=217) EIPEY 68%
Navy 60% (n=184) ERLNALL 63%
Air Force 69% (n=205) RLNPAELL) 69%

Direct Care (OCONUS), Region

Alaska 79% (n=163) &4 29% 64%
Europe 69% (n=226) L/ NNPI0LT 70%
Pacific 62% (n=216) [ 27% 63%

Coast Guard Sponsored Sample Member

Direct Care 68% (n=83) YL 33% 53%
Purchased Care 78% (n=108) 30% 66%

9. Among Purchased Care beneficiaries in the North, those receiving Obstetrics services were significantly less likely than those
receiving other services to report that the equipment in their room always worked properly (p<.05). Furthermore, those receiving
Surgical services were significantly more likely than those receiving other services to report that the equipment in their room always
worked properly (p<.05).
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The Hospital Environment

How often did doctors, nurses and other hospital staff make sure that you had privacy
when they took care of you or talked to you?

Never + Sometimes Usualli Alwais

Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 66%
2008 67%
2007 65%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall) 67% (n=5127) EECZNNVELZ 66%
i 0,
Direct Care 66% (n=3326) FETINNEED 66%
Purchased Care 69% (n=1801) A 24% 67%
CONUS 67% (n=4951) AIIEED 66%
OCONUS 68% (n=176) [FENFEN 63%
Direct Care, Military Service®
Army 67% (n=1808) E¥LA 24% 64%
Navy 63% (n=821) [FEIPALE 65%
Air Force 70% (n=697) [N 73%
Purchased Care, TRICARE Regions
North 71% () 10%.  21% 69%
South 70% (n=436) PR 66%
West 68% (n=782) [ 25% 66%
Direct Care, Age?
18-44 59% (n=845) 16% 26% 58%
45-64 75% (n=1246) [ETILH 73%
65+ 78% (n=1235) DR 78%

Purchased Care, Age®

18-44 61% (n=160) [FVI 30% 55%
45-64 71% (n=382) [N 22% 69%
65+ 71% (n=1259) [EETINPZN 71%

1. Among Direct Care beneficiaries, those in Air Force MTFs were significantly more likely than those in Army or Navy MTFs to report
that staff always made sure they had their privacy when they took care of them (p<.05).

2. Among Direct Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to report that staff
always made sure they had their privacy when they took care of them (p<.05). Furthermore, those aged 65+ were significantly more
likely than those in other age groups to report that staff always made sure they had their privacy when they took care of them (p<.05).

3. Among Purchased Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups to report that
staff always made sure they had their privacy when they took care of them (p<.05).
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The Hospital Environment

How often did doctors, nurses and other hospital staff make sure that you had privacy
when they took care of you or talked to you? (continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

RESponse MHS 2009
) 0% 20% 40% 60% 80% 100%

Medical

Direct Care 69% (n=1781) [ 22% 69%

Purchased Care 68% (n=1055) [ 25% 66%
Surgical

Direct Care 69% (n=1221) [EEELNRPZI 65%

Purchased Care 72% (n=688) [LNIPAL 70%
Obstetrics

Direct Care 55% (n=324) 22% 22% 55%

Purchased Care 65% (n =58) 16% 26% 58%

Direct Care (Army)*

Medical 69% (n=885) [ 24% 68%
Surgical 72% (n=663) L) 23% 63%
Obstetric 57% (n=260) 21% 26% 53%

Direct Care (Navy)
Medical 66% (n=448) [EPLZINELT) 70%
Surgical 62% (n=328) [EELZ 29% 61%
Obstetric 49% (n=45) 28% 11% 61%

Direct Care (Air Force)
Medical 73% (n=448) |EIPEL 71%

Surgical 70% (n=230) 18% 78%
Obstetric 47% (n=19) 28% 5% 67%

4. Among Direct Care beneficiaries in Army MTFs, those receiving Obstetrics services were significantly less likely than those receiving
other services to report that staff always made sure they had their privacy when they took care of them (p<.05).
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The Hospital Environment

How often did doctors, nurses and other hospital staff make sure that you had privacy
when they took care of you or talked to you? (continued)

Never + Sometimes Usualli Alwais

2008 Percent
Most Positive

RESponse MHS 2009
0% 20% 40% 60% 80% 100%

Purchased Care (North)

Medical 72% (n=355) EIOL ALY 69%

Obstetric 68% (n=18) 17% 30% 53%
Purchased Care (South)

Medical 67% (n=276) pE% 24% 66%

Surgical 79% (n=156) QELZ) 25% 64%

Obstetric 47% (n=4) 25% 75%
Purchased Care (West)

Medical 66% (n=420) K24 28% 64%

Surgical 70% (n=326) [AZIVPLY) 71%

Obstetric 68% (n=36) 18% 24% 59%
Direct Care (OCONUS), Service

Army 71% (n=80) ENEZA 26% 63%

Navy 70% (n=53) 16% 21% 63%

Air Force 65% (n=29) 35% 62%
Direct Care (OCONUS), Region

Alaska 82% (n=30) 37% 61%

Europe 67% (n=76) ¥ 26% 62%

Pacific 69% (n=55) BEEZ 22% 63%
Coast Guard Sponsored Sample Member

Direct Care 60% (n=30) 18% 23% 59%

Purchased Care 87% (n=25) EEEZENLT 79%
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When you Left the Hospital

Before you left the hospital, did you receive information in writing about what activities
you could and could not do?

Yes No
Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 80%
2008 79%
2007 89%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)1 79% (n =10605) 80% 20%
Direct Care 81% (n =5846) 83% 17%
Purchased Care 75% (n =4759) 76% 24%
CONUS 79% (n =10106) 80% 20%
OCONUS 80% (n=499) 81% 19%
Direct Care, Military Service
Army 80% (n=2929) 81% 19%
Navy 84% (n=1691) 84% 16%
Air Force 79% (n =1226) 84% 16%
Purchased Care, TRICARE Regions
North 78% (n=1690) 79% 21%
South 75% (n=1454) 74% 26%
West 74% (n=1563) 75% 25%
Direct Care, Age?
18-44 82% (n=2828) 84% 16%
45-64 78% (n=1709) 79% 21%
65+ 76% (n=1309) 76% 24%
Purchased Care, Age®
18-44 84% (n=888) 85% 15%
45-64 2% (n=1203) 2% 28%
65+ 69% (n =2668) 68% 32%

1. Overall, Direct Care beneficiaries were significantly more likely than Purchased Care beneficiaries to report that they received
information in writing about what activities they could and could not do (p<.05).

2. Among Direct Care beneficiaries, those aged 18—-44 were significantly more likely than those in other age groups to report that they
received information in writing about what activities they could and could not do (p<.05). Furthermore, those aged 65+ were
significantly less likely than those in other age groups to report that they received information in writing about what activities they
could and could not do (p<.05).

3. Among Purchased Care beneficiaries, those aged 18-44 were significantly more likely than those in other age groups to report that
they received information in writing about what activities they could and could not do (p<.05). Furthermore, those aged 65+ were
significantly less likely than those in other age groups to report that they received information in writing about what activities they
could and could not do (p<.05).
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When you Left the Hospital

Before you left the hospital, did you receive information in writing about what activities
you could and could not do? (continued)

Yes No

2008 Percent
Most Positive

Response MHS 2009
0% 20% 40% 60% 80% 100%

Medical

Direct Care 83% (n =1903) 83% 17%

Purchased Care 84% (n=1771) 83% 17%
Surgical*

Direct Care 68% (n =2083) 70% 30%

Purchased Care 58% (n=2412) 58% 42%
Obstetrics

Direct Care 90% (n=1860) 92% 8%

Purchased Care 94% (n =576) 94% 6%

Direct Care (Army)®
Medical 83% (n=970) 82% 18%
Surgical 67% (n=1093) 69% 31%
Obstetric 89% (n =866) 92% 8%

Direct Care (Navy)®

3
S

Medical 83% (n=488) 82% 18%
Surgical 71% (n=561) 71% 29%
Obstetric 92% (n=642) 92%

Direct Care (Air Force)’

Medical 80% (n =445) 89% 11%
Surgical 66% (n=429) 72% 28%
Obstetric 87% (n=352) 89% 11%

4. Among those receiving Surgical services, Purchased Care beneficiaries were significantly less likely than Direct Care beneficiaries to
report that they received information in writing about what activities they could and could not do (p<.05).

5. Among Direct Care beneficiaries in Army MTFs, those receiving Surgical services were significantly less likely than those receiving
other services to report that they received information in writing about what activities they could and could not do (p<.05).
Furthermore, those receiving Obstetrics services were significantly more likely than those receiving other services to report that they
received information in writing about what activities they could and could not do (p<.05).

6. Among Direct Care beneficiaries in Navy MTFs, those receiving Surgical services were significantly less likely than those receiving
other services to report that they received information in writing about what activities they could and could not do (p<.05).
Furthermore, those receiving Obstetrics services were significantly more likely than those receiving other services to report that they
received information in writing about what activities they could and could not do (p<.05).

7. Among Direct Care beneficiaries in Air Force MTFs, those receiving Surgical services were significantly less likely than those
receiving other services to report that they received information in writing about what activities they could and could not do (p<.05).
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When you Left the Hospital

Before you left the hospital, did you receive information in writing about what activities
you could and could not do? (continued)

Yes No

2008 Percent

Most Positive
Response MHS 2009

20% 40% 60% 80% 100%

o
X

Purchased Care (North)®
Medical 86% (n=633) 86% 14%

Surgical 59% (n=809) 58% 42%
Obstetric 95% (n=248) 94% 6

Purchased Care (South)®
Medical 87% (n=569) 84% 16%

Surgical 59% (n=742) 55% 45%
Obstetric 95% (n=143) 93%

3
S S

Purchased Care (West)"

Medical 79% (n =559) 80% 20%
Surgical 59% (n=821) 61% 39%
Obstetric 92% (n=183) 93%

Direct Care (OCONUS), Service
Army 76% (n=172) 80% 20%
Navy 85% (n=129) 80% 20%
Air Force 89% (n=146) 88% 12%

Direct Care (OCONUS), Region

Alaska 86% (n=115) 82% 18%
Europe 82% (n=181) 82% 18%
Pacific 80% (n =150) 82% 18%

Coast Guard Sponsored Sample Member
Direct Care 88% (n=62) 79% 21%
Purchased Care 81% (n=83) 77% 23%

3
S

8. Among Purchased Care beneficiaries in the North region, those receiving Surgical services were significantly less likely than those
receiving other services to report that they received information in writing about what activities they could and could not do (p<.05).
Furthermore, those receiving Obstetrics services were significantly more likely than those receiving other services to report that they
received information in writing about what activities they could and could not do (p<.05).

9. Among Purchased Care beneficiaries in the South region, those receiving Surgical services were significantly less likely than those
receiving other services to report that they received information in writing about what activities they could and could not do (p<.05).
Furthermore, those receiving Obstetrics services were significantly more likely than those receiving other services to report that they
received information in writing about what activities they could and could not do (p<.05).

10. Among Purchased Care beneficiaries in the West region, those receiving Surgical services were significantly less likely than those
receiving other services to report that they received information in writing about what activities they could and could not do (p<.05).
Furthermore, those receiving Obstetrics services were significantly more likely than those receiving other services to report that they
received information in writing about what activities they could and could not do (p<.05).
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When you Left the Hospital

Before you left the hospital, did you receive information in writing about how to take
this medicine at home?

Yes No
Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 65%
2008 68%
2007 67%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)* 68% (n =9169) 65% 35%
Direct Care 66% (n =5508) 63% 37%
Purchased Care 71% (n :3661) 68% 32%
CONUS 68% (n =8699) 65% 35%
OCONUS 62% (n=470) 60% 40%
Direct Care, Military Service
Army 68% (n =2696) 65% 35%
Navy 65% (n =1630) 61% 39%
Air Force 63% (n =1182) 62% 38%
Purchased Care, TRICARE Regions?
North 70% (n=1375) 65% 35%
South 2% (n=1032) 73% 27%
West 72% (n=1215) 69% 31%
Direct Care, Age®
18-44 57% (n =2994) 53% 47%
45-64 98% (n=1369)
65+ 96% (n=1145)
Purchased Care, Age*
18-44 44% (n=921) 44% 56%
45-64 96% (n=843) 95% 5%
65+ 95% (n=1897) 94% 6%

1. Overall, Direct Care beneficiaries were significantly less likely than Purchased Care beneficiaries to report that they received
information in writing about how to take their medicine at home (p<.05).

2. Among Purchased Care beneficiaries, those in the North region were significantly less likely than those in the South region to report
that they received information in writing about how to take their medicine at home (p<.05).

3. Among Direct Care beneficiaries, those aged 18-44 were significantly less likely than those in other age groups region to report that
they received information in writing about how to take their medicine at home (p<.05). Furthermore, those aged 45-64 were
significantly more likely than those in other age groups region to report that they received information in writing about how to take
their medicine at home (p<.05).

4. Among Purchased Care beneficiaries, those aged 18—-44 were significantly less likely than those in other age groups region to report
that they received information in writing about how to take their medicine at home (p<.05).
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When you Left the Hospital

Before you left the hospital, did you receive information in writing about how to take
this medicine at home?(continued)

Yes No

2008 Percent
Most Positive

Response MHS 2009
e 0% 20% 40% 60% 80% 100%
Medical
Direct Care 97% (n=1763) 96%
Purchased Care 95% (n=1523) 93% 7%
Surgical
Direct Care 98% (n=1368) 98%
Purchased Care 96% (n=1419) 96%

Obstetrics®
Direct Care 40% (n=2377) 35% 65%

Purchased Care 25% (n=719) 29% 71%

Direct Care (Army)’
Medical 97% (n=861) 97%
Surgical 98% (n=710) 97%
Obstetric 40% (n=1125) 35% 65%

Direct Care (Navy)®

Medical 97% (n =456) 96%
Surgical 99% (n=372) 98%
Obstetric 42% (n=802) 38% 62%

Direct Care (Air Force)’
Medical 98% (n =446) 97%
Surgical 98% (n =286) 100%
Obstetric 37% (n =450) 29% 71%

5. Among beneficiaries receiving Medical services, those in Direct Care were significantly more likely than those in Purchased Care
to report that they received information in writing about how to take their medicine at home (p<.05).

6. Among beneficiaries receiving Obstetrics services, those in Direct Care were significantly more likely than those in Purchased Care
to report that they received information in writing about how to take their medicine at home (p<.05).

7. Among Direct Care beneficiaries in Army MTFs, those receiving Obstetrics services were significantly less likely than those
receiving other services to report that they received information in writing about how to take their medicine at home (p<.05).

8. Among Direct Care beneficiaries in Navy MTFs, those receiving Obstetrics services were significantly less likely than those
receiving other services to report that they received information in writing about how to take their medicine at home (p<.05).

9. Among Direct Care beneficiaries in Air Force MTFs, those receiving Obstetrics services were significantly less likely than those
receiving other services to report that they received information in writing about how to take their medicine at home (p<.05).
Furthermore, those receiving Surgical services were significantly more likely than those receiving other services to report that they
received information in writing about how to take their medicine at home (p<.05).
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When you Left the Hospital

Before you left the hospital, did you receive information in writing about how to take
this medicine at home?(continued)

Yes No

2008 Percent

Most Positive
Response MHS 2009

o
X

20%  40%  60%  80%  100%
Purchased Care (North)™
Medical 95% (n=583) 92% 8%
Surgical 97% (n=480) 96%
Obstetric 27% (n=312) 27% 73%

Purchased Care (South)™
Medical 94% (n=446) 92%
Surgical 95% (n=415) 95%
Obstetric 22% (n=171) 36% 64%

on ]
N

Purchased Care (West)™
Medical 95% (n=482) 94% 6%
Surgical 98% (n =500) 96%

Obstetric 24% (n=233) 24% 76%

Direct Care (OCONUS), Service

Army 73% (n =150) 65% 35%
Navy 57% (n=127) 55% 45%
Air Force 54% (n=154) 53% 47%

Direct Care (OCONUS), Region
Alaska 60% (n=119) 50% 50%
Europe 68% (n=161) 69% 31%
Pacific 58% (n =150) 54% 46%

Coast Guard Sponsored Sample Member
Direct Care 74% (n =60) 67% 33%
Purchased Care 76% (n=72) 49% 51%

10. Among Purchased Care beneficiaries in the North region, those receiving Obstetrics services were significantly less likely than those
receiving other services to report that they received information in writing about how to take their medicine at home (p<.05).

11. Among Purchased Care beneficiaries in the South region, those receiving Obstetrics services were significantly less likely than those
receiving other services to report that they received information in writing about how to take their medicine at home (p<.05).

12. Among Purchased Care beneficiaries in the West region, those receiving Obstetrics services were significantly less likely than those
receiving other services to report that they received information in writing about how to take their medicine at home (p<.05).
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Trust Question

Sometimes your health care provider cared more about what was convenient for him or
her than about your medical needs.

Neither Agree nor Somewhat or Strongly
Stronili Disairee Somewhat Disagree Disairee Airee
Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 47%
2008 48%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall) 48% (n =15165) 47% 14% 11%
i 0,
Direct Care 48% (n =8335) 47% 14% 11%
Purchased Care 4% (n =6830) 47% 15%  11%
CONUS 47% (n =14490) 46% 14% 11%
OCONUS 52% (n =675) 49% 10% 12%
Direct Care, Military Service
Army 49% (n =4156) 46% 15%  12%
Navy 48% (n =2342) 47% 13% 11%
Air Force 49% (n=1837) 47% 13% 10%
Purchased Care, TRICARE Regions
North 46% (n =2459) 47% 14% 11%
South 47% (n=2052) 47% 15%  10%
West 47% (n =2256) 46% 15% 11%
Direct Care, Age®
18-44 45% (n =3560) 43% T 15%  13%
45-64 58% (n =2497) 57% X7 10% 7%
65+ 54% (n=2278) 50% YT 13% 9%

Purchased Care, Age

18-44 53% (n=1128) 50% 14% 12%
45-64 48% (n =1598) 51% 11% 9%

65+ 40% (n=4104) 41% 17% 10%

1. Among Direct Care, those aged 18-44 were significantly less likely than those in other age groups to “strongly disagree” that their
health care provider cared more about what was convenient for him or her than about their medical needs. Furthermore, those aged
45-64 were significantly more likely than those in other age groups to “strongly disagree” that their health care provider cared more
about what was convenient for him or her than about their medical needs.
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Trust Question

Sometimes your health care provider cared more about what was convenient for him or
her than about your medical needs (continued)

Neither Agree nor Somewhat or Strongly

Stronili Disairee Somewhat Disagree Disairee Airee

2008 Percent
Most Positive

Response MHS 2009
0% 20% 40% 60% 80% 100%

Medical

Direct Care 48% (n=3607) 46% 15% | 12%

Purchased Care 38% (n =3330) 40% 18% | 13%
Surgical

Direct Care 57% (n =2308) 54% 1% 9%

Purchased Care 53% (n=2763) 53% 11% 7%
Obstetrics

Direct Care 44% (n =2420) 43% 15% 13%

Purchased Care 55% (n=737) 50% 14% 11%

Direct Care (Army)

Medical 48% (n=1792) 47% 150%  11%

Surgical 60% (n =1229) 52% 12% 10%

Obstetric 42% (n=1135)
Direct Care (Navy)

Medical 47% (n=910)

Surgical 53% (n =606)

Obstetric 46% (n =826)
Direct Care (Air Force)

Medical 49% (n =905)

Surgical 57% (n=473) 63% G 5

Obstetric 44% (n =459) 39% 14% 13%
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Trust Question

Sometimes your health care provider cared more about what was convenient for him or
her than about your medical needs (continued)

Neither Agree nor Somewhat or Strongly
Stronili Disairee Somewhat Disagree Disairee Airee

2008 Percent

Most Positive
Response MHS 2009

0% 20% 40% 60% 80% 100%
Purchased Care (North)?

Medical 39% (n=1231) 41% 17%  12%
Surgical 55% (n =909) 54% 9% 6%
Obstetric 50% (n=319) 50% 14%  12%

Purchased Care (South)®

Medical 37% (n=1023) 17%  13%
Surgical 50% (n =857) 13% 7%

Obstetric 62% (n=172) 15% 10%

Purchased Care (West)*

Medical 37% (n=1059) B 9% 13%
Surgical 55% (n=954) 11% 8%
Obstetric 55% (n =243) 12% 11%

Direct Care (OCONUS), Service

Army 57% (n=221) 8% 13%

Navy 48% (n =185) 11% 15%

Air Force 52% (n =206) 13% 7%
Direct Care (OCONUS), Region

Alaska 53% (n=164) 47% 15% 8%

Europe 55% (n =230) 59% =T 706 0%

Pacific 50% (n=217) 40% 12% 17%

Coast Guard Sponsored Sample Member
Direct Care 45% (n=81) 52% 11% 10%
Purchased Care 53% (n =106) 58% 12% 7%

2. Among Purchased Care beneficiaries in the North region, those receiving Surgical services were significantly more likely than those
receiving other services to “strongly disagree” that their health care provider cared more about what was convenient for him or her
than about their medical needs.

3. Among Purchased Care beneficiaries in the South region, those receiving Surgical services were significantly more likely than those
receiving other services to “strongly disagree’that their health care provider cared more about what was convenient for him or her
than about their medical needs.

4. Among Purchased Care beneficiaries in the West region, those receiving Surgical services were significantly more likely than those
receiving other services to “strongly disagree” that their health care provider cared more about what was convenient for him or her
than about their medical needs.

236



TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

Trust Question
Your health care provider was always thoughtful and thorough

Neither Agree nor Somewhat or Strongly
Stronili Disairee Somewhat Disagree Disairee Airee
Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 85%
2008 86%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall) 86% (n=15127) W _EA 85%
Direct Care 86% (n=8311) [0 85%
Purchased Care 86% (n=6816) R 85%
CONUS 86% (n=14463) [ JED 85%
OCONUS 93% (n=664) [ &4 89%

Direct Care, Military Service

Army 85% (n=4135) [ MV
Navy 86% (n=2342) -7
Air Force 88% (n=1834) [ TEZ I

Purchased Care, TRICARE Regions

North 87% (n=2453) [ A 85%

South 86% (n =2058)
West 86% (n =2243)
Direct Care, Age®

18-44 84% (n =3542)
45-64 91% (n =2477)
65+ 91% (n =2292)
Purchased Care, Age

18-44 86% (n=1118)
45-64 87% (n=1587)
65+ 86% (n=4111) A 86%

1. Among Direct Care, those aged 18-44 were significantly less likely than those in other age groups to agree that their health care
provider was always thoughtful and thorough (p<.05).
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Trust Question
Your health care provider was always thoughtful and thorough (continued)

Neither Agree nor Somewhat or Strongly

Stronili Disai ree Somewhat Disagree Disai ree Airee

2008 Percent
Most Positive

Response MHS 2009
0% 20% 40% 60% 80% 100%

Medical

Direct Care 86% (n=3606) [l A 84%

Purchased Care 83% (n=3334) B 12% 81%
Surgical

Direct Care 92% (n=2296) || @A)

Purchased Care 90% (n=2755) [IEA
Obstetrics

Direct Care 83% (n=2409) || [FAY 84%

Purchased Care 88% (n=727) 9% 85%

Direct Care (Army)
Medical 85% (n=1792)
Surgical 92% (n=1215)
Obstetric 81% (n=1128)

B10% 83%
87%
B 12% 82%

Direct Care (Navy)

| ||
3
X

Medical 87% (n =910) 9% 83%

Surgical 91% (n=606) NG 91%

Obstetric 84% (n =826)
Direct Care (Air Force)

Medical 85% (n=904)
Surgical 94% (n=475)
Obstetric 87% (n =455)
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Trust Question
Your health care provider was always thoughtful and thorough (continued)
Neither Agree nor Somewhat or Strongly

Stronili Disai ree Somewhat Disagree Disai ree Airee

2008 Percent

Most Positive
Response MHS 2009

o
X

20% 40% 60% 80% 100%

Purchased Care (North)?
Medical 84% (n=1236) [ N7 81%
Surgical 92% (n=902) 92%
Obstetric 87% (n=315) 11% 85%

Purchased Care (South)®
Medical 82% (n=1029) 11% 81%
Surgical 89% (n=860) 90%
Obstetric 90% (n=169) | 5% 86%

Purchased Care (West)*

Medical 82% (n=1052) W FEG 80%
Surgical 90% (n=951) [ A 90%
Obstetric 88% (n=240) N IEZ 86%

Direct Care (OCONUS), Service
Army 93% n=214) A 90%
Navy 93% (n=182) 8% 85%
Air Force 94% (n=206) 92%

Direct Care (OCONUS), Region

S X
>

Alaska 91% (n=164) 87%
Europe 94% (n=224) |0 93%
Pacific 94% n=214) | B2 85%

Coast Guard Sponsored Sample Member
Direct Care 90% (n=81)
Purchased Care 88% (n=104)

v 9% 86%
6% 89%

| ]

2. Among Purchased Care beneficiaries in the North region, those receiving Surgical services were significantly more likely than those
receiving other services to agree that their health care provider was always thoughtful and thorough (p<.05).

3. Among Purchased Care beneficiaries in the South region, those receiving Surgical services were significantly more likely than those
receiving Medical services to agree that their health care provider was always thoughtful and thorough (p<.05).

4. Among Purchased Care beneficiaries in the West region, those receiving Medical services were significantly less likely than those
receiving other services to agree that their health care provider was always thoughtful and thorough (p<.05).
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Trust Question

You completely trusted your health care providers decisions about which medical
treatments were best for you

Neither Agree nor Somewhat or Strongly
Stronili Disairee Somewhat Disagree Disairee Airee
Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 85%
2008 86%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)* 86% (n=15236) W A 85%
Direct Care 85% (n=8370) IR 84%
Purchased Care 87% (n=6866) A 86%
CONUS 86% (n=14564) [ A 85%
OCONUS 90% (n=672) Hs% 86%
Direct Care, Military Service
Army 85% (n=4160) N A 83%
Navy 85% (n =2348) 9% 83%
Air Force 88% (n=1862) A 86%
Purchased Care, TRICARE Regions
North 87% (n=2465) [ XA 86%
South 87% (n=2060) IEA 87%
West 87% (n=2279) A 86%
Direct Care, Age?
18-44 83% (n=3558) [H5BEEEA 81%
45-64 90% (n=2501) IEA 91%
65+ 92% (n=2311) [iA 91%
Purchased Care, Age®
18-44 86% (n=1122) 9% 84%
45-64 87% (n=1594) TEZ 86%
65+ 88% (n=4150) [EA 88%

1. Overall, Purchased Care beneficiaries were significantly more likely than Direct Care beneficiaries to agree that they completely
trusted their healthcare provider's decisions about which medical treatments were best (p<.05).

2. Among Direct Care, those aged 18-44 were significantly less likely than those in other age groups to agree that they completely
trusted their health care provider's decisions about which medical treatments were best (p<.05).

3. Among Purchased Care, those aged 65+ were significantly more likely than those in other age groups to agree that they completely
trusted their health care provider's decisions about which medical treatments were best (p<.05).
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Trust Question

You completely trusted your health care providers decisions about which medical
treatments were best for you (continued)

Neither Agree nor Somewhat or Strongly

Stronili Disai ree Somewhat Disagree Disai ree Airee

2008 Percent
Most Positive

Response MHS 2009
0% 20% 40% 60% 80% 100%

Medical

Direct Care 84% (n=3631) [l |4 83%

Purchased Care 83% (n =3352) B 12% 81%
Surgical®

Direct Care 92% (n=2322) WA 90%

Purchased Care 92% (n=2782) [E28 93%
Obstetrics

Direct Care 82% (n=2417) [ e°BEELA 81%

Purchased Care 87% n=732) | ER 86%

Direct Care (Army)®

Medical 84% (n=1796) [ A 83%
Surgical 93% (n=1231) N2 88%

Obstetric 80% (n=1133) 12% 81%

Direct Care (Navy)
Medical 83% (n=912) M 6oBIA 80%
Surgical 91% (n=612) 5% 90%
Obstetric 83% (n=824) vl 82%

Direct Care (Air Force)®

Medical 87% (n=923) [ B 88%
Surgical 93% (n=479) 94%
Obstetric 87% (n =460) 9% 80%

4. Among those receiving Surgical services, those in Purchased Care were significantly more likely than those in Direct Care to agree
that they completely trusted their health care provider's decisions about which medical treatments were best (p<.05).

5. Among Direct Care beneficiaries in Army MTFs, those receiving Surgical services were significantly more likely than those
receiving other services to agree that they completely trusted their health care provider's decisions about which medical treatments
were best (p<.05).

6. Among Direct Care beneficiaries in Air Force MTFs, those receiving Surgical services were significantly more likely than those
receiving other services to agree that they completely trusted their health care provider's decisions about which medical treatments
were best (p<.05). Furthermore, those receiving Obstetrics services were significantly less likely than those receiving other
services to agree that they completely trusted their health care provider's decisions about which medical treatments were best
(p<.05).
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Trust Question

You completely trusted your health care providers decisions about which medical
treatments were best for you (continued)

Neither Agree nor Somewhat or Strongly

Stronili Disai ree Somewhat Disagree Disai ree Airee

2008 Percent
Most Positive

Response MHS 2009
0% 20% 40% 60% 80% 100%
Purchased Care (North)’
Medical 83% (n=1234) 12% 81%
Surgical 93% (n=913) [T 93%
Obstetric 85% (n=318) | E 88%

Purchased Care (South)®
Medical 82% (n=1034) [ [FEA 82%
Surgical 92% (n=858) |[&) 92%
Obstetric 87% (n=168) || &4 88%

Purchased Care (West)®

Medical 83% (n=1068) 11% 82%

Surgical 92% (n=968) [IHN 92%

Obstetric 88% (n =243) 9% 84%
Direct Care (OCONUS), Service

Army 88% n=221) l IBA 86%

Navy 89% n=183) | BB 85%

Air Force 96% (n =206) 8% 88%

Direct Care (OCONUS), Region
Alaska 89% (n=164) [ 8N 82%
Europe 92% (n=229) 5% 90%
Pacific 90% n=216) B 84%

Coast Guard Sponsored Sample Member

Direct Care 96% (n=83) 19% 80%
Purchased Care 88% (n=109) | [WEEZ 87%

7. Among Purchased Care beneficiaries in the North, those receiving Surgical services were significantly more likely than those
receiving other services to agree that they completely trusted their health care provider's decisions about which medical treatments
were best (p<.05). Furthermore, those receiving Medical services were significantly less likely than those receiving other services to
agree that they completely trusted their health care provider's decisions about which medical treatments were best (p<.05).

8. Among Purchased Care beneficiaries in the South, those receiving Medical services were significantly less likely than those receiving
other services to agree that they completely trusted their health care provider's decisions about which medical treatments were best
(p<.05).

9. Among Purchased Care beneficiaries in the West, those receiving Surgical services were significantly more likely than those
receiving other services to agree that they completely trusted their health care provider's decisions about which medical treatments
were best (p<.05).
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Trust Question

Your health care provider was completely honest in telling you about all of the different
treatment options available for your condition

Neither Agree nor Somewhat or Strongly
Stronili Disairee Somewhat Disagree Disairee Airee
Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 84%
2008 86%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall) 86% (n=15195) J|_KIA 84%
i 0,
Direct Care 86% (n=8353) [N 84%
Purchased Care 85% (n=6842) XA 84%
CONUS 85% (n=14522) |[FER 84%
OCONUS 89% (n=673) N O 86%
Direct Care, Military Service
Army 85% (n=4161) [ A 83%
Navy 86% (n=2344) A 85%
Air Force 88% (n=1848) [ EIZ 87%
Purchased Care, TRICARE Regions
North 86% (n=2465) [ A 83%
South 86% (n=2051) (A 85%
West 84% (n=2263) LA 84%
Direct Care, Age®
18-44 84% (n=3553) [ A 82%
45-64 90% (n=2502) A 91%
65+ 90% (n=2298) [FIA 89%
Purchased Care, Age
18-44 86% (n=1124) [ QA 84%
45-64 86% (n=1594) IR 85%

65+ 84% (n=4124) [FEH 83%

1. Among Direct Care, those aged 18-44 were significantly less likely than those in other age groups to report that their health care
provider was completely honest in telling them about all the different treatment options available (p<.05).
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Trust Question

Your health care provider was completely honest in telling you about all of the different
treatment options available for your condition (continued)

Neither Agree nor Somewhat or Strongly

Stronili Disai ree Somewhat Disagree Disai ree Airee

2008 Percent
Most Positive

Response MHS 2009
o, 0% 20% 40% 60% 80% 100%
Medical
Direct Care 83% (n=3627) W F¥A 82%
Purchased Care 81% (n =3340) 15% 78%
Surgical
Direct Care 93% (n=2316) |8 90%
Purchased Care 90% (n=2769) [N 90%
Obstetrics
Direct Care 84% (n=2410) || A 83%
Purchased Care 87% (n=733) I 9% 86%
Direct Care (Army)
Medical 82% (n=1807) [ FEI 82%
Surgical 92% (n=1227) | B 88%
Obstetric 82% (n=1127) [ e 81%
Direct Care (Navy)
Medical 84% (n=907) M _FED 80%
Surgical 91% n=612) IER 92%
Obstetric 85% (n=825) R 85%

Direct Care (Air Force)®

Medical 85% (n=913) | IR 86%
Surgical 96% (n=477) 95%
Obstetric 87% (n =458) 9% 84%

2. Among those receiving Medical services, Direct Care beneficiaries were significantly more likely than Purchased Care beneficiaries
to report that their health care provider was completely honest in telling them about all the different treatment options available
(p<.05).

3. Among Direct Care beneficiaries in Air Force MTFs, those receiving Surgical services were significantly more likely than those
receiving other services to report that their health care provider was completely honest in telling them about all the different
treatment options available (p<.05).
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Trust Question

Your health care provider was completely honest in telling you about all of the different
treatment options available for your condition (continued)

Neither Agree nor Somewhat or Strongly

Stronili Disai ree Somewhat Disagree Disai ree Airee

2008 Percent

Most Positive
Response MHS 2009

0% 20% 40% 60% 80% 100%
Purchased Care (North)*

Medical 82% (n=1237) 15% 77%
Surgical 91% (n=912) [N 90%
Obstetric 86% (n=316) [F¥ER 86%

Purchased Care (South)®

Medical 81% (n=1028) 13% 80%
Surgical 91% (n=851) |kE4 90%

Obstetric 88% (n=172) 7% 86%

Purchased Care (West)®

Medical 79% (n=1058) [5AELS 78%
Surgical 90% (n=963) 90%
Obstetric 86% (n=242) 9% 86%

Direct Care (OCONUS), Service
Army 88% n=219) N BB 85%
Navy 88% (n=183) | BB 86%
Air Force 91% (n=208) oLz 88%

Direct Care (OCONUS), Region
Alaska 88% (n =164) 8% 86%
Europe 90% n=229) [IEA 90%
Pacific 88% n=217) | IR 83%

=gl
S

Coast Guard Sponsored Sample Member

Direct Care 91% (n=82) 16% 80%
Purchased Care 87% (n=108) |4 92%

4. Among Purchased Care beneficiaries in the North, those receiving Medical services were significantly less likely than those receiving
other services to report that their health care provider was completely honest in telling them about all the different treatment options
available (p<.05).

5. Among Purchased Care beneficiaries in the South, those receiving Medical services were significantly less likely than those receiving
other services to report that their health care provider was completely honest in telling them about all the different treatment options
available (p<.05).

6. Among Purchased Care beneficiaries in the West, those receiving Medical services were significantly less likely than those receiving
other services to report that their health care provider was completely honest in telling them about all the different treatment options
available (p<.05).
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Trust Question
All in all, you had complete trust in your health care provider

Neither Agree nor Somewhat or Strongly
Stronili Disairee Somewhat Disagree Disairee Airee
Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 86%
2008 87%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall) 87% (n=15282) Ho% 86%
i 0,
Direct Care 86% (n=8399) D 85%
Purchased Care 88% (n=6883) [ E& 87%
CONUS 87% (n=14608) [ 2 85%
OCONUS 89% (n=674) [ &4 88%
Direct Care, Military Service
Army 85% (n=4190) [ A 84%
Navy 86% (n=2354) I EB 85%
Air Force 88% (n=1855) B 88%
Purchased Care, TRICARE Regions
North 89% (n=2482) N EXA 87%
South 88% (n=2063) [EA 87%
West 88% (n=2275) [ EA 87%
Direct Care, Age®
18-44 83% (n=3570) M5B 82%
45-64 91% (n=2507) BN 91%
65+ 94% (n=2322) [l 94%
Purchased Care, Age?
18-44 87% (n=1129) [ EB 85%
45-64 89% (n=1598) NEA 87%
65+ 89% (n=4156) | EA 89%

1. Among Direct Care, those aged 18-44 were significantly less likely than those in other age groups to report that they had complete
trust in their provider (p<.05). Furthermore, those aged 65+ were significantly more likely than those in other age groups to report that
they had complete trust in their provider (p<.05).

2. Among Purchased Care, those aged 65+ were significantly more likely than those in other age groups to report that they had
complete trust in their provider (p<.05).
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Trust Question
All in all, you had complete trust in your health care provider (continued)
Neither Agree nor Somewhat or Strongly

Stronili Disai ree Somewhat Disagree Disai ree Airee

2008 Percent
Most Positive

Response MHS 2009
0% 20% 40% 60% 80% 100%

Medical

Direct Care 84% (n=3639) [ LA 84%

Purchased Care 84% (n =3359) B 12% 82%
Surgical

Direct Care 93% (n=2336) [ EA

Purchased Care 93% (n=2787)
Obstetrics

Direct Care 83% (n=2424) (IR 82%

Purchased Care 89% (n=737) I7% 87%

Direct Care (Army)®

Medical 84% (n=1808) [ [N 83%
Surgical 93% (n=1241) 89%
Obstetric 81% (n=1141) 12% 80%

Direct Care (Navy)

Medical 85% (n=912) Bl 82%
Surgical 93% (n=614) 92%
Obstetric 83% (n=828) [ &R 85%

Direct Care (Air Force)*

| |

Medical 85% (n=919) 6% 90%
Surgical 94% (n=481) 95%
Obstetric 87% (n =455) 10% 81%

3. Among Direct Care beneficiaries in Army MTFs, those receiving Surgical services were significantly more likely than those
receiving other services to report that they had complete trust in their provider (p<.05).

4. Among Direct Care beneficiaries in Air Force MTFs, those receiving Surgical services were significantly more likely than those
receiving other services to report that they had complete trust in their provider (p<.05). Furthermore, those receiving Obstetrics
services were significantly less likely than those receiving other services to report that they had complete trust in their provider
(p<.05).
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Trust Question
All in all, you had complete trust in your health care provider (continued)
Neither Agree nor Somewhat or Strongly

Stronili Disai ree Somewhat Disagree Disai ree Airee

2008 Percent

Most Positive
Response MHS 2009

o
X

20% 40% 60% 80% 100%
Purchased Care (North)®

Medical 85% (n=1242) 11% 81%
Surgical 95% (n=920) 93%
Obstetric 88% (n=320) 6% 89%

Purchased Care (South)®
Medical 83% (n=1033) N FEIN 82%
Surgical 93% (n=858) 94%
Obstetric 88% (n=172) 7% 88%

Purchased Care (West)’
Medical 84% (n=1067) || [P 82%
Surgical 92% (n=966) | 94%
Obstetric 91% (n=242) N B 87%

Direct Care (OCONUS), Service

Army 87% (n=221) 6% 88%

Navy 87% (n=184) 6% 87%

Air Force 93% (n=206) |0 91%
Direct Care (OCONUS), Region

Alaska 89% n=162) | 22 87%

Europe 88% (n=231) 92%
Pacific 89% (n=218) 7% 86%

Coast Guard Sponsored Sample Member
Direct Care 92% (n=82)
Purchased Care 92% (n =106)

16% 81%
7% 89%

5. Among Purchased Care beneficiaries in the North, those receiving Medical services were significantly less likely than those receiving
other services to report that they had complete trust in their provider (p<.05).

6. Among Purchased Care beneficiaries in the South, those receiving Surgical services were significantly more likely than those
receiving other services to report that they had complete trust in their provider (p<.05).

7. Among Purchased Care beneficiaries in the West, those receiving Surgical services were significantly more likely than those
receiving other services to report that they had complete trust in their provider (p<.05).
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Trust Question
Your health care provider did not refer you to a specialist when needed

Neither Agree nor Somewhat or Strongly
Stronili Disairee Somewhat Disagree Disairee Airee
Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 36%
2008 37%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)* 37% (n=14916) 36% 31% 12%
i 0,
Direct Care 3% (n =8228) 35% 33% 11%
Purchased Care 37% (n =6688) 38% 21%  12%
CONUS 37% (n =14255) 36% 30% 129%
OCONUS 33% (n =661) 37% 37% 9%

Direct Care, Military Service

Army 37% (n =4105) 32% 12%
Navy 36% (n=2318) 34% 11%
Air Force 36% (n =1805) 32% 11%

Purchased Care, TRICARE Regions

North 36% (n =2403) 29% 12%
South 35% (n=2011) 24%  13%

West 39% (n=2213) 26%  12%

Direct Care, Age?

18-44 34% (n =3516) 32% [ 20% | 38% 10%
45-64 46% (n=2473) 45% P 20% | 12%
65+ 39% (n=2239) 37% P 19% | 17%
Purchased Care, Age®

18-44 37% (n=1111)
45-64 41% (n =1584) 43% 21%  11%
65+ 34% (n=3993) 34% 23%  17%

1. Overall, those in Direct Care were significantly less likely than those in Purchased Care to report that they "strongly disagreed" with
the statement that their health care provider did not refer them to a specialist when needed (p<.05).

2. Among Direct Care, those aged 18-44 were significantly less likely than those in other age groups to report that they "strongly
disagreed" with the statement that their health care provider did not refer them to a specialist when needed (p<.05). Furthermore,
those aged 45-64 were significantly more likely than those in other age groups to report that they "strongly disagreed" with the
statement that their health care provider did not refer them to a specialist when needed (p<.05).

3. Among Purchased Care, those aged 65+ were significantly less likely than those in other age groups to report that they "strongly
disagreed" with the statement that their health care provider did not refer them to a specialist when needed (p<.05).
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TRICARE Inpatient Satisfaction Surve

Trust Question
Your health care provider did not refer you to a specialist when needed (continued)
Neither Agree nor Somewhat or Strongly

Stronili Disairee Somewhat Disagree Disairee Airee

2008 Percent
Most Positive

Response MHS 2009
0% 20% 40% 60% 80%  100%

Medical

Direct Care 38% (n=3552) 36% 24% 15%

Purchased Care 33% (n =3261) 34% 23% 16%
Surgical

Direct Care 44% (n=2291) 43% 21%  10%

Purchased Care 43% (n=2701) 44% 22%  11%
Obstetrics*

Direct Care 31% (n=2385) 30% 44%

Purchased Care 36% (n=726) 38% 39%
Direct Care (Army)®

Medical 38% (n=1761) 36% 24% 15%

Surgical 45% (n=1221) 42% 21%  11%

Obstetric 30% (n=1123) 28% 45% 9%
Direct Care (Navy)

Medical 37% (n=901) 36% 25% 14%

Surgical 41% (n=602) 41% 27% 10%

Obstetric 33% (n =815) 33% 42% 8%
Direct Care (Air Force)®

Medical 41% (n =890) 37% 23%  16%

Surgical 45% (n =468) 48% 5% 89

Obstetric 28% (n =447) 28% 47% 8%

4. Among those receiving Obstetrics services, Purchased Care beneficiaries were significantly more likely than Direct Care beneficiaries to report that they
"strongly disagreed" with the statement that their health care provider did not refer them to a specialist when needed (p<.05).

5.  Among Direct Care beneficiaries in Army MTFs, those receiving Obstetrics services were significantly less likely than those receiving other services to
report that they "strongly disagreed" with the statement that their health care provider did not refer them to a specialist when needed (p<.05).
Furthermore, those receiving Surgical services were significantly more likely than those receiving other services to report that they "strongly disagreed"
with the statement that their health care provider did not refer them to a specialist when needed (p<.05).

6. Among Direct Care beneficiaries in Air Force MTFs, those receiving Obstetrics services were significantly less likely than those receiving other services
to report that they "strongly disagreed" with the statement that their health care provider did not refer them to a specialist when needed (p<.05).
Furthermore, those receiving Surgical services were significantly more likely than those receiving other services to report that they "strongly disagreed"
with the statement that their health care provider did not refer them to a specialist when needed (p<.05).
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Trust Question
Your health care provider did not refer you to a specialist when needed (continued)

Neither Agree nor Somewhat or Strongly
Stronili Disairee Somewhat Disagree Disairee Airee

2008 Percent
Most Positive

Response MHS 2009
0% 20% 40% 60% 80% 100%
Purchased Care (North)’
Medical 32% (n =1200) 34% 23% | 16%
Surgical 47% (n=886) 43% 23%  11%
Obstetric 33% (n=317) 35% 43% 7%

Purchased Care (South)®
Medical 32% (n =1007) 35% 21% _  18%
Surgical 40% (n =834) 44% 21% _ 12%
Obstetric 34% (n=170) 41% 36% 5%

Purchased Care (West)®

Medical 34% (n=1038) 33% 25% 15%
Surgical 45% (n =939) 44% 21%  10%

Obstetric 41% (n =236) 40% 35% 8%

Direct Care (OCONUS), Service

Army 38% (n=218) 41% 33% 8%
Navy 31% (n=181) 30% 40% 11%
Air Force 30% (n =201) 35% 38% 7%

Direct Care (OCONUS), Region

Alaska 31% (n=162) 34% 40% 9%
Europe 37% (n=224) 46% 30% 8%
Pacific 32% (n=214) 27% 42% 10%

Coast Guard Sponsored Sample Member

Direct Care 42% (n=80) 49% 27% 8%
Purchased Care 41% (n=103) 45% 26% 13%

7. Among Purchased Care beneficiaries in the North region, those receiving Surgical services were significantly more likely than those
receiving other services to report that they "strongly disagreed" with the statement that their health care provider did not refer them to
a specialist when needed (p<.05).

8. Among Purchased Care beneficiaries in the South region, those receiving Surgical services were significantly more likely than those
receiving Medical services to report that they "strongly disagreed" with the statement that their health care provider did not refer them
to a specialist when needed (p<.05).

9. Among Purchased Care beneficiaries in the West region, those receiving Surgical services were significantly more likely than those
receiving Medical services to report that they "strongly disagreed" with the statement that their health care provider did not refer them
to a specialist when needed (p<.05).
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Trust Question

You trusted your health care provider to put your medical needs above all other
considerations when treating your medical problems

Neither Agree nor Somewhat or Strongly
Stronili Disairee Somewhat Disagree Disairee Airee
Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 85%
2008 86%
0% 20% 40% 60% 80% 100%
Military Health Systems (Overall)1 86% (n=15189) J11% 85%
Direct Care 85% (n=8343) [[FEIR3 84%
Purchased Care 87% (n=6846) [N 86%
CONUS 86% (n=14522) R 84%
OCONUS 87% (n=667) 2 87%
Direct Care, Military Service
Army 84% (n=4146) [ 24 83%
Navy 85% (n=2348) R 84%
Air Force 87% (n=1849) A 87%
Purchased Care, TRICARE Regions
North 87% (n=2466) |G 86%
South 87% (n=2059) [[FEA 86%
West 87% (n=2259) [[EA 86%
Direct Care, Age?
18-44 82% (n=3553) [ PR 81%
45-64 91% (n=2496) kA 90%
65+ 92% (n=2294) 93%

Purchased Care, Age®

B
3

18-44 85% (n=1120) A 83%
45-64 87% (n=1602) [IGEA 86%
65+ 89% (n=4124) |FA& 89%

1. Overall, those in Direct Care were significantly less likely than those in Purchased Care to agree that they trusted their health care
provider to put their medical needs above all other considerations (p<.05).

2. Among Direct Care, those aged 18-44 were significantly less likely than those in other age groups to agree that they trusted their
health care provider to put their medical needs above all other considerations (p<.05). Furthermore, those aged 65+ were significantly
more likely than those in other age groups to agree that they trusted their health care provider to put their medical needs above all
other considerations (p<.05).

3. Among Purchased Care, those aged 18-44 were significantly less likely than those in other age groups to agree that they trusted
their health care provider to put their medical needs above all other considerations (p<.05). Furthermore, those aged 65+ were
significantly more likely than those in other age groups to agree that they trusted their health care provider to put their medical needs
above all other considerations (p<.05).
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Trust Question

You trusted your health care provider to put your medical needs above all other
considerations when treating your medical problems (continued)

Neither Agree nor Somewhat or Strongly

Stronili Disai ree Somewhat Disagree Disai ree Airee

2008 Percent
Most Positive

Response MHS 2009
0% 20% 40% 60% 80% 100%

Medical

Direct Care 84% (n=3610) [} FEED 84%

Purchased Care 84% (n =3335) B 12% 83%
Surgical®

Direct Care 91% (n=2327) QA 88%

Purchased Care 91% (n=2777) [ 92%
Obstetrics

Direct Care 81% (n=2406) [ IEVR 81%

Purchased Care 86% (n=734) |G 85%

Direct Care (Army)

Medical 84% (n=1784) [ D) 83%
Surgical 90% (n=1236) [| LA 85%
Obstetric 80% (n=1126) [ A 80%

Direct Care (Navy)
Medical 85% (n=912) N VIA 81%
Surgical 92% (n=612) 5 90%
Obstetric 82% (n=824) 13% 83%

Direct Care (Air Force)®

Medical 86% (n=914) NI 88%
Surgical 94% (n=479) 94%
Obstetric 84% (n =456) 12% 81%

4. Among those receiving Surgical Services, Purchased Care beneficiaries were significantly more likely than Direct Care beneficiaries
to agree that they trusted their health care provider to put their medical needs above all other considerations (p<.05).

5. Among Direct Care beneficiaries in Air Force MTFs, those receiving Surgical Services were significantly more likely than those
receiving other services to agree that they trusted their health care provider to put their medical needs above all other considerations
(p<.05). Furthermore, those receiving Obstetrics Services were significantly less likely than those receiving other services to agree
that they trusted their health care provider to put their medical needs above all other considerations (p<.05).
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Trust Question

You trusted your health care provider to put your medical needs above all other
considerations when treating your medical problems (continued)

Neither Agree nor Somewhat or Strongly

Stronili Disai ree Somewhat Disagree Disai ree Airee

2008 Percent

Most Positive
Response MHS 2009

0% 20% 40% 60% 80% 100%
Purchased Care (North)®

Medical 85% (n=1226) || R 83%
Surgical 93% (n=922) [EA 92%
Obstetric 85% (n=318) [FEIN) 85%

Purchased Care (South)’
Medical 84% (n=1035) | [EEIR 84%

Surgical 91% (n =853) 90%
Obstetric 89% (n=171) 10% 86%

Purchased Care (West)®

| ] —q‘g
>

Medical 84% (n=1057) 13% 82%
Surgical 90% (n=960) [X 92%
Obstetric 85% (n=242) 11% 85%

Direct Care (OCONUS), Service
Army 86% (n=216) | [0 84%
Navy 84% (n=183) N 89%
Air Force 94% (n =206) 89%

Direct Care (OCONUS), Region

— = |— —
:
>

Alaska 92% (n=164) 19% 78%
Europe 87% (n=224) ] 92%
Pacific 85% (n=217) 9% 86%

Coast Guard Sponsored Sample Member

Direct Care 93% (n=83) 20% 75%
Purchased Care 93% (n=107) 90%

-
3
S

6. Among Purchased Care beneficiaries in the North, those receiving Surgical Services were significantly more likely than those
receiving other services to agree that they trusted their health care provider to put their medical needs above all other considerations
(p<.05).

7. Among Purchased Care beneficiaries in the South, those receiving Surgical Services were significantly more likely than those
receiving Medical services to agree that they trusted their health care provider to put their medical needs above all other
considerations (p<.05).

8. Among Purchased Care beneficiaries in the West, those receiving Surgical Services were significantly more likely than those
receiving other services to agree that they trusted their health care provider to put their medical needs above all other considerations
(p<.05).

254



TRICARE Inpatient Satisfaction Survey, Mail Survey of July—Se

Trust Question

You think your health care provider was strongly influenced by health plan rules when
making decisions about your medical care

Neither Agree nor Somewhat or Strongly
Stronili Disairee Somewhat Disagree Disairee Airee
Overall MHS 2008 Percent
Percent Most Most Positive
Positive Response Response MHS 2009
2009 19%
2008 19%
0% 20% 40% 60% 80%  100%
Military Health Systems (Overall)* 19% (n =14976) 19% 35% 31%
i 0,
Direct Care 18% (n=8219) D 36% 32%
Purchased Care 20% (n=6757) 21% 32% 29%
CONUS 19% (n=14307) [0 34% 31%
OCONUS 19% (n =669) 21% 37% 27%
Direct Care, Military Service
Army 17% (n=4100) [FRZG 37% 32%
Navy 19% (n=2311) [0 36% 329
Air Force 20% (n=1808) [ETD 33% 32%
Purchased Care, TRICARE Regions
North 19% (n=2446) LD 33% 29%
South 20% (n =2022) 22% 30% 29%
West 22% (n=2227) 21% 32% 29%
Direct Care, Age?
18-44 16% (n=3516) [T 15% | 40%
45-64 25% (n=2481) I 17% [P
65+ 20% (n=2222) [ETIZANN 13% PN
Purchased Care, Age®
18-44 22% (n=1108) 24% 33% 25%
45-64 22% (n =1606) 23% 31% 25%

65+ 18% (n=4043) HER 31% 35%

1. Overall, Purchased Care beneficiaries were significantly more likely than Direct Care beneficiaries to “strongly disagree” that their
health care provider was strongly influenced by health plan rules when making care decisions (p<.05).

2. Among Direct Care beneficiaries, those aged 18—-44 were significantly less likely than those in other age groups to “strongly disagree”
that their health care provider was strongly influenced by health plan rules when making care decisions (p<.05). Furthermore, those
aged 45-64 were significantly more likely than those in other age groups to “strongly disagree” that their health care provider was
strongly influenced by health plan rules when making care decisions (p<.05).

3. Among Purchased Care beneficiaries, those aged 65+ were significantly less likely than those in other age groups to “strongly
disagree” that their health care provider was strongly influenced by health plan rules when making care decisions (p<.05).
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Trust Question

You think your health care provider was strongly influenced by health plan rules when
making decisions about your medical care (continued)

Neither Agree nor Somewhat or Strongly

Stronili Disairee Somewhat Disagree Disairee Airee

2008 Percent
Most Positive

RESponse MHS 2009
0% 20% 40% 60% 80%  100%

Medical

Direct Care 19% (n=3541) [PEELD 33% 33%

Purchased Care 16% (n=3306) LD 33% 32%
Surgical

Direct Care 26% (n =2296) 23% 34% 28%

Purchased Care 24% (n=2727) 25% 27% 27%
Obstetrics*

Direct Care 12% (n=2382) K 40% 33%

Purchased Care 22% (n=724) 23% 36% 25%
Direct Care (Army)®

Medical 17% (n=1759) [EWLN 33% 34%

Surgical 25% (n=1222) 23% 36% 27%

Obstetric 11% (n=1119) [N 41% 329

Direct Care (Navy)®

Medical 21% (n=897) [HEYD 35% 32%
Surgical 28% n=603) [EED 31% 28%
Obstetric 13% (n=811) [FPIG 39% 33%

Direct Care (Air Force)’

Medical 22% (n=885) [N 28% 33%
Surgical 25% (n=471) 26% 30% 29%

Obstetric 15% n=452) [N 41% 32%

4. Among those receiving Obstetrics services, Purchased Care beneficiaries were significantly more likely than Direct Care beneficiaries
to “strongly disagree” that their health care provider was strongly influenced by health plan rules when making care decisions (p<.05).

5. Among Direct Care beneficiaries in Army MTFs, those receiving Obstetrics services were significantly less likely than those receiving
other services to “strongly disagree” that their health care provider was strongly influenced by health plan rules when making care
decisions (p<.05). Furthermore, those receiving Surgical services were significantly more likely than those receiving other services to
“strongly disagree” that their health care provider was strongly influenced by health plan rules when making care decisions (p<.05).

6. Among Direct Care beneficiaries in Navy MTFs, those receiving Obstetrics services were significantly less likely than those receiving
other services to “strongly disagree” that their health care provider was strongly influenced by health plan rules when making care
decisions (p<.05).

7. Among Direct Care beneficiaries in Air Force MTFs, those receiving Obstetrics services were significantly less likely than those
receiving other services to “strongly disagree” that their health care provider was strongly influenced by health plan rules when
making care decisions (p<.05).
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Trust Question

You think your health care provider was strongly influenced by health plan rules when
making decisions about your medical care (continued)

Neither Agree nor Somewhat or Strongly
Stronili Disairee Somewhat Disagree Disairee Airee

2008 Percent

Most Positive
RESponse MHS 2009

0% 20% 40% 60% 80% 100%
Purchased Care (North)®

Medical 15% (n=1218) ER 33% 33%
Surgical 24% (n=910) 26% 27% 27%
Obstetric 20% (n=318) (BN 37% 26%

Purchased Care (South)®

Medical 15% (n=1022) PEEN 29% 35%
Surgical 23% (n=832) 27% 28% 26%

Obstetric 26% (n=168) 27% 37% 20%

Purchased Care (West)

Medical 19% (n=1049) |IEELA 35% 30%
Surgical 26% (n =943) 23% 28% 29%

Obstetric 21% (n =235) 24% 33% 27%

Direct Care (OCONUS), Service

Army 18% (n=219) 25% 36%
Navy 18% (n=184) D 41%
Air Force 19% (n=204) BN 36%

Direct Care (OCONUS), Region

Alaska 17% (n=162) L 40%
Europe 20% (n =228) 28% 34%

Pacific 17% (n=216) [0 40%

Coast Guard Sponsored Sample Member
Direct Care 22% (n=s80) D 46% 14%
Purchased Care 28% (n=104) 39% 33% 16%

8. Among Purchased Care beneficiaries in the North region, those receiving Medical services were significantly less likely than those
receiving Surgical services to “strongly disagree” that their health care provider was strongly influenced by health plan rules when
making care decisions (p<.05).

9. Among Purchased Care beneficiaries in the South region, those receiving Medical services were significantly less likely than those
receiving other services to “strongly disagree” that their health care provider was strongly influenced by health plan rules when
making care decisions (p<.05).
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Survey Methodology and Results for the 2009 TRISS Mail Survey

TRISS Mail Survey Sample

The survey population for the 2009 TRICARE Inpatient Satisfaction Survey (TRISS)
consisted of TRICARE beneficiaries who received inpatient hospital care from July 1, 2009,
through September 30, 2009, for medical, surgical, or obstetrics care for selected diagnostic-
related group (DRG) codes (see Appendix B). Altarum Institute, under contract to the
Department of Defense TRICARE Management Activity (DoD-TMA), constructed and provided
the sample frame to RTI project staff. Altarum used a number of selection criteria to exclude
certain categories of inpatients from the sample frame. Those excluded from the survey included
those who

e were under 18 years of age,

e did not have a normal discharge,

e had a psychiatric or substance abuse diagnosis, and

¢ had a diagnosis of abortion, false labor, antepartum, or stillbirth.

The sampling frame that Altarum Institute provided to RTI project staff contained
sampling and contact information for TRICARE beneficiaries who received a Standard Inpatient
Data Record data file for direct care (DC) and a Health Care Service Record [Institutional] file
for purchased care (PC) for July through September 2009. Included in the mail survey were
TRICARE beneficiaries who received care from direct and network civilian facilities located
both within the continental Unites States (CONUS) and outside the continental United States
(OCONUS).

DoD-TMA conducts a telephone survey quarterly in addition to the mail survey. To
conduct both a mail and telephone survey of July—September inpatients, project statisticians
constructed the sample frame so that the sample for the telephone survey was selected first. The
remaining DC and PC inpatients received the mail survey.

There were 46,859 beneficiaries included in the Mail Survey sample, of whom 31,003
(66.2%) were DC beneficiaries and 15,856 (33.8%) were PC beneficiaries. The distribution of
cases in the sample by a number of subpopulations of interest, including military service/branch,
age, discharge month, etc., for the DC and PC samples is shown in Tables Al and A2.
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Table Al. Sample Distribution for July-September 2009 Direct Care Mail Survey

July August Sept Total
Age Group
18-44 6,899 7,280 7,399 21,578
45-64 1,922 1,990 1,789 5,701
65+ 1,223 1,266 1,235 3,724
Total 10,044 10,536 10,423 31,003
Product Type
Medical 3,852 3,950 3,694 11,496
Surgical 2,347 2,501 2,494 7,342
Childbirth 3,845 4,085 4,235 12,165
Total 10,044 10,536 10,423 31,003
Military Service
Army 5,430 5,484 5,558 16,472
Navy 2,859 3,229 3,099 9,187
Air Force 1,755 1,823 1,766 5,344
Total 10,044 10,536 10,423 31,003
TRICARE Region
North 2,851 3,243 3,124 9,218
South 2,819 2,871 2,781 8,471
West 3,339 3,356 3,415 10,110
OCONUS 1,035 1,066 1,103 3,204
Total 10,044 10,536 10,423 31,003

Table A2. Sample Distribution for July-September 2009 Purchased Care Mail Survey

July August Sept Total
Age Group
18-44 2,010 2,032 1,939 5,981
45-64 1,242 1,172 970 3,384
65+ 2,399 2,225 1,867 6,491
Total 5,651 5,429 4,776 15,856
Product Type
Medical 2,582 2,371 2,003 6,956
Surgical 1,869 1,768 1,488 5,125
Childbirth 1,200 1,290 1,285 3,775
Total 5,651 5,429 4,776 15,856
TRICARE Region
North 2,103 2,010 1,710 5,823
South 1,669 1,658 1,470 4,797
West 1,821 1,709 1,550 5,080
OCONUS 58 52 46 156
Total 5,651 5,429 4,776 15,856
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Mail Survey Data Collection

Data collection for the 2009 TRISS Mail Survey consisted of mailing a questionnaire
package that included a cover letter, a survey questionnaire based on the inpatient’s product type
(medical, surgical, or obstetrics) and a return envelope. The cover letter explained the purpose
and objectives of the survey and provided informed consent information. Sample members were
given the option of responding by mail or completing an online web survey. The personalized
cover letter included a unique username and password for each sample member and instructions
for accessing the web survey if the sample member chose to respond that way. A second
questionnaire package was mailed to all sample members who did not respond within
approximately 4 weeks of the first questionnaire mailing. The schedule of mailings for the DC
and PC samples is shown in Table A3.

Table A3. Schedule of Mailings for the 2009 TRISS Mail Survey

Discharge Month First Questionnaire Second Questionnaire
Direct Care Sample
July 2009 November 3, 2009 December 7, 2009
August 2009 December 2, 2009 January 6, 2010
September 2009 December 21, 2009 January 29, 2010
Purchased Care Sample
July—September 2009 December 21, 2009 January 29, 2010

Data Collection Results

Data collection resulted in obtaining a response rate of 27.7% with the DC sample, 44.9%
with the PC sample, and an overall response rate of 33.5%. The response rates were calculated
using the American Association for Policy Opinion Research response rate Rule Number 1,
which is defined as follows:

Number of Completed Interviews
Total Number Selected — Ineligible

Ineligible sample members are those who were deceased and those who reported that they did
not receive inpatient care from the sample facility.

Response rates varied by demographic characteristics, product type, military service (for
DC), TRICARE region (for PC) and by discharge month as shown in Tables A4 (for DC), A5
(for PC), and A6 (combined). The following is a summary of the response rates obtained:

e Response Rates, by Age. The response rate was lowest for both direct care and
purchased care respondents between the ages of 18 and 34 and highest for those 65
years old or older.
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Response Rates, by Gender. For direct care, the response rate was about the same
for both males and females. However, for purchased care, the response rate for male
sample members (57.0%) was significantly higher than the response rate for females
(38.4%).

Response Rates, by Product Type. For direct care, the response rate was identical
for sample members who received medical services and surgical care (32.7% and
32.3 respectively) and lowest for obstetrics patients (20.3%). For purchased care, the
response rate was highest for sample members who received surgical care (55.9%),
followed by those who received medical (50.3%) and obstetrics (19.9%) services.

Response Rates, by Military Service. For direct care, the response rate was highest
for Air Force (35.6%), followed by the Navy (26.3%) and Army (26.0%).

Response Rates, by TRICARE Region. The response rates in the CONUS regions
were similar for both direct care respondents and purchased care respondents.
However, the response rate for OCONUS direct care beneficiaries was significantly
lower than that for other direct care beneficiaries.

Response Rates, by Beneficiary Category. For both direct care and purchased care,
the response rate was highest among retired military personnel and dependents of
survivor at 53.7% and 64.2%, 56.4% and 53.3% respectively.

Response Rates, by Discharge Month. For both direct care and purchased care, the
response rates were very similar for the three sample months.
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Table A4. Response Rates for the Direct Care Sample

Number
Category Number Eligible Responded Response Rate (%0)

Total 30,957 8,581 27.72
Age Group

18-34 17,481 2,662 15.23*

35-44 4,096 972 23.73*

45-64 5,691 2,556 44.91*

65+ 3,689 2,391 64.81*
Gender

Male 10,534 3,020 28.67*

Female 20,423 5,561 27.23
Tricare Region

North 9,202 2,663 28.94*

South 8,458 2,474 29.25*

West 10,093 2,822 27.96

OCONUS 3,204 622 19.41*
Product Line

Medical 11,457 3,742 32.66*

Surgical 7,335 2,371 32.32*

Obstetrics 12,165 2,468 20.29*
Military Service Type

Army 16,444 4,268 25.95*

Navy 9,177 2,413 26.29*

Air Force 5,336 1,900 35.61*
Beneficiary Category

Active Duty 9,646 1,087 11.27*

Retired 4,564 2,450 53.68*

Dependent of Active Duty 11,541 2,558 22.16*

Dependent of Retired 4,024 1,939 48.19*

Dependent of Survivor 876 494 56.39*

Others 306 53 17.32*
Month

July 10,026 2,739 27.32

August 10,524 2,998 28.49

September 10,407 2,844 27.33

*The response rate for this subgroup is statistically different from the overall response rate.
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Table A5. Response Rates for the Purchased Care Sample

Number Eligible Number
Category Sampled Responded Response Rate

Total 15,795 7,084 44.85
Age Group

18-34 4,564 781 17.11*

35-44 1,416 370 26.13*

45-64 3,381 1,641 48.54*

65+ 6,434 4,292 66.71*
Gender

Male 5,467 3,114 56.96*

Female 10,328 3,970 38.44*
Tricare Region

North 5,804 2,552 43.97

South 4,779 2,126 44.49

West 5,056 2,343 46.34*

OCONUS 156 63 40.38
Product Type

Medical 6,905 3,475 50.33*

Surgical 5,115 2,857 55.86*

Obstetrics 3,775 752 19.92*
Beneficiary Category

Active Duty 1,079 160 14.83*

Retired 4,743 3,045 64.20*

Dependent of Active Duty 4,110 848 20.63*

Dependent of Retired 3,899 2,064 52.94*

Dependent of Survivor 1,718 915 53.26*

Others 246 52 21.14*
Discharge Month

July 5,625 2,541 45.17

August 5,410 2,403 44.42

September 4,760 2,140 44.96

* The response rate for this subgroup is statistically different from the overall response rate.
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Table A6. Overall Response Rates (Combined direct care and purchased care)

Number
Category Number Eligible Responded Response Rate (%0)

Total 46,752 15,665 33.51
Age Group

18-34 22,045 3,443 15.62*

35-44 5,512 1,342 24.35*

45-64 9,072 4,197 46.26*

65+ 10,123 6,683 66.02*
Gender

Male 16,001 6,134 38.34*

Female 30,751 9,531 30.99*
Tricare Region

North 15,006 5,215 34.75*

South 13,237 4,600 34.75*

West 15,149 5,165 34.09

OCONUS 3,360 685 20.39*
Product Line

Medical 18,362 7,217 39.30*

Surgical 12,450 5,228 41.99*

Obstetrics 15,940 3,220 20.20*
Military Service Type

Army 16,444 4,268 25.95*

Navy 9,177 2,413 26.29*

Air Force 5,336 1,900 35.61*
Beneficiary Category

Active Duty 10,725 1,247 11.63*

Retired 9,307 5,495 59.04*

Dependent of Active Duty 15,651 3,406 21.76*

Dependent of Retired 7,923 4,003 50.52*

Dependent of Survivor 2,594 1,409 54.32*

Others 552 105 19.02*
Month

July 15,651 5,280 33.74

August 15,934 5,401 33.90

September 15,167 4,984 32.86

* The response rate for this subgroup is statistically different from the overall response rate.
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Appendix B:
DRG Codes Used to Construct the Sample Frame on the 2009
TRICARE Inpatient Satisfaction Survey
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Table B1. DRG Codes Used to Construct the Sample Frame on the 2008 TRICARE
Inpatient Satisfaction Survey®

Service Line/
Product Type

DRG

Maternity
Care

370-375 (Please note: While the Federal Register Notice classifies these codes as
Medical or Surgical, for HCAHPS they are to be coded as Maternity Care.)

Medical

9-25, 27-29, 31, 32, 34, 35, 43-47,64-69, 71-73, 78-80, 82-90, 92-97, 99-102,
121, 122, 124-136, 138-145, 172-183, 185, 187-189, 202208, 235-251, 253,
254, 256, 271-278, 280, 281, 283, 284, 294-297, 299-301, 316-321, 323-326,
328, 329, 331, 332, 346352, 366369, 376, 378-380, 382—384, 395, 397-399,
403, 404, 409414, 416, 418-421, 423, 434-438, 444, 447, 449, 450, 452457,
460, 463467, 473, 478, 487, 489, 490, 492, 505, 508-511, 524, 559-566

Surgical

1, 2, 4-8, 3640, 42, 49-53, 55-57, 59, 61, 63, 75-77, 103-120, 146-155, 157—
162, 164-171, 191-201, 209-211, 213-219, 221-234, 257270, 285293, 302—
313, 315, 334339, 341, 342, 344, 345, 353-365, 377, 381, 392, 394, 400402,
406408, 415, 439443, 458, 459, 461, 468, 471, 472, 474, 476486, 488, 491,
493-504, 506, 507, 512-520, 525-558, 567-570, 573, 577-579

Ineligible

3, 26, 30, 33, 41, 48, 54, 58, 60, 62, 70, 74, 81, 91, 98, 123, 137, 156, 163, 184,
186, 190, 212, 220, 252, 255, 279, 282, 298, 314, 322, 327, 330, 333, 340, 343,
385-391, 393, 396, 405, 417, 422, 424433, 446, 448, 451, 462, 469, 470, 521-523

Note: DRGs in the ineligible category include patients with pediatric, psychiatric, rehabilitation, or deceased DRGs, and DRGS with

no assigned type.

! From the CAHPS Hospital Survey Quality Assurance Guidelines, Version 2.0, January 2007, Centers for Medicare

and Medicaid Services.
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