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TRICARE Inpatient Satisfaction Survey (TRISS):
Navy

The TRICARE Inpatient Satisfaction Survey (TRISS) reports on inpatient experiences of
adults who receive medical, surgical, and obstetrics services from the military health system’s
(MHS’s) 63 direct care (DC) military treatment facilities (MTFs) and through the MHS civilian
network of providers also known as purchased care (PC) arrangements. This report summarizes
survey results from a sample of inpatients discharged between July 1, 2008, and September 30,
2008. The survey sample consisted of 41,254 TRICARE inpatients of whom 27,167 received
care from a MTF and 14,087 from a civilian facility that is part of the MHS network of
providers. There were 16,440 medical service patients, 11,453 surgical patients, and 13,361
obstetrics patients surveyed. Of the total number sampled, 175 beneficiaries were either deceased
or did not receive care from the sample facility. Of the remaining 41,079 cases, 14,889
responded to the survey, for an overall response rate of 36.2%. For the Navy MTFs, 8,301
beneficiaries received a survey and 2,445 responded. The response rate for the Navy was 29.5%.
Details on the full survey methodology are presented in Appendix A: Survey Methodology and
Data Collection Results.

The MHS survey results were compared to the results from the 2008 Hospital Consumer
Assessment of Healthcare Providers and Systems (HCAHPS) survey of civilian hospitals.
HCAHPS is an integrated set of tested and standardized survey questionnaires and reporting
formats used to collect and report meaningful and reliable inpatient satisfaction information.
HCAHPS results are 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 vs. HCAHPS or Service vs. HCAHPS. Specific
product lines (e.g. medical, surgical, and obstetrics) were not compared to the HCAHPS
benchmark. Note that results presented as whole numbers were rounded using the Microsoft
Excel rounding function.

Key Findings for Navy Military Treatment Facilities

e Overall Hospital Rating. Beneficiaries who received care at Navy MTFs were
significantly less likely than HCAHPS civilian respondents to rate their hospital a 9 or 10
(54.0% vs. 64.9 %, p<.05).

e Willingness to Recommend Hospital. Beneficiaries who received care at Navy MTFs
were significantly less likely than HCAHPS civilian respondents to be definitely willing
to recommend their hospital to family and friends (59.9% vs. 69.9%, p<.05)



How to Read the DoD TRISS Report

For HCAHPS
questions and
composites, we
provide 2008

civilian benchmark

data. Statistical
tests were
conducted to
evaluate differences
between 2008
HCAHPS civilian
results and MHS
2008 results.
Significant
differences are
shown with arrows.
Because civilian
benchmark data are
not available for
DoD questions or
domains, statistical
analysis for DoD
questions and
domains compared
MTF results with
military service
results overall for
2008.

TRICARE Inpatient Satisfaction Survey, Mail Survey of Julv-September 2008 Inpatients—Navy
5 T 5 Current
., W P el Ao orine oo urvey question an reportin
Domain: Communication with Nurses < associated domain pe'?io i
How often did nurses treat you with courtesy and respect?
Percent Most Positive Response <4------ |
Overall Medical Surgical Obstetric :
HCAHPS Civilian Benchmark 2008 T0% T0% T0% 70% !
Overall—MHS 2008 70% T0% 70% 70% All numbers in
Overall—MHS 200?< _________________ a T0% T0% T0% T0% the table
Overall—MHS 2006 : 70% T0% T0% 70% represent most
Navy, Overall 1 T0% T0% T70% 70% e
National Naval Medical Center Bethesda ' positive
- e e T PO% 70% 70% 70% | responses.
aval nospita =10 o]
2008 : 70% T0% T0% 70% replie_sent 1LelE
2007 ' 70% 70% 70% 70% posmye
Naval Hospital Bremerton ' experiences
2008 ! 70% 70% 70% 70% | with care.
2007 : 70% T0% 70% 70%
Naval Hospital Camp Lejeune 1
2008 : 70% T0% 70% 70%
2007 : T0% T0% T0% T0%
Naval Hospital Camp Pendleton '
2008 : 70% ¥ 70% 70% T0%
2007 | 70% T0% 70% 70%
Naval Hospital Cherry Point '
2008 : 70% T0% T0% 70%
2007 : T0% T0% T0% 70%
Naval Hospital Guam—Agana :
2008 | 70% T0% T0% 70%
2007 ' 70% 70% 70% 70%
Naval Hospital Jacksonville '
2008 : T0% T0% T0% 70%
2007 : 70% 70% 70% 70%
MNaval Hospital Lemoore 1
2008 : T0% T0% T0% T0%
2007 ' 70% 70% 70% 70%
Maval Hospital Naples '
2008 1 70% T0% T0% 70%
2007 | T70% 70% 70% 70%
MNaval Hospital Cak Harbor :
2008 : 70% ¥ 70% 70% 70%
r----9 2007 : 70% 70% 70% 70%
MNaval Hospital Okinawa !
2008 : 70% ¥ 70% 70% 70%
2007 , 70% 70% 70% 70%
1
9

Arrow represents statistically significant differences, at the

is: higher 4 or lower W than the HCAHPS benchmark.

5% confidence level, from the 2006 HCAHPS civilian score. Your MHS score

For each MTF, 2007 TRISS results are also
provided for visual analysis of trends. Because the
8 Trust questions were included in the TRISS for
the first time in 2008, MTF trend data are not
available for the Trust questions.

Overall MHS 2006 and 2007 TRISS results are

provided for visual analysis of trends. Because the

8 Trust questions were included in the TRISS for
the first time in 2008, MHS trend data are not
available for the Trust questions.




Navy Report:

Overall Satisfaction Questions



Mail Survey of July-Se

Overall Satisfaction: Rating of Hospital

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?

Percent Most Positive Response

Overall Medical Surgical Obstetric
HCAHPS Civilian Benchmark 2008 64.9%
Overall—MHS 2008 56.0% 60.0% 64.1% 44.5%
Overall—MHS 2007 53.8% 58.1% 61.7% 42.3%
Overall—MHS 2006 51.5% 55.6% 56.7% 41.4%
Navy, Overall 54.0% Vv 58.0% 62.5% 47.0%
National Naval Medical Center Bethesda
2008 66.5% 60.3% 67.6% 72.7%
2007 58.5% 62.8% 69.9% 46.0%
Naval Hospital Beaufort
2008 N/A N/A N/A N/A
2007 37.6%** 35.8%** N/A N/A
Naval Hospital Bremerton
2008 62.1%* 73.0%* N/A 56.6%*
2007 64.3%* 75.6%** N/A 61.0%*
Naval Hospital Camp Lejeune
2008 54.5% WV 64.7%* 57.2%** 50.5%*
2007 42.8% 34.6%* 40.8%** 45.7%*
Naval Hospital Camp Pendleton
2008 47.6% WV 60.7%* N/A 37.0%*
2007 46.6% 63.2%* 51.4%** 36.6%*
Naval Hospital Cherry Point
2008 N/A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Guam—Agana
2008 63.2%* 59.3%* N/A N/A
2007 40.7%* 59.2%** N/A N/A
Naval Hospital Guantanamo Bay
2008 N/A A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Jacksonville
2008 48.9% Vv 51.0%* 44.0%** 48.2%*
2007 54.7% 52.9% 58.9%* 55.6%*
Naval Hospital Lemoore
2008 43.6%** ¥ N/A N/A 44.9%**
2007 53.9%** N/A N/A 50.1%**
Naval Hospital Naples
2008 N/A N/A N/A N/A
2007 70.1%** N/A N/A N/A
Naval Hospital Oak Harbor
2008 53.6%** N/A N/A 47.0%**
2007 42.3%* N/A N/A 44.3%*

(continued)



Mail Survey of July-Se

Overall Satisfaction: Rating of Hospital

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?
(continued)

Percent Most Positive Response

Overall Medical Surgical Obstetric

Naval Hospital Okinawa

2008 32.6%* ¥ N/A 19.0%** 34.5%*

2007 36.0% 46.1%** 50.5%* 19.8%*
Naval Hospital Pensacola

2008 60.1%* 79.3%* 57.4%** 45.9%**

2007 60.4% 64.3%* 59.6%* 56.5%*
Naval Hospital Rota

2008 N/A N/A N/A N/A

2007 N/A N/A N/A N/A
Naval Hospital Sigonella

2008 N/A ¥ N/A N/A N/A

2007 N/A N/A N/A N/A
Naval Hospital Twentynine Palms

2008 55.8%** N/A N/A 61.1%**

2007 49.6%* 44.1%** N/A N/A
Naval Hospital Yokosuka

2008 41.1%* ¥ N/A N/A 46.1%*

2007 60.8%* N/A N/A 60.4%**
Naval Medical Center Portsmouth

2008 55.0% WV 59.7% 74.4% 37.4%

2007 48.8% 61.0% 54.4% 36.2%
Naval Medical Center San Diego

2008 53.1% Vv 58.6% 57.5% 44.0%

2007 51.6% 61.0% 59.2% 39.2%

N/A: Results that reflect responses from fewer than 15 individuals are excluded in order to protect human subjects.

*Comparisons are based on results from samples of 31 to 99 respondents, therefore statistical test results have low precision and may not
be reliable.

**This estimate is based on a sample of between 15 and 30 respondents and is subject to significant sampling error.

Arrow represents statistically significant differences, at the 95% confidence level, from the 2008 HCAHPS civilian score. Your MHS score
is: higher A or lower W than the HCAHPS benchmark.




Mail Survey of July-Se

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

Percent Most Positive Response

Overall Medical Surgical Obstetric
HCAHPS Civilian Benchmark 2008 69.9%
Overall—MHS 2008 59.7% 62.4% 68.1% 49.4%
Overall—MHS 2007 57.1% 61.9% 63.6% 46.1%
Overall—MHS 2006 57.1% 61.1% 63.2% 46.3%
Navy, Overall 59.9% ¥ 62.7% 68.3% 53.8%
National Naval Medical Center Bethesda
2008 79.7% A 75.5% 77.0% 86.3%
2007 70.7% 76.1% 77.4% 60.3%
Naval Hospital Beaufort
2008 N/A N/A N/A N/A
2007 35.2%** 33.1%** N/A N/A
Naval Hospital Bremerton
2008 69.0%* 58.7%* N/A 73.7%*
2007 71.0%* 79.3%** N/A 67.8%*
Naval Hospital Camp Lejeune
2008 56.8% W 59.5%* 64.6%** 53.8%*
2007 42.4% 38.7%* 38.3%** 44.8%*
Naval Hospital Camp Pendleton
2008 51.5% Vv 70.8%* N/A 37.5%*
2007 44.2% 61.4%* 46.7%** 35.0%*
Naval Hospital Cherry Point
2008 N/A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Guam—Agana
2008 69.5%* 71.3%* N/A N/A
2007 56.5%* 68.6%** N/A N/A
Naval Hospital Guantanamo Bay
2008 N/A A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Jacksonville
2008 50.0% WV 51.9%* 35.8%** 53.0%*
2007 52.1% 50.3% 57.0%* 52.9%*
Naval Hospital Lemoore
2008 45.2%*+ N/A N/A 50.3%**
2007 35.3%** N/A N/A 27.0%**
Naval Hospital Naples
2008 N/A A N/A N/A N/A
2007 62.3%** N/A N/A N/A
Naval Hospital Oak Harbor
2008 45.4%* ¥ N/A N/A 44 .2%**
2007 51.1%* N/A N/A 51.3%*

(continued)



Mail Survey of July-Se

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

Percent Most Positive Response

Overall Medical Surgical Obstetric

Naval Hospital Okinawa

2008 40.1%* ¥ N/A 26.0%** 42.2%*

2007 36.7% 50.4%** 44.9%* 22.5%*
Naval Hospital Pensacola

2008 60.0%* 80.9%* 57.2%** 45.7%**

2007 70.2% 75.2%* 72.3%* 63.3%*
Naval Hospital Rota

2008 N/A N/A N/A N/A

2007 N/A N/A N/A N/A
Naval Hospital Sigonella

2008 N/A N/A N/A N/A

2007 N/A N/A N/A N/A
Naval Hospital Twentynine Palms

2008 46.6%** ¥ N/A N/A 46.0%**

2007 56.4%* 50.2%** N/A N/A
Naval Hospital Yokosuka

2008 52.8%* ¥ N/A N/A 59.5%*

2007 61.1%* N/A N/A 68.9%**
Naval Medical Center Portsmouth

2008 61.1% V¥ 64.1% 79.9% 45.3%

2007 52.6% 65.2% 55.6% 41.5%
Naval Medical Center San Diego

2008 59.7% 63.4% 66.3% 51.2%

2007 59.6% 72.5% 65.9% 45.0%

N/A: Results that reflect responses from fewer than 15 individuals are excluded in order to protect human subjects.

*Comparisons are based on results from samples of 31 to 99 respondents, therefore statistical test results have low precision and may not
be reliable.

**This estimate is based on a sample of between 15 and 30 respondents and is subject to significant sampling error.

Arrow represents statistically significant differences, at the 95% confidence level, from the 2008 HCAHPS civilian score. Your MHS score
is: higher A or lower W than the HCAHPS benchmark.




Navy Report:

HCAHPS Composites and Questions



Mail Survey of July-Se

Composite: Communication with Nurses

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

Percent Most Positive Response

Overall Medical Surgical Obstetric
HCAHPS Civilian Benchmark 2008 74.1%
Overall—MHS 2008 69.0% 70.2% 74.1% 63.1%
Overall—MHS 2007 66.5% 69.1% 70.0% 60.4%
Overall—MHS 2006 65.0% 70.0% 68.0% 59.0%
Navy, Overall 68.8% ¥ 72.9% 77.3% 61.8%
National Naval Medical Center Bethesda
2008 74.9% 75.2% 76.1% 73.8%
2007 63.6% 72.6% 61.4% 56.2%
Naval Hospital Beaufort
2008 N/A N/A N/A N/A
2007 65.5%** 60.8%** N/A N/A
Naval Hospital Bremerton
2008 76.0%* 83.8%* N/A 72.0%*
2007 80.2%* 83.6%** N/A 79.3%*
Naval Hospital Camp Lejeune
2008 67.3% 71.1%* 82.0%** 62.1%*
2007 56.9% 66.8%* 46.0%** 57.8%*
Naval Hospital Camp Pendleton
2008 68.2% 89.2%* N/A 55.5%*
2007 61.8% 72.6%* 65.4%** 55.4%*
Naval Hospital Cherry Point
2008 N/A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Guam—Agana
2008 77.3%* 71.8%* N/A N/A
2007 80.8%* 91.2%** N/A N/A
Naval Hospital Guantanamo Bay
2008 N/A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Jacksonville
2008 71.9% 76.5%* 66.3%** 68.8%*
2007 73.3% 76.2% 68.7%* 71.3%*
Naval Hospital Lemoore
2008 46.4%** ¥ N/A N/A 45.3%**
2007 60.3%** N/A N/A 63.3%**
Naval Hospital Naples
2008 N/A N/A N/A N/A
2007 75.1%** N/A N/A N/A
Naval Hospital Oak Harbor
2008 65.3%** N/A N/A 59.4%**
2007 60.8%* N/A N/A 57.9%*

(continued)



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.

Percent Most Positive Response

Overall Medical Surgical Obstetric

Naval Hospital Okinawa

2008 68.7%* N/A 76.8%** 61.2%*

2007 70.1% 70.9%** 75.3%* 66.1%*
Naval Hospital Pensacola

2008 74.8%* 84.0%* 85.4%** 64.4%**

2007 74.5% 80.8%* 80.2%* 63.9%*
Naval Hospital Rota

2008 N/A N/A N/A N/A

2007 N/A N/A N/A N/A
Naval Hospital Sigonella

2008 N/A N/A N/A N/A

2007 N/A N/A N/A N/A
Naval Hospital Twentynine Palms

2008 69.3%** N/A N/A 61.1%**

2007 68.3%* 70.4%** N/A N/A
Naval Hospital Yokosuka

2008 70.6%* N/A N/A 72.1%*

2007 84.7%* N/A N/A 87.6%**
Naval Medical Center Portsmouth

2008 66.4% Vv 70.4% 80.8% 53.0%

2007 59.9% 66.9% 61.6% 53.6%
Naval Medical Center San Diego

2008 65.5% WV 67.7% 69.5% 60.3%

2007 66.0% 70.9% 70.5% 59.2%

N/A: Results that reflect responses from fewer than 15 individuals are excluded in order to protect human subjects.

*Comparisons are based on results from samples of 31 to 99 respondents, therefore statistical test results have low precision and may not
be reliable.

**This estimate is based on a sample of between 15 and 30 respondents and is subject to significant sampling error.

Arrow represents statistically significant differences, at the 95% confidence level, from the 2008 HCAHPS civilian score. Your MHS score
is: higher A or lower W than the HCAHPS benchmark.
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Mail Survey of July-Se

Composite: Communication with Nurses
How often did nurses treat you with courtesy and respect?

Percent Most Positive Response

Overall Medical Surgical Obstetric
HCAHPS Civilian Benchmark 2008 81.5%
Overall—MHS 2008 75.6% 78.7% 80.3% 67.9%
Overall—MHS 2007 73.2% 77.5% 76.8% 65.0%
Overall—MHS 2006 72.5% 76.7% 74.9% 64.9%
Navy, Overall 75.3% ¥ 81.2% 83.4% 67.1%
National Naval Medical Center Bethesda
2008 83.4% 81.9% 87.5% 81.8%
2007 69.9% 83.4% 63.9% 60.8%
Naval Hospital Beaufort
2008 N/A N/A N/A N/A
2007 78.5%** 82.3%** N/A N/A
Naval Hospital Bremerton
2008 78.4%* 89.9%* N/A 72.6%*
2007 85.5%* 90.3%** N/A 84.4%*
Naval Hospital Camp Lejeune
2008 70.4% Vv 73.5%* 85.2%** 65.3%*
2007 60.0% 77.6%* 53.9%** 57.3%*
Naval Hospital Camp Pendleton
2008 75.3% 90.4%* N/A 63.5%*
2007 68.6% 81.7%* 73.4%** 60.6%*
Naval Hospital Cherry Point
2008 N/A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Guam—Agana
2008 82.8%* 80.5%* N/A N/A
2007 82.1%* 89.4%** N/A N/A
Naval Hospital Guantanamo Bay
2008 N/A A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Jacksonville
2008 79.1% 86.5%* 71.7%** 73.4%*
2007 78.6% 80.9% 80.9%* 75.3%*
Naval Hospital Lemoore
2008 48.3%** WV N/A N/A 46.0%**
2007 62.2%** N/A N/A 65.7%**
Naval Hospital Naples
2008 N/A N/A N/A N/A
2007 85.4%** N/A N/A N/A
Naval Hospital Oak Harbor
2008 74.0%** N/A N/A 69.8%**
2007 61.1%* N/A N/A 56.3%*

(continued)
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Mail Survey of July-Se

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

Percent Most Positive Response

Overall Medical Surgical Obstetric

Naval Hospital Okinawa

2008 75.6%* N/A 76.1%** 69.5%*

2007 77.1% 77.5%** 80.9%* 74.3%*
Naval Hospital Pensacola

2008 82.1%* 87.7%* 96.5%** 73.2%**

2007 75.9% 82.2%* 77.5%* 67.9%*
Naval Hospital Rota

2008 N/A N/A N/A N/A

2007 N/A N/A N/A N/A
Naval Hospital Sigonella

2008 N/A N/A N/A N/A

2007 N/A N/A N/A N/A
Naval Hospital Twentynine Palms

2008 77.2%** N/A N/A 62.2%**

2007 79.4%* 82.3%** N/A N/A
Naval Hospital Yokosuka

2008 79.2%* N/A N/A 84.0%*

2007 84.2%* N/A N/A 85.4%**
Naval Medical Center Portsmouth

2008 72.6% Vv 81.1% 85.7% 57.2%

2007 66.3% 70.5% 70.3% 60.7%
Naval Medical Center San Diego

2008 71.6% Vv 77.8% 73.0% 64.0%

2007 73.1% 78.3% 78.5% 65.5%

N/A: Results that reflect responses from fewer than 15 individuals are excluded in order to protect human subjects.

*Comparisons are based on results from samples of 31 to 99 respondents, therefore statistical test results have low precision and may not
be reliable.

**This estimate is based on a sample of between 15 and 30 respondents and is subject to significant sampling error.

Arrow represents statistically significant differences, at the 95% confidence level, from the 2008 HCAHPS civilian score. Your MHS score
is: higher A or lower W than the HCAHPS benchmark.

12



Mail Survey of July-Se

Composite: Communication with Nurses
How often did nurses listen carefully to you?

Percent Most Positive Response

Overall Medical Surgical Obstetric
HCAHPS Civilian Benchmark 2008 70.6%
Overall—MHS 2008 63.1% 64.8% 69.2% 55.9%
Overall—MHS 2007 60.6% 64.2% 64.6% 52.9%
Overall—MHS 2006 59.7% 63.2% 62.7% 52.4%
Navy, Overall 61.8% ¥ 66.6% 71.4% 53.9%
National Naval Medical Center Bethesda
2008 69.2% 71.7% 67.7% 67.5%
2007 55.8% 66.3% 55.2% 45.8%
Naval Hospital Beaufort
2008 N/A ¥ N/A N/A N/A
2007 59.6%** 50.8%** N/A N/A
Naval Hospital Bremerton
2008 69.0%* 76.0%* N/A 64.7%*
2007 78.5%* 80.7%** N/A 77.7%*
Naval Hospital Camp Lejeune
2008 63.3% 69.0%* 75.6%** 58.2%*
2007 52.4% 61.4%* 39.9%** 54.1%*
Naval Hospital Camp Pendleton
2008 65.0% 88.3%* N/A 52.2%*
2007 56.8% 70.9%* 57.7%** 49.5%*
Naval Hospital Cherry Point
2008 N/A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Guam—Agana
2008 70.8%* 64.6%* N/A N/A
2007 76.3%* 89.7%** N/A N/A
Naval Hospital Guantanamo Bay
2008 N/A A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Jacksonville
2008 66.2% 66.0%* 67.7%** 65.9%*
2007 67.8% 73.8% 59.8%* 63.4%*
Naval Hospital Lemoore
2008 35.0%** WV N/A N/A 31.3%**
2007 53.9%** N/A N/A 55.3%**
Naval Hospital Naples
2008 N/A N/A N/A N/A
2007 70.0%** N/A N/A N/A
Naval Hospital Oak Harbor
2008 60.6%** N/A N/A 53.8%**
2007 60.6%* N/A N/A 58.1%*

(continued)
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Mail Survey of July-Se

Composite: Communication with Nurses
How often did nurses listen carefully to you? (continued)

Percent Most Positive Response

Overall Medical Surgical Obstetric

Naval Hospital Okinawa

2008 62.9%* N/A 68.1%** 54.9%*

2007 62.7% 61.9%** 65.7%* 61.0%*
Naval Hospital Pensacola

2008 69.9%* 81.3%* 79.9%** 57.9%**

2007 70.3% 80.0%* 72.2%* 58.7%*
Naval Hospital Rota

2008 N/A N/A N/A N/A

2007 N/A N/A N/A N/A
Naval Hospital Sigonella

2008 N/A N/A N/A N/A

2007 N/A N/A N/A N/A
Naval Hospital Twentynine Palms

2008 56.5%** N/A N/A 51.0%**

2007 60.4%* 63.8%** N/A N/A
Naval Hospital Yokosuka

2008 60.9%* N/A N/A 58.2%*

2007 84.2%* N/A N/A 90.1%**
Naval Medical Center Portsmouth

2008 58.2% 63.6% 76.9% 40.8%

2007 54.0% 61.7% 59.5% 45.0%
Naval Medical Center San Diego

2008 57.5% Vv 59.4% 64.1% 50.8%

2007 58.6% 63.8% 63.8% 51.1%

N/A: Results that reflect responses from fewer than 15 individuals are excluded in order to protect human subjects.

*Comparisons are based on results from samples of 31 to 99 respondents, therefore statistical test results have low precision and may not
be reliable.

**This estimate is based on a sample of between 15 and 30 respondents and is subject to significant sampling error.

Arrow represents statistically significant differences, at the 95% confidence level, from the 2008 HCAHPS civilian score. Your MHS score
is: higher A or lower W than the HCAHPS benchmark.
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Mail Survey of July-Se

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

Percent Most Positive Response

Overall Medical Surgical Obstetric
HCAHPS Civilian Benchmark 2008 70.2%
Overall—MHS 2008 68.2% 67.1% 72.8% 65.5%
Overall—MHS 2007 65.6% 65.7% 68.4% 63.2%
Overall—MHS 2006 64.4% 65.0% 66.2% 62.1%
Navy, Overall 69.3% 70.8% 77.2% 64.4%
National Naval Medical Center Bethesda
2008 72.3% 71.8% 73.1% 72.1%
2007 65.1% 68.2% 65.1% 62.0%
Naval Hospital Beaufort
2008 N/A N/A N/A N/A
2007 58.6%** 49.3%** N/A N/A
Naval Hospital Bremerton
2008 80.7%* N 85.4%* N/A 78.6%*
2007 76.6%* 79.8%** N/A 75.9%*
Naval Hospital Camp Lejeune
2008 68.2% 70.9%* 85.2%** 62.8%*
2007 58.2% 61.2%* 44 .3%** 62.1%*
Naval Hospital Camp Pendleton
2008 64.3% 88.9%* N/A 51.0%*
2007 60.1% 65.1%* 65.1%** 56.3%*
Naval Hospital Cherry Point
2008 N/A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Guam—Agana
2008 78.3%* 70.2%* N/A N/A
2007 84.0%* 94.4%** N/A N/A
Naval Hospital Guantanamo Bay
2008 N/A A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Jacksonville
2008 70.5% 77.1%* 59.5%** 67.2%*
2007 73.3% 73.8% 65.4%* 75.3%*
Naval Hospital Lemoore
2008 55.8%** N/A N/A 58.4%**
2007 64.9%** N/A N/A 69.0%**
Naval Hospital Naples
2008 N/A A N/A N/A N/A
2007 69.8%** N/A N/A N/A
Naval Hospital Oak Harbor
2008 61.4%** N/A N/A 54.7%**
2007 60.8%* N/A N/A 59.2%*

(continued)
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Mail Survey of July-Se

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

Percent Most Positive Response

Overall Medical Surgical Obstetric

Naval Hospital Okinawa

2008 67.7%* N/A 86.1%** 59.2%*

2007 70.6% 73.4%** 79.2%* 62.9%*
Naval Hospital Pensacola

2008 72.4%* 82.9%* 79.9%** 62.0%**

2007 77.2% 80.2%* 90.8%* 65.2%*
Naval Hospital Rota

2008 N/A N/A N/A N/A

2007 N/A N/A N/A N/A
Naval Hospital Sigonella

2008 N/A N/A N/A N/A

2007 N/A N/A N/A N/A
Naval Hospital Twentynine Palms

2008 74.1%** N/A N/A 69.9%**

2007 65.0%* 65.0%** N/A N/A
Naval Hospital Yokosuka

2008 71.7%* N/A N/A 74.1%*

2007 85.7%* N/A N/A 87.3%**
Naval Medical Center Portsmouth

2008 68.2% 66.4% 79.9% 60.9%

2007 59.2% 68.5% 54.9% 55.2%
Naval Medical Center San Diego

2008 67.3% 66.0% 71.3% 66.0%

2007 66.4% 70.8% 69.2% 61.0%

N/A: Results that reflect responses from fewer than 15 individuals are excluded in order to protect human subjects.

*Comparisons are based on results from samples of 31 to 99 respondents, therefore statistical test results have low precision and may not
be reliable.

**This estimate is based on a sample of between 15 and 30 respondents and is subject to significant sampling error.

Arrow represents statistically significant differences, at the 95% confidence level, from the 2008 HCAHPS civilian score. Your MHS score
is: higher A or lower W than the HCAHPS benchmark.
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Mail Survey of July-Se

Composite: Communication with Doctors

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

Percent Most Positive Response

Overall Medical Surgical Obstetric
HCAHPS Civilian Benchmark 2008 79.0%
Overall—MHS 2008 75.8% 72.9% 82.5% 73.6%
Overall—MHS 2007 73.7% 71.9% 81.1% 69.5%
Overall—MHS 2006 74.0% 73.5% 79.6% 70.5%
Navy, Overall 75.9% ¥ 74.0% 84.9% 72.9%
National Naval Medical Center Bethesda
2008 76.8% 74.8% 77.3% 78.7%
2007 68.5% 71.9% 75.5% 60.0%
Naval Hospital Beaufort
2008 N/A N/A N/A N/A
2007 89.6%** 92.5%** N/A N/A
Naval Hospital Bremerton
2008 82.8%* 86.5%* 90.0%** 80.3%*
2007 82.2%* 81.4%** N/A 83.9%*
Naval Hospital Camp Lejeune
2008 70.5% Vv 65.8%* 95.4%** 65.2%*
2007 67.8% 61.4%* 66.1%** 70.2%*
Naval Hospital Camp Pendleton
2008 75.0% 81.3%* N/A 69.3%*
2007 71.4% 66.3%* 83.1%** 71.0%*
Naval Hospital Cherry Point
2008 N/A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Guam—Agana
2008 82.0%* 75.4%* N/A N/A
2007 84.6%* 91.2%** N/A N/A
Naval Hospital Guantanamo Bay
2008 N/A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Jacksonville
2008 77.5% 79.6%* 68.6%** 78.4%*
2007 80.6% 82.0% 88.7%* 76.4%*
Naval Hospital Lemoore
2008 74.2%** N/A N/A 78.4%**
2007 73.3%** N/A N/A 73.6%**
Naval Hospital Naples
2008 N/A N/A N/A N/A
2007 90.6%** N/A N/A N/A
Naval Hospital Oak Harbor
2008 83.8%** N/A N/A 83.3%**
2007 80.5%* N/A N/A 76.9%*

(continued)
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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.

Percent Most Positive Response

Overall Medical Surgical Obstetric

Naval Hospital Okinawa

2008 81.8%* N/A 94.7%** 75.4%*

2007 78.1% 70.5%** 85.9%* 77.1%*
Naval Hospital Pensacola

2008 77.8%* 86.7%* 88.7%** 67.3%**

2007 83.5% 85.5%* 94.9%* 73.8%*
Naval Hospital Rota

2008 N/A N/A N/A N/A

2007 N/A N/A N/A N/A
Naval Hospital Sigonella

2008 N/A N/A N/A N/A

2007 N/A N/A N/A N/A
Naval Hospital Twentynine Palms

2008 81.9%** N/A N/A 79.9%**

2007 81.5%* 80.0%** N/A N/A
Naval Hospital Yokosuka

2008 77.2%* N/A N/A 76.7%*

2007 86.9%* N/A N/A 89.2%**
Naval Medical Center Portsmouth

2008 74.6% Vv 71.2% 84.7% 69.4%

2007 67.8% 72.3% 72.3% 61.6%
Naval Medical Center San Diego

2008 73.3% Vv 69.9% 85.6% 68.6%

2007 72.0% 74.2% 82.3% 63.8%

N/A: Results that reflect responses from fewer than 15 individuals are excluded in order to protect human subjects.

*Comparisons are based on results from samples of 31 to 99 respondents, therefore statistical test results have low precision and may not
be reliable.

**This estimate is based on a sample of between 15 and 30 respondents and is subject to significant sampling error.

Arrow represents statistically significant differences, at the 95% confidence level, from the 2008 HCAHPS civilian score. Your MHS score
is: higher A or lower W than the HCAHPS benchmark.
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Mail Survey of July-Se

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

Percent Most Positive Response

Overall Medical Surgical Obstetric
HCAHPS Civilian Benchmark 2008 85.6%
Overall—MHS 2008 81.1% 80.5% 87.3% 76.5%
Overall—MHS 2007 79.0% 78.9% 86.2% 72.9%
Overall—MHS 2006 79.7% 80.2% 84.6% 74.8%
Navy, Overall 80.5% ¥ 81.4% 88.3% 76.1%
National Naval Medical Center Bethesda
2008 84.2% 87.5% 80.4% 83.3%
2007 71.4% 75.6% 77.2% 62.9%
Naval Hospital Beaufort
2008 N/A ¥ N/A N/A N/A
2007 80.8%** 96.0%** N/A N/A
Naval Hospital Bremerton
2008 85.1%* 94.8%* 95.0%** 79.8%*
2007 85.7%* 84.5%** N/A 87.6%*
Naval Hospital Camp Lejeune
2008 73.4% Vv 71.7%* 98.6%** 67.1%*
2007 69.9% 63.9%* 68.2%** 72.1%*
Naval Hospital Camp Pendleton
2008 79.2% 82.4%* N/A 72.9%*
2007 77.0% 69.0%* 91.6%** 77.4%*
Naval Hospital Cherry Point
2008 N/A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Guam—Agana
2008 92.7%* N 87.0%* N/A N/A
2007 83.1%* 91.2%** N/A N/A
Naval Hospital Guantanamo Bay
2008 N/A A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Jacksonville
2008 81.4% 87.8%* 68.2%** 78.9%*
2007 86.1% 87.7% 90.1%* 82.9%*
Naval Hospital Lemoore
2008 94.1%** N/A N/A 94.4%**
2007 76.9%** N/A N/A 77.6%**
Naval Hospital Naples
2008 N/A N/A N/A N/A
2007 88.9%** N/A N/A N/A
Naval Hospital Oak Harbor
2008 95.1%** A\ N/A N/A 94.1%**
2007 86.0%* N/A N/A 83.5%*

(continued)
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Mail Survey of July-Se

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

Percent Most Positive Response

Overall Medical Surgical Obstetric

Naval Hospital Okinawa

2008 82.3%* N/A 92.0%** 77.4%*

2007 80.5% 73.4%** 88.7%* 79.1%*
Naval Hospital Pensacola

2008 78.2%* 89.4%* 93.2%** 64.8%**

2007 88.9% 89.4%* 96.0%* 83.6%*
Naval Hospital Rota

2008 N/A A N/A N/A N/A

2007 N/A N/A N/A N/A
Naval Hospital Sigonella

2008 N/A AN N/A N/A N/A

2007 N/A N/A N/A N/A
Naval Hospital Twentynine Palms

2008 77.0%** N/A N/A 72.4%**

2007 86.5%* 86.1%** N/A N/A
Naval Hospital Yokosuka

2008 82.4%* N/A N/A 81.3%*

2007 88.4%* N/A N/A 89.2%**
Naval Medical Center Portsmouth

2008 79.1% Vv 78.9% 88.5% 72.2%

2007 73.0% 79.5% 78.2% 65.0%
Naval Medical Center San Diego

2008 79.5% Vv 77.7% 92.0% 72.9%

2007 78.0% 83.0% 88.8% 67.2%

N/A: Results that reflect responses from fewer than 15 individuals are excluded in order to protect human subjects.

*Comparisons are based on results from samples of 31 to 99 respondents, therefore statistical test results have low precision and may not
be reliable.

**This estimate is based on a sample of between 15 and 30 respondents and is subject to significant sampling error.

Arrow represents statistically significant differences, at the 95% confidence level, from the 2008 HCAHPS civilian score. Your MHS score
is: higher A or lower W than the HCAHPS benchmark.
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Mail Survey of July-Se

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

Percent Most Positive Response

Overall Medical Surgical Obstetric
HCAHPS Civilian Benchmark 2008 77.4%
Overall—MHS 2008 73.3% 70.2% 81.1% 70.4%
Overall—MHS 2007 71.1% 69.6% 79.2% 65.9%
Overall—MHS 2006 71.3% 70.0% 77.1% 68.0%
Navy, Overall 73.3% V¥ 70.5% 82.5% 70.8%
National Naval Medical Center Bethesda
2008 75.3% 72.8% 78.1% 76.1%
2007 66.1% 70.6% 75.7% 54.7%
Naval Hospital Beaufort
2008 N/A N/A N/A N/A
2007 94.0%** 90.8%** N/A N/A
Naval Hospital Bremerton
2008 81.8%* 84.9%* 89.9%** 79.7%*
2007 77.9%* 80.9%** N/A 77.6%*
Naval Hospital Camp Lejeune
2008 69.9% 66.0%* 90.2%** 65.6%*
2007 66.1% 58.0%* 71.0%** 66.7%*
Naval Hospital Camp Pendleton
2008 69.4% 75.8%* N/A 65.4%*
2007 68.4% 64.7%* 82.9%** 66.5%*
Naval Hospital Cherry Point
2008 N/A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Guam—Agana
2008 79.8%* 72.9%* N/A N/A
2007 87.1%* 91.2%** N/A N/A
Naval Hospital Guantanamo Bay
2008 N/A A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Jacksonville
2008 75.2% 73.4%* 68.2%** 79.5%*
2007 77.1% 80.9% 83.1%* 70.7%*
Naval Hospital Lemoore
2008 63.1%** N/A N/A 67.9%**
2007 73.5%** N/A N/A 73.4%**
Naval Hospital Naples
2008 N/A N/A N/A N/A
2007 90.1%** N/A N/A N/A
Naval Hospital Oak Harbor
2008 91.3%** A\ N/A N/A 89.5%**
2007 78.9%* N/A N/A 77.0%*

(continued)
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Mail Survey of July-Se

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

Percent Most Positive Response

Overall Medical Surgical Obstetric

Naval Hospital Okinawa

2008 77.0%* N/A 92.0%** 71.1%*

2007 76.5% 69.4%** 78.1%* 79.4%*
Naval Hospital Pensacola

2008 77.0%* 86.2%* 89.9%** 65.9%**

2007 79.6% 83.9%* 95.9%* 63.8%*
Naval Hospital Rota

2008 N/A A N/A N/A N/A

2007 N/A N/A N/A N/A
Naval Hospital Sigonella

2008 N/A AN N/A N/A N/A

2007 N/A N/A N/A N/A
Naval Hospital Twentynine Palms

2008 82.8%** N/A N/A 81.1%**

2007 74.5%* 71.7%** N/A N/A
Naval Hospital Yokosuka

2008 74.2%* N/A N/A 76.6%*

2007 85.3%* N/A N/A 89.2%**
Naval Medical Center Portsmouth

2008 70.7% Vv 66.6% 80.7% 65.9%

2007 66.1% 69.4% 70.8% 60.7%
Naval Medical Center San Diego

2008 70.4% Vv 66.7% 84.2% 65.2%

2007 67.9% 68.4% 82.5% 58.3%

N/A: Results that reflect responses from fewer than 15 individuals are excluded in order to protect human subjects.

*Comparisons are based on results from samples of 31 to 99 respondents, therefore statistical test results have low precision and may not
be reliable.

**This estimate is based on a sample of between 15 and 30 respondents and is subject to significant sampling error.

Arrow represents statistically significant differences, at the 95% confidence level, from the 2008 HCAHPS civilian score. Your MHS score
is: higher A or lower W than the HCAHPS benchmark.
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Mail Survey of July-Se

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

Percent Most Positive Response

Overall Medical Surgical Obstetric
HCAHPS Civilian Benchmark 2008 73.9%
Overall—MHS 2008 73.0% 68.0% 79.2% 73.8%
Overall—MHS 2007 71.0% 67.1% 77.7% 69.7%
Overall—MHS 2006 70.9% 67.2% 76.6% 70.7%
Navy, Overall 74.0% 70.1% 83.9% 71.9%
National Naval Medical Center Bethesda
2008 70.9% 64.2% 73.5% 76.7%
2007 68.0% 69.3% 73.6% 62.4%
Naval Hospital Beaufort
2008 N/A N/A N/A N/A
2007 93.9%** 90.6%** N/A N/A
Naval Hospital Bremerton
2008 81.3%* 79.9%* 85.1%** 81.4%*
2007 83.1%* 78.8%** N/A 86.5%*
Naval Hospital Camp Lejeune
2008 68.1% 59.8%* 97.5%** 63.0%*
2007 67.4% 62.2%* 59.0%** 71.6%*
Naval Hospital Camp Pendleton
2008 76.3% 85.9%* N/A 69.7%*
2007 68.8% 65.3%* 74.9%** 69.0%*
Naval Hospital Cherry Point
2008 N/A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Guam—Agana
2008 73.6%* 66.4%* N/A N/A
2007 83.5%* 91.2%** N/A N/A
Naval Hospital Guantanamo Bay
2008 N/A A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Jacksonville
2008 76.1% 77.5%* 69.5%** 76.8%*
2007 78.7% 77.6% 92.9%* 75.5%*
Naval Hospital Lemoore
2008 65.3%** N/A N/A 73.1%**
2007 69.4%** N/A N/A 69.9%**
Naval Hospital Naples
2008 N/A N/A N/A N/A
2007 92.9%** N/A N/A N/A
Naval Hospital Oak Harbor
2008 65.1%** N/A N/A 66.4%**
2007 76.5%* N/A N/A 70.3%*

(continued)

23



Mail Survey of July-Se

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

Percent Most Positive Response

Overall Medical Surgical Obstetric

Naval Hospital Okinawa

2008 86.3%* M N/A 100%** 77.8%*

2007 77.2% 68.8%** 90.9%* 72.7%*
Naval Hospital Pensacola

2008 78.1%* 84.6%* 83.2%** 71.2%**

2007 81.9% 83.1%* 92.6%* 73.8%*
Naval Hospital Rota

2008 N/A A N/A N/A N/A

2007 N/A N/A N/A N/A
Naval Hospital Sigonella

2008 N/A N/A N/A N/A

2007 N/A N/A N/A N/A
Naval Hospital Twentynine Palms

2008 85.8%** N/A N/A 86.2%**

2007 83.4%* 82.3%** N/A N/A
Naval Hospital Yokosuka

2008 75.2%* N/A N/A 72.2%*

2007 87.0%* N/A N/A 89.2%**
Naval Medical Center Portsmouth

2008 74.1% 68.0% 84.9% 70.1%

2007 64.2% 68.0% 67.8% 59.2%
Naval Medical Center San Diego

2008 70.0% 65.2% 80.7% 67.8%

2007 70.1% 71.2% 75.5% 65.9%

N/A: Results that reflect responses from fewer than 15 individuals are excluded in order to protect human subjects.

*Comparisons are based on results from samples of 31 to 99 respondents, therefore statistical test results have low precision and may not
be reliable.

**This estimate is based on a sample of between 15 and 30 respondents and is subject to significant sampling error.

Arrow represents statistically significant differences, at the 95% confidence level, from the 2008 HCAHPS civilian score. Your MHS score
is: higher A or lower W than the HCAHPS benchmark.
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Mail Survey of July-Se

Composite: Communication about Medications

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

Percent Most Positive Response

Overall Medical Surgical Obstetric
HCAHPS Civilian Benchmark 2008 58.1%
Overall—MHS 2008 65.4% 62.3% 68.7% 66.2%
Overall—MHS 2007 63.9% 59.9% 66.6% 66.3%
Overall—MHS 2006 65.2% 62.9% 65.8% 67.2%
Navy, Overall 69.2% AN 66.1% 74.3% 68.6%
National Naval Medical Center Bethesda
2008 68.7% AN 63.1% 68.6%* 75.0%*
2007 65.1% 62.8% 62.3%* 70.0%*
Naval Hospital Beaufort
2008 N/A N/A N/A N/A
2007 51.9%** N/A N/A N/A
Naval Hospital Bremerton
2008 79.1%* N 83.2%** N/A 76.5%**
2007 73.5%* 70.7%** N/A 76.5%*
Naval Hospital Camp Lejeune
2008 66.7%* 61.3%** N/A 64.7%*
2007 61.5%* 43.8%** 63.8%** 66.4%*
Naval Hospital Camp Pendleton
2008 69.9%* N 75.1%** N/A 64.8%*
2007 69.7%* 65.1%* 79.9%** 68.7%*
Naval Hospital Cherry Point
2008 N/A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Guam—Agana
2008 74.6%** A\ N/A N/A N/A
2007 71.8%** N/A N/A N/A
Naval Hospital Guantanamo Bay
2008 N/A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Jacksonville
2008 71.6%* N 72.6%* 69.5%** 71.7%**
2007 72.4% 75.5%* 66.1%** 71.1%*
Naval Hospital Lemoore
2008 61.9%** N/A N/A N/A
2007 64.4%** N/A N/A 63.7%**
Naval Hospital Naples
2008 N/A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Oak Harbor
2008 91.0%** A\ N/A N/A N/A
2007 68.6%** N/A N/A 61.2%**
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Mail Survey of July-Se

Composite: Communication about Medications (continued)

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

Percent Most Positive Response

Overall Medical Surgical Obstetric

Naval Hospital Okinawa

2008 63.7%* N/A N/A 56.6%**

2007 75.7%* 92.6%** 72.2%** 67.4%*
Naval Hospital Pensacola

2008 72.9%* AN 77.4%** N/A 65.5%**

2007 74.2% 73.6%* 89.4%** 63.3%*
Naval Hospital Rota

2008 N/A N/A N/A N/A

2007 N/A N/A N/A N/A
Naval Hospital Sigonella

2008 N/A N/A N/A N/A

2007 N/A N/A N/A N/A
Naval Hospital Twentynine Palms

2008 69.7%** N/A N/A N/A

2007 65.2%0** 61.4%** N/A N/A
Naval Hospital Yokosuka

2008 68.5%** N/A N/A 66.5%**

2007 76.5%** N/A N/A N/A
Naval Medical Center Portsmouth

2008 70.8% M 68.3% 80.1% 64.5%

2007 60.2% 63.1% 63.7% 55.5%
Naval Medical Center San Diego

2008 65.2% N 60.2% 67.3% 69.6%*

2007 64.1% 55.7% 69.5% 67.3%

N/A: Results that reflect responses from fewer than 15 individuals are excluded in order to protect human subjects.

*Comparisons are based on results from samples of 31 to 99 respondents, therefore statistical test results have low precision and may not
be reliable.

**This estimate is based on a sample of between 15 and 30 respondents and is subject to significant sampling error.

Arrow represents statistically significant differences, at the 95% confidence level, from the 2008 HCAHPS civilian score. Your MHS score
is: higher A or lower W than the HCAHPS benchmark.
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Mail Survey of July-Se

Composite: Communication about Medications

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

Percent Most Positive Response

Overall Medical Surgical Obstetric
HCAHPS Civilian Benchmark 2008 71.7%
Overall—MHS 2008 77.3% 74.2% 80.1% 78.2%
Overall—MHS 2007 75.7% 71.7% 77.7% 78.6%
Overall—MHS 2006 75.2% 71.6% 76.0% 79.2%
Navy, Overall 80.4% A 77.8% 84.3% 80.1%
National Naval Medical Center Bethesda
2008 81.5% A 75.9%* 84.4%* 85.0%*
2007 75.8% 76.4% 75.0%* 76.1%*
Naval Hospital Beaufort
2008 N/A N/A N/A N/A
2007 64.1%** N/A N/A N/A
Naval Hospital Bremerton
2008 90.3%* N 90.6%** N/A 90.4%**
2007 86.9%* 78.4%** N/A 93.6%*
Naval Hospital Camp Lejeune
2008 79.5%* 73.6%** N/A 80.7%*
2007 78.1%* 65.0%** 80.6%** 81.1%*
Naval Hospital Camp Pendleton
2008 79.5%* 89.7%** N/A 74.2%*
2007 81.1%* 75.0%* 93.4%** 80.4%*
Naval Hospital Cherry Point
2008 N/A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Guam—Agana
2008 79.3%** N/A N/A N/A
2007 80.6%** N/A N/A N/A
Naval Hospital Guantanamo Bay
2008 N/A A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Jacksonville
2008 79.2%* 81.3%* 78.1%** 77.2%**
2007 79.6% 81.1%* 82.4%** 76.4%*
Naval Hospital Lemoore
2008 69.8%** N/A N/A N/A
2007 82.7%** N/A N/A 87.1%**
Naval Hospital Naples
2008 N/A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Oak Harbor
2008 94.6%** A\ N/A N/A N/A
2007 77.5%** N/A N/A 71.5%**

(continued)
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Mail Survey of July-Se

Composite: Communication about Medications

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

Percent Most Positive Response

Overall Medical Surgical Obstetric

Naval Hospital Okinawa

2008 77.5%* N/A N/A 73.9%**

2007 86.3%* 93.6%** 83.1%** 84.4%*
Naval Hospital Pensacola

2008 80.0%* 84.3%** N/A 73.7%**

2007 84.9% 84.0%* 92.9%** 79.5%*
Naval Hospital Rota

2008 N/A A N/A N/A N/A

2007 N/A N/A N/A N/A
Naval Hospital Sigonella

2008 N/A N/A N/A N/A

2007 N/A N/A N/A N/A
Naval Hospital Twentynine Palms

2008 77.3%** N/A N/A N/A

2007 80.1%** 78.6%** N/A N/A
Naval Hospital Yokosuka

2008 85.5%** N/A N/A 80.9%**

2007 77.3%** N/A N/A N/A
Naval Medical Center Portsmouth

2008 82.7% M 82.3% 90.7% 76.0%

2007 73.2% 77.8% 77.3% 66.7%
Naval Medical Center San Diego

2008 77.1% 71.7% 78.5% 82.3%*

2007 73.2% 62.7% 81.0% 76.7%

N/A: Results that reflect responses from fewer than 15 individuals are excluded in order to protect human subjects.

*Comparisons are based on results from samples of 31 to 99 respondents, therefore statistical test results have low precision and may not
be reliable.

**This estimate is based on a sample of between 15 and 30 respondents and is subject to significant sampling error.

Arrow represents statistically significant differences, at the 95% confidence level, from the 2008 HCAHPS civilian score. Your MHS score
is: higher A or lower W than the HCAHPS benchmark.
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Mail Survey of July-Se

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?

Percent Most Positive Response

Overall Medical Surgical Obstetric
HCAHPS Civilian Benchmark 2008 44.5%
Overall—MHS 2008 53.6% 50.3% 57.3% 54.1%
Overall—MHS 2007 52.2% 48.2% 55.4% 54.0%
Overall—MHS 2006 52.9% 49.6% 54.1% 56.2%
Navy, Overall 58.1% A 54.5% 64.3% 57.2%
National Naval Medical Center Bethesda
2008 55.9% A 50.3%* 52.9%* 64.9%*
2007 54.3% 49.1%* 49.7%* 64.0%*
Naval Hospital Beaufort
2008 N/A N/A N/A N/A
2007 39.7%** N/A N/A N/A
Naval Hospital Bremerton
2008 67.8%* N 75.9%** N/A 62.5%**
2007 60.2%* 63.1%** N/A 59.5%*
Naval Hospital Camp Lejeune
2008 53.9%* 49.1%** N/A 48.7%*
2007 45.0%* 22.6%** 46.9%** 51.7%*
Naval Hospital Camp Pendleton
2008 60.3%* N 60.5%** N/A 55.4%*
2007 58.3%* 55.3%* 66.3%** 57.1%*
Naval Hospital Cherry Point
2008 N/A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Guam—Agana
2008 70.0%** A\ N/A N/A N/A
2007 62.9%** N/A N/A N/A
Naval Hospital Guantanamo Bay
2008 N/A A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Jacksonville
2008 64.1%* N 63.9%* 60.9%** 66.2%**
2007 65.2% 69.8%* 49.7%** 65.8%*
Naval Hospital Lemoore
2008 53.9%** N/A N/A N/A
2007 46.0%** N/A N/A 40.4%**
Naval Hospital Naples
2008 N/A A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Oak Harbor
2008 87.3%** A\ N/A N/A N/A
2007 59.7%** N/A N/A 50.8%**
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Mail Survey of July-Se

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? (continued)

Percent Most Positive Response

Overall Medical Surgical Obstetric

Naval Hospital Okinawa

2008 49.9%* N/A N/A 39.4%**

2007 65.0%* 91.6%** 61.3%** 50.5%*
Naval Hospital Pensacola

2008 65.9%* N 70.6%** N/A 57.2%**

2007 63.6% 63.2%* 85.9%** 47.1%*
Naval Hospital Rota

2008 N/A N/A N/A N/A

2007 N/A N/A N/A N/A
Naval Hospital Sigonella

2008 N/A N N/A N/A N/A

2007 N/A N/A N/A N/A
Naval Hospital Twentynine Palms

2008 62.0%** N/A N/A N/A

2007 50.4%** 44.3%** N/A N/A
Naval Hospital Yokosuka

2008 51.6%** N/A N/A 52.0%**

2007 75.7%** N/A N/A N/A
Naval Medical Center Portsmouth

2008 59.0% M 54.3% 69.5% 53.0%

2007 47.2% 48.4% 50.0% 44.3%
Naval Medical Center San Diego

2008 53.4% A 48.6% 56.0% 56.8%*

2007 55.0% 48.8% 58.0% 57.9%

N/A: Results that reflect responses from fewer than 15 individuals are excluded in order to protect human subjects.

*Comparisons are based on results from samples of 31 to 99 respondents, therefore statistical test results have low precision and may not
be reliable.

**This estimate is based on a sample of between 15 and 30 respondents and is subject to significant sampling error.

Arrow represents statistically significant differences, at the 95% confidence level, from the 2008 HCAHPS civilian score. Your MHS score
is: higher A or lower W than the HCAHPS benchmark.
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Mail Survey of July-Se

Composite: Responsiveness of Hospital Staff

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

Percent Most Positive Response

Overall Medical Surgical Obstetric
HCAHPS Civilian Benchmark 2008 61.7%
Overall—MHS 2008 60.0% 56.1% 62.0% 61.7%
Overall—MHS 2007 58.2% 54.6% 59.0% 60.4%
Overall—MHS 2006 58.4% 58.5% 58.0% 58.4%
Navy, Overall 64.5% N 62.6% 70.7% 62.5%
National Naval Medical Center Bethesda
2008 68.3% M 62.6% 74.2% 67.4%
2007 60.8% 57.1% 64.3% 60.2%
Naval Hospital Beaufort
2008 N/A N/A N/A N/A
2007 65.1%** N/A N/A N/A
Naval Hospital Bremerton
2008 74.1%* N 77.5%** N/A 74.1%*
2007 76.6%* 90.0%** N/A 76.3%*
Naval Hospital Camp Lejeune
2008 61.9% 59.2%* 77.0%** 60.6%*
2007 59.0% 53.4%** 56.3%** 61.1%*
Naval Hospital Camp Pendleton
2008 58.0%* 65.2%** N/A 54.8%*
2007 63.2% 73.3%* 71.8%** 56.2%*
Naval Hospital Cherry Point
2008 N/A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Guam—Agana
2008 68.5%* 72.4%** N/A N/A
2007 71.4%** N/A N/A N/A
Naval Hospital Guantanamo Bay
2008 N/A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital Jacksonville
2008 69.1% 74.9%* 65.7%** 66.8%*
2007 69.1% 67.4%* 72.2%** 67.1%*
Naval Hospital Lemoore
2008 40.0%** N/A N/A 35.4%**
2007 58.8%** N/A N/A 63.1%**
Naval Hospital Naples
2008 N/A N/A N/A N/A
2007 62.2%** N/A N/A N/A
Naval Hospital Oak Harbor
2008 58.0%** N/A N/A 59.0%**
2007 61.7%* N/A N/A 56.0%*

(continued)
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Mail Survey of July-Se

Composite: Responsiveness of Hospital Staff (continued)

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

Percent Most Positive Response

Overall Medical Surgical Obstetric

Naval Hospital Okinawa

2008 69.4%* N/A N/A 64.3%*

2007 61.9% 61.9%** 71.9%* 56.6%*
Naval Hospital Pensacola

2008 72.8%* 70.7%** 78.2%** 71.2%**

2007 75.4% 73.4%* 71.5%* 78.7%*
Naval Hospital Rota

2008 N/A N/A N/A N/A

2007 N/A N/A N/A N/A
Naval Hospital Sigonella

2008 N/A N/A N/A N/A

2007 N/A N/A N/A N/A
Naval Hospital Twentynine Palms

2008 63.7%** N/A N/A N/A

2007 71.2%* 72.5%** N/A N/A
Naval Hospital Yokosuka

2008 74.2%* N/A N/A 79.1%*

2007 75.3%* N/A N/A 76.0%**
Naval Medical Center Portsmouth

2008 62.8% 59.2% 74.2% 54.8%

2007 55.6% 51.3% 59.3% 55.8%
Naval Medical Center San Diego

2008 60.0% 60.3% 56.1% 61.8%

2007 53.9% 51.9% 55.1% 54.3%

N/A: Results that reflect responses from fewer than 15 individuals are excluded in order to protect human subjects.

*Comparisons are based on results from samples of 31 to 99 respondents, therefore statistical test results have low precision and may not
be reliable.

**This estimate is based on a sample of between 15 and 30 respondents and is subject to significant sampling error.

Arrow represents statistically significant differences, at the 95% confidence level, from the 2008 HCAHPS civilian score. Your MHS score
is: higher A or lower W than the HCAHPS benchmark.

32



Mail Survey of July-Se

Composite: 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?

Percent Most Positive Response

Overall Medical Surgical Obstetric
HCAHPS Civilian Benchmark 2008 58.7%
Overall—MHS 2008 56.9% 56.3% 59.9% 55.2%
Overall—MHS 2007 54.3% 53.1% 56.4% 53.9%
Overall—MHS 2006 42.1% 39.0% 44.3% 44.2%
Navy, Overall 61.2% 64.7% 64.3% 57.8%
National Naval Medical Center Bethesda
2008 63.3% 63.2% 67.2% 60.6%
2007 55.2% 54.4% 59.2% 52.6%
Naval Hospital Beaufort
2008 N/A N/A N/A N/A
2007 39.1%** N/A N/A N/A
Naval Hospital Bremerton
2008 66.1%* 64.7%** N/A 65.6%*
2007 75.2%* 80.0%** N/A 74.4%*
Naval Hospital Camp Lejeune
2008 53.1% 60.7%* 68.8%** 47.7%*
2007 53.8% 57.0%** 52.6%** 53.6%*
Naval Hospital Camp Pendleton
2008 57.5%* 68.3%** N/A 54.7%*
2007 67.5% 76.1%* 80.5%** 59.7%*
Naval Hospital Cherry Point
2008 N/A N/A N/A N/A
2007 N/A N/A N/A N/A
Naval Hospital G