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Executive Summary 

Part II—Appendixes A & B: Overall Results by Medical Office and 
Respondent Characteristics 

Appendixes A and B present data tables that show average percent positive scores on the survey 

composites and items across database medical offices broken down by the following medical 

office and respondent characteristics: 

Appendix A: Overall Results by Medical Office Characteristics 

 Number of Providers 

 Single vs. Multi-Specialty 

 Single Specialty  

 Ownership 

 Geographic Region 

Appendix B: Overall Results by Respondent Characteristics 

 Staff Position 

 Tenure in Medical Office 

Highlights from these results by medical office and respondent characteristics were presented in 

the main body of the report at the end of Chapter 6 and are also shown on the next two pages. 

Highlights were based on results for the 10 patient safety culture composites, five Overall Ratings 

on Quality, and patient safety grade. The bottom row of the composite-level tables shows an 

overall average across composites as a summary statistic for comparing across breakout 

categories. 

Comparing Your Results  

You can compare your medical office’s percent positive scores on the patient safety culture 

composites and items against the averages shown in Appendix A for medical offices with your 

same number of providers, single specialty or multi-specialty, specialty, ownership, or geographic 

region. You can use a 5 percentage point difference as a rule of thumb for determining what 

differences to pay attention to. 

To compare your medical office’s results against Appendix B, your medical office will have to 

compute percent positive scores on the safety culture composites and items broken down by staff 

positions and tenure in the medical office. You can then compare your medical office’s percent 

positive scores against the averages shown in the tables. Again, you can use a 5 percentage point 

difference as a rule of thumb.  
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Highlights From Appendix A: Overall Results by 
Medical Office Characteristics 

Number of Providers (Tables A-1, A-3, A-4) 

 Medical offices with one provider had the highest average percent positive on 

all 10 patient safety culture composites; the greater the number of providers, the 

lower the average percent positive score across composites. 

 Percent positive scores for all five Overall Ratings on Quality (those responding 

“Excellent” or “Very good”) were typically higher for medical offices with 

fewer providers. 

 Medical offices with one provider had the highest percentage of respondents 

who gave their medical office an Overall Rating on Patient Safety of 

“Excellent” or “Very good” (75 percent); medical offices with 20 or more 

providers had the lowest (53 percent). 

Single Specialty vs. Multi-Specialty (Tables A-5, A-7, A-8) 

 Single specialty medical offices were more positive than Multi-specialty 

medical offices on all 10 patient safety culture composites. 

 Single specialty medical offices had higher percent positive scores for all five 

Overall Ratings on Quality (those responding “Excellent” or “Very good”). 

 Single specialty medical offices had a higher percentage of respondents who 

gave their medical office an Overall Rating on Patient Safety of “Excellent” or 

“Very good” (70 percent) than Multi-specialty medical offices (65 percent). 

Single Specialty (Tables A-9, A-12) 

 Medical offices that only specialized in Pediatrics had the highest average 

percent positive on all 10 patient safety culture composites (79 percent); 

Hematology had the lowest (68 percent).  

 Medical offices that only specialized in Pediatrics had the highest Overall 

Rating on Patient Safety (those responding “Excellent” or “Very good”) (76 

percent); Hematology and Internal Medicine had the lowest (64 percent). 
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Highlights From Appendix A: Overall Results by 
Medical Office Characteristics, continued 

Ownership (Tables A-13, A-15, A-16) 

 Hospital or health system owned medical offices had the highest average 

percent positive response across the composites (75 percent); 

University/Medical school/Academic medical institution had the lowest (69 

percent). 

 Hospital or health system owned medical offices had the highest percent 

positive scores (those responding “Excellent” or “Very good”) for all five 

Overall Ratings on Quality. 

 Hospital or health system owned medical offices had the highest Overall Rating 

on Patient Safety (those responding “Excellent” or “Very good”) (71 percent); 

University/Medical School/Academic medical institution owned medical offices 

had the lowest (59 percent). 

Geographic Region (Tables A-17, A-19, A-20) 

 South Atlantic medical offices had the highest average percent positive response 

across patient safety culture composites (77 percent); New 

England/Mid-Atlantic had the lowest (67 percent). 

 South Atlantic medical offices had the highest percent positive scores for all five 

Overall Ratings on Quality (those responding “Excellent” or “Very good”). 

 South Atlantic medical offices had the highest percentage of respondents who 

gave their medical office an Overall Rating on Patient Safety of “Excellent” or 

“Very good” (75 percent). New England/Mid-Atlantic medical offices had the 

lowest (55 percent). 

 lowest (55 percent). 
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Highlights From Appendix B: Overall Results by 
Respondent Characteristics 

Staff Position (Tables B-1, B-3, B-4) 

 Management had the highest average percent positive response across the 

composites (84 percent); Nurses (RN/LVN/LPN) had the lowest (71 percent). 

 Management had the highest percent positive scores for all five Overall Ratings 

on Quality (those responding “Excellent” or “Very Good”). 

 Management had the highest percentage who gave their medical office an Overall 

Rating on Patient Safety of “Excellent” or “Very good” (83 percent); Nurses 

(RN/LVN/LPN) had the lowest (64 percent). 

Tenure in Medical Office (Tables B-5, B-7, B-8) 

 Respondents with less than 1 year in their current medical office had the highest 

average percent positive response across the composites (78 percent); 

respondents with 1 year to less than 3 years and 3 years to less than 6 years (72 

percent for both groups) had the lowest. 

 Respondents with less than 1 year or 11 years or more in their current medical 

office had the highest percent positive scores for all five Overall Ratings on 

Quality (those responding “Excellent” or “Very Good”). 

 Respondents with less than 1 year in their current medical office had the highest 

percentage of respondents who gave their medical office an Overall Rating on 

Patient Safety of “Excellent” or “Very good” (70 percent); respondents with 11 

years or more in their current medical office had the second highest (69 percent). 
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Part II 

Appendix A: Overall Results by Medical Office Characteristics 

(1) Number of Providers 

Note: The number of medical offices and respondents by number of providers is shown in each 

table. However, the precise number of medical offices and respondents corresponding to each data 

cell in a table will vary because medical offices may have omitted a specific survey item and 

because of individual nonresponse/missing data. 

 



  

2 

T
a
b

le
 A

-1
. 

C
o

m
p

o
s
it

e
-L

e
v

e
l 

A
v

e
ra

g
e
 P

e
rc

e
n

t 
P

o
s

it
iv

e
 R

e
s
p

o
n

s
e
 b

y
 N

u
m

b
e

r 
o

f 
P

ro
v

id
e
rs
—

2
0

1
4
 D

a
ta

b
a
s
e
 M

e
d

ic
a
l 
O

ff
ic

e
s

 

 
N

u
m

b
e
r 

o
f 

P
ro

v
id

er
s 

P
a
ti

en
t 

S
a
fe

ty
 C

u
lt

u
r
e 

C
o

m
p

o
si

te
s 

1
 

2
 

3
 

4
 t

o
 9

 
1

0
 t

o
 1

3
 

1
4

 t
o
 1

9
 

2
0

 o
r 

M
o
re

 

#
 M

ed
ic

a
l 

O
ff

ic
es

 
5

9
 

1
1

6
 

1
1

9
 

3
7

6
 

6
7
 

4
1
 

7
8
 

#
 R

es
p

o
n

d
en

ts
 

4
4

0
 

9
5

2
 

1
,3

1
4
 

6
,1

2
5
 

1
,8

6
8
 

1
,3

5
2
 

5
,0

6
2
 

1
. 

T
ea

m
w

o
r
k

 
9

3
%

 
8

9
%

 
9

0
%

 
8

6
%

 
8

6
%

 
8

7
%

 
7

9
%

 

2
. 

P
a
ti

en
t 

C
a
re

 T
r
a
c
k

in
g

/F
o
ll

o
w

-u
p

 
9

0
%

 
8

9
%

 
9

0
%

 
8

7
%

 
8

5
%

 
8

5
%

 
7

9
%

 

3
. 

O
v
er

a
ll

 P
er

ce
p

ti
o

n
s 

o
f 

P
a
ti

en
t 

S
a
fe

ty
 a

n
d

 

Q
u

a
li

ty
 

8
7

%
 

8
4

%
 

8
3

%
 

8
0

%
 

7
8

%
 

7
7

%
 

7
0

%
 

4
. 

O
rg

a
n

iz
a
ti

o
n

a
l 

L
ea

r
n

in
g

 
8

5
%

 
8

3
%

 
8

3
%

 
7

9
%

 
7

8
%

 
7

8
%

 
7

4
%

 

5
. 

S
ta

ff
 T

ra
in

in
g

 
7

7
%

 
7

9
%

 
7

7
%

 
7

4
%

 
7

5
%

 
7

2
%

 
6

9
%

 

6
. 

C
o

m
m

u
n

ic
a
ti

o
n

 A
b

o
u

t 
E

rr
o

r
 

8
0

%
 

7
6

%
 

7
3

%
 

6
7

%
 

6
6

%
 

6
7

%
 

6
1

%
 

7
. 

O
w

n
er

/M
a
n

a
g

in
g

 P
a
rt

n
er

/L
e
a
d

er
sh

ip
 S

u
p

p
o

rt
 

fo
r 

P
a
ti

e
n

t 
S

a
fe

ty
 

7
4

%
 

7
1

%
 

7
2

%
 

7
0

%
 

7
1

%
 

6
7

%
 

6
0

%
 

8
. 

O
ff

ic
e 

P
ro

ce
ss

e
s 

a
n

d
 S

ta
n

d
a
r
d

iz
a
ti

o
n

 
8

0
%

 
7

3
%

 
7

4
%

 
6

7
%

 
6

7
%

 
6

3
%

 
6

0
%

 

9
. 

C
o

m
m

u
n

ic
a
ti

o
n

 O
p

e
n

n
es

s 
7

8
%

 
7

4
%

 
6

9
%

 
6

6
%

 
6

4
%

 
6

4
%

 
5

9
%

 

1
0

. 
W

o
r
k

 P
re

ss
u

re
 a

n
d

 P
a
ce

 
6

1
%

 
5

4
%

 
5

3
%

 
5

0
%

 
4

7
%

 
4

6
%

 
4

2
%

 

A
v
er

a
g

e 
A

cr
o
ss

 C
o

m
p

o
si

te
s 

8
1

%
 

7
7

%
 

7
6

%
 

7
3

%
 

7
2

%
 

7
1

%
 

6
5

%
 

  
 



  

3 

T
a
b

le
 A

-2
. 

It
e
m

-L
e
v

e
l 

A
v

e
ra

g
e
 P

e
rc

e
n

t 
P

o
s
it

iv
e
 R

e
s
p

o
n

s
e
 b

y
 N

u
m

b
e
r 

o
f 

P
ro

v
id

e
rs
—

2
0
1
4
 D

a
ta

b
a

s
e
 M

e
d

ic
a
l 
O

ff
ic

e
s
 (

P
a
g

e
 1

 o
f 

6
) 

 
N

u
m

b
e
r 

o
f 

P
ro

v
id

er
s 

S
u

rv
ey

 I
te

m
s 

b
y

 C
o

m
p

o
si

te
 

1
 

2
 

3
 

4
 t

o
 9

 
1

0
 t

o
 1

3
 

1
4

 t
o
 1

9
 

2
0

 o
r 

M
o
re

 

#
 M

ed
ic

a
l 

O
ff

ic
es

 
5

9
 

1
1

6
 

1
1

9
 

3
7

6
 

6
7
 

4
1
 

7
8
 

#
 R

es
p

o
n

d
en

ts
 

4
4

0
 

9
5

2
 

1
,3

1
4
 

6
,1

2
5
 

1
,8

6
8
 

1
,3

5
2
 

5
,0

6
2
 

1
. 

T
ea

m
w

o
r
k

 
 

 
 

 
 

 
 

1
. 

W
h

en
 s

o
m

eo
n

e 
in

 t
h
is

 o
ff

ic
e 

g
et

s 
re

al
ly

 b
u

sy
, 

o
th

er
s 

h
el

p
 o

u
t.

 

(C
1

) 
9

5
%

 
8

8
%

 
9

0
%

 
8

6
%

 
8

6
%

 
8

8
%

 
8

0
%

 

2
. 

In
 t

h
is

 o
ff

ic
e,

 t
h

er
e 

is
 a

 g
o

o
d

 w
o

rk
in

g
 r

el
at

io
n

sh
ip

 b
et

w
ee

n
 s

ta
ff

 

an
d

 p
ro

v
id

er
s.

 (
C

2
) 

9
4

%
 

9
1

%
 

9
1

%
 

8
9

%
 

8
9

%
 

8
8

%
 

8
0

%
 

3
. 

In
 t

h
is

 o
ff

ic
e,

 w
e 

tr
ea

t 
ea

ch
 o

th
er

 w
it

h
 r

es
p

ec
t.

 (
C

5
) 

9
1

%
 

8
8

%
 

8
9

%
 

8
2

%
 

8
3

%
 

8
6

%
 

7
7

%
 

4
. 

T
h

is
 o

ff
ic

e 
em

p
h

as
iz

es
 t

e
am

w
o

rk
 i

n
 t

ak
in

g
 c

ar
e 

o
f 

p
at

ie
n

ts
. 

(C
1

3
) 

9
2

%
 

8
8

%
 

8
9

%
 

8
5

%
 

8
5

%
 

8
7

%
 

8
0

%
 

2
. 

P
a
ti

en
t 

C
a
re

 T
r
a
c
k

in
g

/F
o
ll

o
w

-u
p

 
 

 
 

 
 

 
 

1
. 

T
h

is
 o

ff
ic

e 
re

m
in

d
s 

p
at

ie
n

ts
 w

h
en

 t
h

ey
 n

ee
d

 t
o

 s
ch

ed
u
le

 a
n

 

ap
p

o
in

tm
en

t 
fo

r 
p

re
v
en

ti
v
e 

o
r 

ro
u
ti

n
e 

ca
re

. 
(D

3
) 

9
0

%
 

8
7

%
 

8
9

%
 

8
7

%
 

8
6

%
 

8
6

%
 

8
0

%
 

2
. 
T

h
is

 o
ff

ic
e 

d
o

cu
m

en
ts

 h
o

w
 w

el
l 

o
u

r 
ch

ro
n
ic

-c
ar

e 
p

at
ie

n
ts

 f
o

ll
o

w
 

th
ei

r 
tr

ea
tm

en
t 

p
la

n
s.

 (
D

5
) 

8
6

%
 

8
3

%
 

8
4

%
 

7
9

%
 

7
7

%
 

8
0

%
 

7
4

%
 

3
. 

O
u

r 
o

ff
ic

e 
fo

ll
o

w
s 

u
p

 w
h

en
 w

e 
d

o
 n

o
t 

re
ce

iv
e 

a 
re

p
o

rt
 w

e 
ar

e 

ex
p

ec
ti

n
g
 f

ro
m

 a
n

 o
u

ts
id

e 
p

ro
v
id

er
. 

(D
6

) 
9

3
%

 
9

1
%

 
9

1
%

 
8

8
%

 
8

8
%

 
8

5
%

 
7

6
%

 

4
. 

T
h

is
 o

ff
ic

e 
fo

ll
o

w
s 

u
p

 w
it

h
 p

at
ie

n
ts

 w
h

o
 n

ee
d

 m
o

n
it

o
ri

n
g
. 

(D
9

) 
9

2
%

 
9

2
%

 
9

5
%

 
9

1
%

 
9

0
%

 
9

0
%

 
8

6
%

 

3
. 

O
v
er

a
ll

 P
er

ce
p

ti
o

n
s 

o
f 

P
a
ti

en
t 

S
a
fe

ty
 a

n
d

 Q
u

a
li

ty
 

 
 

 
 

 
 

 

1
. 

O
u

r 
o

ff
ic

e 
p

ro
ce

ss
es

 a
re

 g
o

o
d

 a
t 

p
re

v
en

ti
n

g
 m

is
ta

k
es

 t
h

at
 c

o
u

ld
 

af
fe

ct
 p

at
ie

n
ts

. 
(F

2
) 

9
1

%
 

8
9

%
 

8
8

%
 

8
6

%
 

8
5

%
 

8
5

%
 

7
8

%
 

2
. 

M
is

ta
k
es

 h
ap

p
en

 m
o

re
 t

h
an

 t
h

ey
 s

h
o

u
ld

 i
n

 t
h

is
 o

ff
ic

e.
 (

F
3

R
) 

8
6

%
 

8
5

%
 

8
3

%
 

7
9

%
 

7
7

%
 

7
8

%
 

7
2

%
 

3
. 

It
 i

s 
ju

st
 b

y
 c

h
an

ce
 t

h
at

 w
e 

d
o

n
’t

 m
ak

e 
m

o
re

 m
is

ta
k
es

 t
h

at
 a

ff
ec

t 

o
u

r 
p

at
ie

n
ts

. 
(F

4
R

) 
8

7
%

 
8

4
%

 
8

3
%

 
8

0
%

 
7

9
%

 
7

8
%

 
7

2
%

 

4
. 

In
 t

h
is

 o
ff

ic
e,

 g
et

ti
n

g
 m

o
re

 w
o

rk
 d

o
n

e 
is

 m
o

re
 i

m
p

o
rt

an
t 

th
an

 

q
u

al
it

y
 o

f 
ca

re
. 

(F
6

R
) 

8
5

%
 

7
9

%
 

7
7

%
 

7
4

%
 

7
0

%
 

6
8

%
 

6
2

%
 

N
o
te

: 
T

h
e 

it
em

’s
 s

u
rv

ey
 l

o
ca

ti
o

n
 i
s 

sh
o

w
n

 a
ft

er
 t

h
e 

it
em

 t
e
x
t.

 A
n

 “
R

” 
in

d
ic

at
es

 a
 n

eg
at

iv
el

y
 w

o
rd

ed
 i

te
m

, 
w

h
er

e 
th

e 
p

er
ce

n
t 

p
o

si
ti

v
e 

re
sp

o
n

se
 i

s 
b

as
ed

 o
n

 t
h

o
se

 w
h

o
 r

es
p

o
n
d

ed
 “

S
tr

o
n

g
ly

 D
is

ag
re

e”
 

o
r 

“D
is

ag
re

e”
 o

r 
“N

ev
er

” 
o

r 
“R

ar
el

y
” 

(d
ep

en
d

in
g
 o

n
 t

h
e 

re
sp

o
n

se
 c

at
eg

o
ry

 u
se

d
 f

o
r 

th
e 

it
em

).
 



  

4 

T
a
b

le
 A

-2
. 

It
e
m

-L
e
v

e
l 

A
v

e
ra

g
e
 P

e
rc

e
n

t 
P

o
s
it

iv
e
 R

e
s
p

o
n

s
e
 b

y
 N

u
m

b
e
r 

o
f 

P
ro

v
id

e
rs
—

2
0
1
4
 D

a
ta

b
a

s
e
 M

e
d

ic
a
l 
O

ff
ic

e
s
 (

P
a
g

e
 2

 o
f 

6
) 

 
N

u
m

b
e
r 

o
f 

P
ro

v
id

er
s 

S
u

rv
ey

 I
te

m
s 

b
y

 C
o

m
p

o
si

te
 

1
 

2
 

3
 

4
 t

o
 9

 
1

0
 t

o
 1

3
 

1
4

 t
o
 1

9
 

2
0

 o
r 

M
o
re

 

#
 M

ed
ic

a
l 

O
ff

ic
es

 
5

9
 

1
1

6
 

1
1

9
 

3
7

6
 

6
7
 

4
1
 

7
8
 

#
 R

es
p

o
n

d
en

ts
 

4
4

0
 

9
5

2
 

1
,3

1
4
 

6
,1

2
5
 

1
,8

6
8
 

1
,3

5
2
 

5
,0

6
2
 

4
. 

O
rg

a
n

iz
a
ti

o
n

a
l 

L
ea

r
n

in
g

 
 

 
 

 
 

 
 

1
. 

W
h

en
 t

h
er

e 
is

 a
 p

ro
b

le
m

 i
n

 o
u

r 
o

ff
ic

e,
 w

e 
se

e 
if

 w
e 

n
ee

d
 t

o
 

ch
an

g
e 

th
e 

w
ay

 w
e 

d
o

 t
h
in

g
s.

 (
F

1
) 

9
0

%
 

8
8

%
 

8
8

%
 

8
4

%
 

8
3

%
 

8
2

%
 

8
0

%
 

2
. 
T

h
is

 o
ff

ic
e 

is
 g

o
o

d
 a

t 
ch

an
g
in

g
 o

ff
ic

e 
p

ro
ce

ss
es

 t
o

 m
ak

e 
su

re
 t

h
e 

sa
m

e 
p

ro
b

le
m

s 
d

o
n

’t
 h

ap
p

en
 a

g
ai

n
. 

(F
5

) 
8

3
%

 
8

3
%

 
8

2
%

 
8

0
%

 
7

8
%

 
7

8
%

 
7

2
%

 

3
. 

A
ft

er
 t

h
is

 o
ff

ic
e 

m
ak

es
 c

h
an

g
es

 t
o

 i
m

p
ro

v
e 

th
e 

p
at

ie
n

t 
ca

re
 

p
ro

ce
ss

, 
w

e 
ch

ec
k
 t

o
 s

ee
 i

f 
th

e 
ch

an
g
es

 w
o

rk
ed

. 
(F

7
) 

8
2

%
 

8
0

%
 

7
9

%
 

7
4

%
 

7
5

%
 

7
4

%
 

6
8

%
 

5
. 

S
ta

ff
 T

ra
in

in
g

 
 

 
 

 
 

 
 

1
. 

T
h

is
 o

ff
ic

e 
tr

ai
n

s 
st

af
f 

w
h

en
 n

ew
 p

ro
ce

ss
es

 a
re

 p
u

t 
in

to
 p

la
ce

. 

(C
4

) 
8

2
%

 
8

3
%

 
8

0
%

 
7

7
%

 
7

7
%

 
7

6
%

 
7

2
%

 

2
. 
T

h
is

 o
ff

ic
e 

m
ak

es
 s

u
re

 s
ta

ff
 g

et
 t
h

e 
o
n

-t
h

e-
jo

b
 t
ra

in
in

g
 t
h

ey
 n

ee
d

. 

(C
7

) 
8

0
%

 
8

2
%

 
8

0
%

 
7

6
%

 
7

7
%

 
7

5
%

 
7

0
%

 

3
. 
S

ta
ff

 i
n

 t
h

is
 o

ff
ic

e 
ar

e 
as

k
ed

 t
o

 d
o

 t
as

k
s 

th
ey

 h
av

en
’t

 b
ee

n
 t
ra

in
ed

 

to
 d

o
. 

(C
1

0
R

) 
7

0
%

 
7

4
%

 
7

2
%

 
7

0
%

 
7

0
%

 
6

6
%

 
6

4
%

 

6
. 

C
o

m
m

u
n

ic
a
ti

o
n

 A
b

o
u

t 
E

rr
o

r
 

 
 

 
 

 
 

 

1
. 

S
ta

ff
 f

ee
l 

li
k
e 

th
ei

r 
m

is
ta

k
es

 a
re

 h
el

d
 a

g
ai

n
st

 t
h

em
. 

(D
7

R
) 

7
6

%
 

7
1

%
 

6
5

%
 

5
8

%
 

5
5

%
 

5
5

%
 

4
7

%
 

2
. 
P

ro
v
id

er
s 

an
d
 s

ta
ff

 t
al

k
 o

p
en

ly
 a

b
o

u
t 

o
ff

ic
e 

p
ro

b
le

m
s.

 (
D

8
) 

7
3

%
 

6
9

%
 

6
4

%
 

5
7

%
 

5
6

%
 

5
7

%
 

5
3

%
 

3
. 

In
 t

h
is

 o
ff

ic
e,

 w
e 

d
is

cu
ss

 w
ay

s 
to

 p
re

v
en

t 
er

ro
rs

 f
ro

m
 h

ap
p

en
in

g
 

ag
ai

n
. 

(D
1

1
) 

8
7

%
 

8
4

%
 

8
4

%
 

8
0

%
 

8
0

%
 

8
1

%
 

7
6

%
 

4
. 

S
ta

ff
 a

re
 w

il
li

n
g
 t

o
 r

ep
o
rt

 m
is

ta
k
es

 t
h

ey
 o

b
se

rv
e 

in
 t

h
is

 o
ff

ic
e.

 

(D
1

2
) 

8
2

%
 

8
1

%
 

8
0

%
 

7
4

%
 

7
2

%
 

7
5

%
 

6
7

%
 

N
o
te

: 
T

h
e 

it
em

’s
 s

u
rv

ey
 l

o
ca

ti
o

n
 i
s 

sh
o

w
n

 a
ft

er
 t

h
e 

it
em

 t
ex

t.
 A

n
 “

R
” 

in
d

ic
at

es
 a

 n
eg

at
iv

el
y
 w

o
rd

ed
 i

te
m

, 
w

h
er

e 
th

e 
p

er
ce

n
t 

p
o

si
ti

v
e 

re
sp

o
n

se
 i

s 
b

as
ed

 o
n

 t
h

o
se

 w
h

o
 r

es
p

o
n
d

ed
 “

S
tr

o
n

g
ly

 D
is

ag
re

e”
 

o
r 

“D
is

ag
re

e”
 o

r 
“N

ev
er

” 
o

r 
“R

ar
el

y
” 

(d
ep

en
d

in
g
 o

n
 t

h
e 

re
sp

o
n

se
 c

at
eg

o
ry

 u
se

d
 f

o
r 

th
e 

it
em

).
 

 
 



  

5 

T
a
b

le
 A

-2
. 

It
e
m

-L
e
v

e
l 

A
v

e
ra

g
e
 P

e
rc

e
n

t 
P

o
s
it

iv
e
 R

e
s
p

o
n

s
e
 b

y
 N

u
m

b
e
r 

o
f 

P
ro

v
id

e
rs
—

2
0
1
4
 D

a
ta

b
a

s
e
 M

e
d

ic
a
l 
O

ff
ic

e
s
 (

P
a
g

e
 3

 o
f 

6
) 

 
N

u
m

b
e
r 

o
f 

P
ro

v
id

er
s 

S
u

rv
ey

 I
te

m
s 

b
y

 C
o

m
p

o
si

te
 

1
 

2
 

3
 

4
 t

o
 9

 
1

0
 t

o
 1

3
 

1
4

 t
o
 1

9
 

2
0

 o
r 

M
o
re

 

#
 M

ed
ic

a
l 

O
ff

ic
es

 
5

9
 

1
1

6
 

1
1

9
 

3
7

6
 

6
7
 

4
1
 

7
8
 

#
 R

es
p

o
n

d
en

ts
 

4
4

0
 

9
5

2
 

1
,3

1
4
 

6
,1

2
5
 

1
,8

6
8
 

1
,3

5
2
 

5
,0

6
2
 

7
. 

O
w

n
er

/M
a
n

a
g

in
g

 P
a
rt

n
er

/L
e
a
d

er
sh

ip
 S

u
p

p
o

rt
 f

o
r 

P
a
ti

e
n

t 

S
a
fe

ty
 

 
 

 
 

 
 

 

1
. 
T

h
ey

 a
re

n
’t

 i
n

v
es

ti
n

g
 e

n
o

u
g
h

 r
es

o
u

rc
es

 t
o

 i
m

p
ro

v
e 

th
e 

q
u

al
it

y
 o

f 

ca
re

 i
n

 t
h

is
 o

ff
ic

e.
 (

E
1

R
) 

5
8

%
 

5
4

%
 

5
3

%
 

5
2

%
 

5
6

%
 

4
7

%
 

4
1

%
 

2
. 

T
h

ey
 o

v
er

lo
o

k
 p

at
ie

n
t 

ca
re

 m
is

ta
k
es

 t
h

at
 h

ap
p

en
 o

v
er

 a
n

d
 o

v
er

. 

(E
2

R
) 

8
8

%
 

8
3

%
 

8
3

%
 

8
3

%
 

8
3

%
 

8
0

%
 

7
4

%
 

3
. 

T
h

ey
 p

la
ce

 a
 h

ig
h

 p
ri

o
ri

ty
 o

n
 i

m
p

ro
v
in

g
 p

at
ie

n
t 

ca
re

 p
ro

ce
ss

es
. 

(E
3

) 
8

1
%

 
8

1
%

 
8

5
%

 
8

2
%

 
8

3
%

 
8

5
%

 
7

5
%

 

4
. 

T
h

ey
 m

ak
e 

d
ec

is
io

n
s 

to
o

 o
ft

en
 b

as
ed

 o
n
 w

h
at

 i
s 

b
es

t 
fo

r 
th

e 

o
ff

ic
e 

ra
th

er
 t

h
an

 w
h

at
 i

s 
b

es
t 

fo
r 

p
at

ie
n

ts
. 

(E
4

R
) 

6
8

%
 

6
4

%
 

6
5

%
 

6
2

%
 

6
1

%
 

5
8

%
 

5
1

%
 

8
. 

O
ff

ic
e 

P
ro

ce
ss

e
s 

a
n

d
 S

ta
n

d
a
r
d

iz
a
ti

o
n

 
 

 
 

 
 

 
 

1
. 

T
h

is
 o

ff
ic

e 
is

 m
o

re
 d

is
o

rg
an

iz
ed

 t
h

an
 i

t 
sh

o
u

ld
 b

e.
 (

C
8

R
) 

7
9

%
 

7
0

%
 

7
0

%
 

6
4

%
 

6
5

%
 

5
9

%
 

5
7

%
 

2
. 

W
e 

h
av

e 
g
o

o
d

 p
ro

ce
d

u
re

s 
fo

r 
ch

ec
k
in

g
 t

h
at

 w
o

rk
 i

n
 t

h
is

 o
ff

ic
e 

w
as

 d
o

n
e 

co
rr

ec
tl

y
. 

(C
9

) 
8

2
%

 
7

8
%

 
7

9
%

 
7

1
%

 
7

1
%

 
6

7
%

 
6

3
%

 

3
. 

W
e 

h
av

e 
p

ro
b

le
m

s 
w

it
h

 w
o

rk
fl

o
w

 i
n

 t
h

is
 o

ff
ic

e.
 (

C
1

2
R

) 
7

0
%

 
5

9
%

 
6

2
%

 
5

3
%

 
5

2
%

 
4

6
%

 
4

4
%

 

4
. 

S
ta

ff
 i

n
 t

h
is

 o
ff

ic
e 

fo
ll

o
w

 s
ta

n
d

ar
d

iz
ed

 p
ro

ce
ss

es
 t

o
 g

et
 t

as
k
s 

d
o

n
e.

 (
C

1
5

) 
8

8
%

 
8

5
%

 
8

6
%

 
8

2
%

 
8

2
%

 
7

9
%

 
7

6
%

 

N
o
te

: 
T

h
e 

it
em

’s
 s

u
rv

ey
 l

o
ca

ti
o

n
 i
s 

sh
o

w
n

 a
ft

er
 t

h
e 

it
em

 t
ex

t.
 A

n
 “

R
” 

in
d

ic
at

es
 a

 n
eg

at
iv

el
y
 w

o
rd

ed
 i

te
m

, 
w

h
er

e 
th

e 
p

er
ce

n
t 

p
o

si
ti

v
e 

re
sp

o
n

se
 i

s 
b

as
ed

 o
n

 t
h

o
se

 w
h

o
 r

es
p

o
n
d

ed
 “

S
tr

o
n

g
ly

 D
is

ag
re

e”
 

o
r 

“D
is

ag
re

e”
 o

r 
“N

ev
er

” 
o

r 
“R

ar
el

y
” 

(d
ep

en
d

in
g
 o

n
 t

h
e 

re
sp

o
n

se
 c

at
eg

o
ry

 u
se

d
 f

o
r 

th
e 

it
em

).
 

 
 



  

6 

T
a
b

le
 A

-2
. 

It
e
m

-L
e
v

e
l 

A
v

e
ra

g
e
 P

e
rc

e
n

t 
P

o
s
it

iv
e
 R

e
s
p

o
n

s
e
 b

y
 N

u
m

b
e
r 

o
f 

P
ro

v
id

e
rs
—

2
0
1
4
 D

a
ta

b
a

s
e
 M

e
d

ic
a
l 
O

ff
ic

e
s
 (

P
a
g

e
 4

 o
f 

6
) 

 
N

u
m

b
e
r 

o
f 

P
ro

v
id

er
s 

S
u

rv
ey

 I
te

m
s 

b
y

 C
o

m
p

o
si

te
 

1
 

2
 

3
 

4
 t

o
 9

 
1

0
 t

o
 1

3
 

1
4

 t
o
 1

9
 

2
0

 o
r 

M
o
re

 

#
 M

ed
ic

a
l 

O
ff

ic
es

 
5

9
 

1
1

6
 

1
1

9
 

3
7

6
 

6
7
 

4
1
 

7
8
 

#
 R

es
p

o
n

d
en

ts
 

4
4

0
 

9
5

2
 

1
,3

1
4
 

6
,1

2
5
 

1
,8

6
8
 

1
,3

5
2
 

5
,0

6
2
 

9
. 

C
o

m
m

u
n

ic
a
ti

o
n

 O
p

e
n

n
es

s 
 

 
 

 
 

 
 

1
. 
P

ro
v
id

er
s 

in
 t

h
is

 o
ff

ic
e 

ar
e 

o
p

en
 t

o
 s

ta
ff

 i
d

ea
s 

ab
o

u
t 

h
o

w
 t

o
 

im
p

ro
v
e 

o
ff

ic
e 

p
ro

ce
ss

es
. 

(D
1

) 
7

8
%

 
7

7
%

 
7

2
%

 
6

9
%

 
6

7
%

 
6

6
%

 
6

0
%

 

2
. 

S
ta

ff
 a

re
 e

n
co

u
ra

g
ed

 t
o

 e
x
p

re
ss

 a
lt

er
n

at
iv

e 
v
ie

w
p

o
in

ts
 i

n
 t

h
is

 

o
ff

ic
e.

 (
D

2
) 

7
9

%
 

7
7

%
 

7
0

%
 

7
0

%
 

6
6

%
 

6
7

%
 

6
2

%
 

3
. 

S
ta

ff
 a

re
 a

fr
ai

d
 t

o
 a

sk
 q

u
es

ti
o
n

s 
w

h
en

 s
o

m
et

h
in

g
 d

o
es

 n
o

t 
se

em
 

ri
g
h

t.
 (

D
4

R
) 

8
3

%
 

7
9

%
 

7
7

%
 

7
1

%
 

6
9

%
 

7
1

%
 

6
4

%
 

4
. 

It
 i

s 
d

if
fi

cu
lt

 t
o

 v
o

ic
e 

d
is

ag
re

em
en

t 
in

 t
h

is
 o

ff
ic

e.
 (

D
1

0
R

) 
7

3
%

 
6

4
%

 
5

9
%

 
5

4
%

 
5

3
%

 
5

4
%

 
4

9
%

 

1
0

. 
W

o
r
k

 P
re

ss
u

re
 a

n
d

 P
a
ce

 
 

 
 

 
 

 
 

1
. 

In
 t

h
is

 o
ff

ic
e,

 w
e 

o
ft

en
 f

ee
l 

ru
sh

ed
 w

h
en

 t
ak

in
g
 c

ar
e 

o
f 

p
at

ie
n

ts
. 

(C
3

R
) 

5
0

%
 

3
9

%
 

4
2

%
 

3
5

%
 

3
5

%
 

3
4

%
 

3
1

%
 

2
. 

W
e 

h
av

e 
to

o
 m

an
y
 p

at
ie

n
ts

 f
o

r 
th

e 
n
u

m
b

er
 o

f 
p

ro
v
id

er
s 

in
 t

h
is

 

o
ff

ic
e.

 (
C

6
R

) 
6

0
%

 
5

6
%

 
5

1
%

 
5

0
%

 
4

7
%

 
4

6
%

 
4

1
%

 

3
. 

W
e 

h
av

e 
en

o
u

g
h

 s
ta

ff
 t

o
 h

an
d
le

 o
u

r 
p

at
ie

n
t 

lo
ad

. 
(C

1
1

) 
6

3
%

 
5

3
%

 
5

4
%

 
5

1
%

 
5

0
%

 
4

7
%

 
4

3
%

 

4
. 
T

h
is

 o
ff

ic
e 

h
as

 t
o

o
 m

an
y
 p

at
ie

n
ts

 t
o

 b
e 

ab
le

 t
o
 h

an
d

le
 e

v
er

y
th

in
g
 

ef
fe

ct
iv

el
y
. 

(C
1

4
R

) 
7

1
%

 
6

8
%

 
6

6
%

 
6

2
%

 
5

8
%

 
5

8
%

 
5

2
%

 

N
o
te

: 
T

h
e 

it
em

’s
 s

u
rv

ey
 l

o
ca

ti
o

n
 i
s 

sh
o

w
n

 a
ft

er
 t

h
e 

it
em

 t
ex

t.
 A

n
 “

R
” 

in
d

ic
at

es
 a

 n
eg

at
iv

el
y
 w

o
rd

ed
 i

te
m

, 
w

h
er

e 
th

e 
p

er
ce

n
t 

p
o

si
ti

v
e 

re
sp

o
n

se
 i

s 
b

as
ed

 o
n

 t
h

o
se

 w
h

o
 r

es
p

o
n
d

ed
 “

S
tr

o
n

g
ly

 D
is

ag
re

e”
 

o
r 

“D
is

ag
re

e”
 o

r 
“N

ev
er

” 
o

r 
“R

ar
el

y
” 

(d
ep

en
d

in
g
 o

n
 t

h
e 

re
sp

o
n

se
 c

at
eg

o
ry

 u
se

d
 f

o
r 

th
e 

it
em

).
 

 
 



  

7 

T
a
b

le
 A

-2
. 

It
e
m

-L
e
v

e
l 

A
v

e
ra

g
e
 P

e
rc

e
n

t 
P

o
s
it

iv
e
 R

e
s
p

o
n

s
e
 b

y
 N

u
m

b
e
r 

o
f 

P
ro

v
id

e
rs
—

2
0
1
4
 D

a
ta

b
a

s
e
 M

e
d

ic
a
l 
O

ff
ic

e
s
 (

P
a
g

e
 5

 o
f 

6
) 

 
N

u
m

b
e
r 

o
f 

P
ro

v
id

er
s 

S
u

rv
ey

 I
te

m
s 

1
 

2
 

3
 

4
 t

o
 9

 
1

0
 t

o
 1

3
 

1
4

 t
o
 1

9
 

2
0

 o
r 

M
o
re

 

#
 M

ed
ic

a
l 

O
ff

ic
es

 
5

9
 

1
1

6
 

1
1

9
 

3
7

6
 

6
7
 

4
1
 

7
8
 

#
 R

es
p

o
n

d
en

ts
 

4
4

0
 

9
5

2
 

1
,3

1
4
 

6
,1

2
5
 

1
,8

6
8
 

1
,3

5
2
 

5
,0

6
2
 

L
is

t 
o
f 

P
a
ti

en
t 

S
a
fe

ty
 a

n
d

 Q
u

a
li

ty
 I

ss
u

es
 

 
 

 
 

 
 

 

A
cc

es
s 

to
 C

a
r
e
 

 
 

 
 

 
 

 

1
. 

A
 p

at
ie

n
t 

w
as

 u
n

ab
le

 t
o

 g
et

 a
n

 a
p

p
o

in
tm

en
t 

w
it

h
in

 4
8

 h
o
u

rs
 f

o
r 

an
 a

cu
te

/s
er

io
u

s 
p

ro
b

le
m

. 
(A

1
) 

8
6

%
 

8
4

%
 

8
1

%
 

8
2

%
 

7
7

%
 

7
7

%
 

7
2

%
 

P
a
ti

en
t 

Id
e
n

ti
fi

ca
ti

o
n

 
 

 
 

 
 

 
 

2
. 

T
h

e 
w

ro
n

g
 c

h
ar

t/
m

ed
ic

al
 r

ec
o

rd
 w

as
 u

se
d

 f
o

r 
a 

p
at

ie
n

t.
 (

A
2

) 
9

9
%

 
9

9
%

 
9

8
%

 
9

7
%

 
9

6
%

 
9

7
%

 
9

6
%

 

C
h

a
rt

s/
M

ed
ic

a
l 

R
ec

o
r
d

s 
 

 
 

 
 

 
 

3
. 
A

 p
at

ie
n

t’
s 

ch
ar

t/
m

ed
ic

al
 r

ec
o

rd
 w

as
 n

o
t 

av
ai

la
b

le
 w

h
en

 n
ee

d
ed

. 

(A
3

) 
9

3
%

 
9

4
%

 
9

2
%

 
9

0
%

 
8

8
%

 
9

0
%

 
8

6
%

 

4
. 

M
ed

ic
al

 i
n

fo
rm

at
io

n
 w

as
 f

il
ed

, 
sc

an
n

ed
, 

o
r 

en
te

re
d

 i
n

to
 t

h
e 

w
ro

n
g
 p

at
ie

n
t’

s 
ch

ar
t/

m
ed

ic
al

 r
ec

o
rd

. 
(A

4
) 

9
7

%
 

9
7

%
 

9
5

%
 

9
4

%
 

9
3

%
 

9
5

%
 

9
3

%
 

M
ed

ic
a
l 

E
q

u
ip

m
e
n

t 
 

 
 

 
 

 
 

5
. 

M
ed

ic
al

 e
q

u
ip

m
en

t 
w

as
 n

o
t 

w
o

rk
in

g
 p

ro
p

er
ly

 o
r 

w
as

 i
n

 n
ee

d
 o

f 

re
p

ai
r 

o
r 

re
p
la

ce
m

en
t.

 (
A

5
) 

9
2

%
 

9
3

%
 

9
3

%
 

9
3

%
 

9
0

%
 

8
8

%
 

8
5

%
 

M
ed

ic
a
ti

o
n

 
 

 
 

 
 

 
 

6
. 

A
 p

h
ar

m
ac

y
 c

o
n

ta
ct

ed
 o

u
r 

o
ff

ic
e 

to
 c

la
ri

fy
 o

r 
co

rr
ec

t 
a 

p
re

sc
ri

p
ti

o
n

. 
(A

6
) 

6
8

%
 

6
3

%
 

6
2

%
 

5
4

%
 

5
7

%
 

5
6

%
 

5
7

%
 

7
. 

A
 p

at
ie

n
t’

s 
m

ed
ic

at
io

n
 l

is
t 

w
as

 n
o

t 
u

p
d

at
ed

 d
u

ri
n

g
 h

is
 o

r 
h

er
 

v
is

it
. 

(A
7

) 
8

8
%

 
8

6
%

 
8

3
%

 
7

9
%

 
7

7
%

 
7

8
%

 
7

2
%

 

D
ia

g
n

o
st

ic
s 

&
 T

es
ts

 
 

 
 

 
 

 
 

8
. 

T
h

e 
re

su
lt

s 
fr

o
m

 a
 l

ab
 o

r 
im

ag
in

g
 t

es
t 

w
er

e 
n

o
t 

av
ai

la
b

le
 w

h
en

 

n
ee

d
ed

. 
(A

8
) 

8
2

%
 

8
2

%
 

8
3

%
 

7
9

%
 

7
9

%
 

8
1

%
 

7
8

%
 

9
. 

A
 c

ri
ti

ca
l 

ab
n

o
rm

al
 r

es
u

lt
 f

ro
m

 a
 l

ab
 o

r 
im

ag
in

g
 t

es
t 

w
as

 n
o

t 

fo
ll

o
w

ed
 u

p
 w

it
h

in
 1

 b
u

si
n

es
s 

d
ay

. 
(A

9
) 

9
4

%
 

9
6

%
 

9
7

%
 

9
4

%
 

9
3

%
 

9
2

%
 

9
0

%
 

N
o
te

: 
F

o
r 

it
em

s 
A

1
-A

9
 a

n
d

 B
1

-B
4

, 
th

e 
p

er
ce

n
t 
p
o

si
ti

v
e 

re
sp

o
n

se
 i

s 
b

as
ed

 o
n
 t

h
o

se
 w

h
o
 r

es
p

o
n

d
ed

 “
N

o
t 
in

 t
h

e 
p

as
t 
1
2

 m
o

n
th

s,
” 

“O
n

ce
 o

r 
tw

ic
e 

in
 t
h

e 
p

as
t 
1

2
 m

o
n

th
s,

” 
an

d
 “

S
ev

er
al

 t
im

es
 i

n
 t
h

e 
p

as
t 

1
2

 m
o

n
th

s.
” 

 
 



  

8 

T
a
b

le
 A

-2
. 

It
e
m

-L
e
v

e
l 

A
v

e
ra

g
e
 P

e
rc

e
n

t 
P

o
s
it

iv
e
 R

e
s
p

o
n

s
e
 b

y
 N

u
m

b
e
r 

o
f 

P
ro

v
id

e
rs
—

2
0
1
4
 D

a
ta

b
a

s
e
 M

e
d

ic
a
l 
O

ff
ic

e
s
 (

P
a
g

e
 6

 o
f 

6
) 

 
N

u
m

b
e
r 

o
f 

P
ro

v
id

er
s 

S
u

rv
ey

 I
te

m
s 

1
 

2
 

3
 

4
 t

o
 9

 
1

0
 t

o
 1

3
 

1
4

 t
o
 1

9
 

2
0

 o
r 

M
o
re

 

#
 M

ed
ic

a
l 

O
ff

ic
es

 
5

9
 

1
1

6
 

1
1

9
 

3
7

6
 

6
7
 

4
1
 

7
8
 

#
 R

es
p

o
n

d
en

ts
 

4
4

0
 

9
5

2
 

1
,3

1
4
 

6
,1

2
5
 

1
,8

6
8
 

1
,3

5
2
 

5
,0

6
2
 

In
fo

r
m

a
ti

o
n

 E
x

ch
a
n

g
e
 W

it
h

 O
th

er
 S

et
ti

n
g

s 

O
v
er

 t
h

e 
p

a
st

 1
2

 m
o

n
th

s,
 h

o
w

 o
ft

en
 h

a
s 

y
o
u

r 
m

e
d

ic
a
l 
o
ff

ic
e 

h
a

d
 

p
r
o
b

le
m

s 
ex

ch
a

n
g

in
g

 a
cc

u
r
a
te

, 
co

m
p

le
te

, 
a

n
d

 t
im

el
y

 

in
fo

r
m

a
ti

o
n

 w
it

h
: 

 
 

 
 

 
 

 

1
. 

O
u

ts
id

e 
la

b
s/

im
ag

in
g
 c

en
te

rs
? 

(B
1

) 
8

3
%

 
8

4
%

 
8

4
%

 
8

0
%

 
8

2
%

 
7

7
%

 
7

7
%

 

2
. 

O
th

er
 m

ed
ic

al
 o

ff
ic

es
/O

u
ts

id
e 

p
h

y
si

ci
an

s?
 (

B
2

) 
8

4
%

 
8

4
%

 
8

4
%

 
7

9
%

 
7

8
%

 
7

6
%

 
7

8
%

 

3
. 
P

h
ar

m
ac

ie
s?

 (
B

3
) 

8
4

%
 

8
3

%
 

8
2

%
 

7
6

%
 

8
0

%
 

7
6

%
 

7
7

%
 

4
. 

H
o

sp
it

al
s?

 (
B

4
) 

8
7

%
 

9
0

%
 

9
0

%
 

8
4

%
 

8
5

%
 

8
6

%
 

8
3

%
 

N
o
te

: 
F

o
r 

it
em

s 
A

1
-A

9
 a

n
d

 B
1

-B
4

, 
th

e 
p

er
ce

n
t 
p
o

si
ti

v
e 

re
sp

o
n

se
 i

s 
b

as
ed

 o
n
 t

h
o

se
 w

h
o
 r

es
p

o
n

d
ed

 “
N

o
t 
in

 t
h

e 
p

as
t 
1
2

 m
o

n
th

s,
” 

“O
n

ce
 o

r 
tw

ic
e 

in
 t
h

e 
p

as
t 
1

2
 m

o
n

th
s,

” 
an

d
 “

S
ev

er
al

 t
im

es
 i

n
 t
h

e 
p

as
t 

1
2

 m
o

n
th

s.
” 

 
 



  

9 

T
a
b

le
 A

-3
. 

It
e
m

-L
e
v

e
l 

A
v

e
ra

g
e
 P

e
rc

e
n

ta
g

e
s
 o

f 
O

v
e
ra

ll
 R

a
ti

n
g

s
 b

y
 N

u
m

b
e

r 
o

f 
P

ro
v

id
e
rs
—

2
0
1
4
 D

a
ta

b
a

s
e
 M

e
d

ic
a
l 
O

ff
ic

e
s
 (

P
a
g

e
 1

 o
f 

3
) 

 
N

u
m

b
e
r 

o
f 

P
ro

v
id

er
s 

S
u

rv
ey

 I
te

m
s 

b
y

 O
v

er
a
ll

 R
a
ti

n
g

s 
o
n

 Q
u

a
li

ty
 

1
 

2
 

3
 

4
 t

o
 9

 
1

0
 t

o
 1

3
 

1
4

 t
o
 1

9
 

2
0

 o
r 

M
o
re

 

#
 M

ed
ic

a
l 

O
ff

ic
es

 
5

9
 

1
1

6
 

1
1

9
 

3
7

6
 

6
7
 

4
1
 

7
8
 

#
 R

es
p

o
n

d
en

ts
 

4
4

0
 

9
5

2
 

1
,3

1
4
 

6
,1

2
5
 

1
,8

6
8
 

1
,3

5
2
 

5
,0

6
2
 

1
. 

P
a
ti

en
t 

C
en

te
re

d
 -

 I
s 

re
sp

o
n

si
v
e 

to
 i

n
d

iv
id

u
a
l 

p
a
ti

e
n

t 

p
re

fe
re

n
ce

s,
 n

ee
d

s,
 a

n
d

 v
a
lu

e
s.

 (
G

1
a
) 

 
 

 
 

 
 

 

E
x
ce

ll
en

t 
o

r 
V

er
y
 G

o
o

d
 

8
4

%
 

7
7

%
 

7
6

%
 

7
2

%
 

6
9

%
 

6
7

%
 

5
4

%
 

5
 -

 E
x
ce

ll
en

t 
4

6
%

 
4

4
%

 
4

1
%

 
3

4
%

 
3

2
%

 
3

1
%

 
2

3
%

 

4
 -

 V
er

y
 G

o
o

d
 

3
7

%
 

3
3

%
 

3
6

%
 

3
8

%
 

3
6

%
 

3
6

%
 

3
1

%
 

3
 -

 G
o

o
d
 

1
5

%
 

1
9

%
 

2
0

%
 

2
3

%
 

2
5

%
 

2
8

%
 

3
3

%
 

2
 -

 F
ai

r 
1

%
 

3
%

 
3

%
 

5
%

 
5

%
 

5
%

 
1

1
%

 

1
 -

 P
o

o
r 

0
%

 
1

%
 

1
%

 
1

%
 

1
%

 
0

%
 

2
%

 

2
. 

E
ff

ec
ti

v
e 

- 
Is

 b
a
se

d
 o

n
 s

ci
en

ti
fi

c 
k

n
o
w

le
d

g
e.

 (
G

1
b

) 
 

 
 

 
 

 
 

E
x
ce

ll
en

t 
o

r 
V

er
y
 G

o
o

d
 

7
9

%
 

7
5

%
 

7
6

%
 

7
1

%
 

6
9

%
 

6
7

%
 

5
6

%
 

5
 -

 E
x
ce

ll
en

t 
4

1
%

 
3

8
%

 
3

8
%

 
3

2
%

 
3

2
%

 
2

9
%

 
2

3
%

 

4
 -

 V
er

y
 G

o
o

d
 

3
8

%
 

3
7

%
 

3
8

%
 

3
9

%
 

3
8

%
 

3
8

%
 

3
3

%
 

3
 -

 G
o

o
d
 

1
9

%
 

2
2

%
 

2
2

%
 

2
5

%
 

2
6

%
 

2
8

%
 

3
4

%
 

2
 -

 F
ai

r 
2

%
 

3
%

 
2

%
 

3
%

 
4

%
 

4
%

 
8

%
 

1
 -

 P
o

o
r 

0
%

 
0

%
 

0
%

 
0

%
 

1
%

 
0

%
 

2
%

 

N
o
te

: 
P

er
ce

n
ta

g
es

 m
ay

 n
o

t 
ad

d
 t

o
 1

0
0

 d
u

e 
to

 r
o
u

n
d

in
g
. 

 
 



  

10 

T
a
b

le
 A

-3
. 

It
e
m

-L
e
v

e
l 

A
v

e
ra

g
e
 P

e
rc

e
n

ta
g

e
s
 o

f 
O

v
e
ra

ll
 R

a
ti

n
g

s
 b

y
 N

u
m

b
e

r 
o

f 
P

ro
v

id
e
rs
—

2
0
1
4
 D

a
ta

b
a

s
e
 M

e
d

ic
a
l 
O

ff
ic

e
s
 (

P
a
g

e
 2

 o
f 

3
) 

 
N

u
m

b
e
r 

o
f 

P
ro

v
id

er
s 

S
u

rv
ey

 I
te

m
s 

b
y

 O
v

er
a
ll

 R
a
ti

n
g

s 
o
n

 Q
u

a
li

ty
 

1
 

2
 

3
 

4
 t

o
 9

 
1

0
 t

o
 1

3
 

1
4

 t
o
 1

9
 

2
0

 o
r 

M
o
re

 

#
 M

ed
ic

a
l 

O
ff

ic
es

 
5

9
 

1
1

6
 

1
1

9
 

3
7

6
 

6
7
 

4
1
 

7
8
 

#
 R

es
p

o
n

d
en

ts
 

4
4

0
 

9
5

2
 

1
,3

1
4
 

6
,1

2
5
 

1
,8

6
8
 

1
,3

5
2
 

5
,0

6
2
 

3
. 

T
im

el
y

 -
 M

in
im

iz
es

 w
a
it

s 
a
n

d
 p

o
te

n
ti

a
ll

y
 h

a
r
m

fu
l 

d
el

a
y

s.
 

(G
1

c)
 

 
 

 
 

 
 

 

E
x
ce

ll
en

t 
o

r 
V

er
y
 G

o
o

d
 

7
0

%
 

6
2

%
 

6
0

%
 

5
4

%
 

5
2

%
 

5
1

%
 

3
9

%
 

5
 -

 E
x
ce

ll
en

t 
3

2
%

 
2

8
%

 
2

6
%

 
2

1
%

 
1

9
%

 
1

8
%

 
1

3
%

 

4
 -

 V
er

y
 G

o
o

d
 

3
8

%
 

3
4

%
 

3
4

%
 

3
3

%
 

3
3

%
 

3
2

%
 

2
6

%
 

3
 -

 G
o

o
d
 

2
0

%
 

2
3

%
 

2
7

%
 

2
9

%
 

2
9

%
 

3
2

%
 

3
2

%
 

2
 -

 F
ai

r 
8

%
 

1
1

%
 

1
0

%
 

1
3

%
 

1
4

%
 

1
3

%
 

1
8

%
 

1
 -

 P
o

o
r 

2
%

 
3

%
 

3
%

 
4

%
 

5
%

 
4

%
 

1
0

%
 

4
. 
E

ff
ic

ie
n

t 
- 

E
n

su
r
es

 c
o
st

-e
ff

e
ct

iv
e 

ca
re

 (
a
v

o
id

s 
w

a
st

e,
 o

v
er

u
se

, 

a
n

d
 m

is
u

se
 o

f 
se

r
v
ic

es
).

 (
G

1
d

) 
 

 
 

 
 

 
 

E
x
ce

ll
en

t 
o

r 
V

er
y
 G

o
o

d
 

7
3

%
 

7
0

%
 

6
7

%
 

6
1

%
 

5
9

%
 

5
3

%
 

4
3

%
 

5
 -

 E
x
ce

ll
en

t 
3

7
%

 
3

5
%

 
3

0
%

 
2

4
%

 
2

4
%

 
1

9
%

 
1

5
%

 

4
 -

 V
er

y
 G

o
o

d
 

3
6

%
 

3
5

%
 

3
8

%
 

3
7

%
 

3
5

%
 

3
4

%
 

2
8

%
 

3
 -

 G
o

o
d
 

2
3

%
 

2
3

%
 

2
6

%
 

2
9

%
 

3
0

%
 

3
6

%
 

3
7

%
 

2
 -

 F
ai

r 
3

%
 

6
%

 
5

%
 

8
%

 
8

%
 

1
0

%
 

1
5

%
 

1
 -

 P
o

o
r 

1
%

 
1

%
 

1
%

 
2

%
 

3
%

 
1

%
 

5
%

 

N
o
te

: 
P

er
ce

n
ta

g
es

 m
ay

 n
o

t 
ad

d
 t

o
 1

0
0

 d
u

e 
to

 r
o
u

n
d

in
g
. 

 
 



  

11 

T
a
b

le
 A

-3
. 

It
e
m

-L
e
v

e
l 

A
v

e
ra

g
e
 P

e
rc

e
n

ta
g

e
s
 o

f 
O

v
e
ra

ll
 R

a
ti

n
g

s
 b

y
 N

u
m

b
e

r 
o

f 
P

ro
v

id
e
rs
—

2
0
1
4
 D

a
ta

b
a

s
e
 M

e
d

ic
a
l 
O

ff
ic

e
s
 (

P
a
g

e
 3

 o
f 

3
) 

 
N

u
m

b
e
r 

o
f 

P
ro

v
id

er
s 

S
u

rv
ey

 I
te

m
s 

b
y

 O
v

er
a
ll

 R
a
ti

n
g

s 
o
n

 Q
u

a
li

ty
 

1
 

2
 

3
 

4
 t

o
 9

 
1

0
 t

o
 1

3
 

1
4

 t
o
 1

9
 

2
0

 o
r 

M
o
re

 

#
 M

ed
ic

a
l 

O
ff

ic
es

 
5

9
 

1
1

6
 

1
1

9
 

3
7

6
 

6
7
 

4
1
 

7
8
 

#
 R

es
p

o
n

d
en

ts
 

4
4

0
 

9
5

2
 

1
,3

1
4
 

6
,1

2
5
 

1
,8

6
8
 

1
,3

5
2
 

5
,0

6
2
 

5
. 

E
q

u
it

a
b

le
 -

 P
ro

v
id

es
 t

h
e 

sa
m

e 
q

u
a
li

ty
 o

f 
ca

re
 t

o
 a

ll
 

in
d

iv
id

u
a
ls

 r
eg

a
r
d

le
ss

 o
f 

g
en

d
er

, 
ra

ce
, 
et

h
n

ic
it

y
, 
so

ci
o

ec
o

n
o

m
ic

 

st
a
tu

s,
 l

a
n

g
u

a
g

e,
 e

tc
. 

(G
1

e)
 

 
 

 
 

 
 

 

E
x
ce

ll
en

t 
o

r 
V

er
y
 G

o
o

d
 

9
0

%
 

8
6

%
 

8
4

%
 

8
3

%
 

8
2

%
 

7
9

%
 

7
2

%
 

5
 -

 E
x
ce

ll
en

t 
6

4
%

 
6

1
%

 
5

9
%

 
5

4
%

 
5

5
%

 
5

1
%

 
4

3
%

 

4
 -

 V
er

y
 G

o
o

d
 

2
6

%
 

2
5

%
 

2
5

%
 

2
8

%
 

2
7

%
 

2
9

%
 

2
9

%
 

3
 -

 G
o

o
d
 

8
%

 
1

1
%

 
1

3
%

 
1

4
%

 
1

4
%

 
1

8
%

 
2

1
%

 

2
 -

 F
ai

r 
1

%
 

2
%

 
2

%
 

3
%

 
3

%
 

2
%

 
5

%
 

1
 -

 P
o

o
r 

1
%

 
1

%
 

1
%

 
1

%
 

1
%

 
1

%
 

2
%

 

N
o
te

: 
P

er
ce

n
ta

g
es

 m
ay

 n
o

t 
ad

d
 t

o
 1

0
0

 d
u

e 
to

 r
o
u

n
d

in
g
. 

 
 



  

12 

T
a
b

le
 A

-4
. 

A
v

e
ra

g
e
 P

e
rc

e
n

ta
g

e
 o

f 
R

e
s
p

o
n

d
e
n

ts
 G

iv
in

g
 T

h
e
ir

 M
e
d

ic
a
l 
O

ff
ic

e
 a

n
 O

v
e
ra

ll
 R

a
ti

n
g

 o
n

 P
a
ti

e
n

t 
S

a
fe

ty
 b

y
 N

u
m

b
e

r 
o

f 
P

ro
v

id
e
rs
—

2
0
1
4
 

D
a
ta

b
a
s

e
 M

e
d

ic
a
l 
O

ff
ic

e
s

 

 
N

u
m

b
e
r 

o
f 

P
ro

v
id

er
s 

O
v
er

a
ll

, 
h

o
w

 w
o
u

ld
 y

o
u

 r
a
te

 t
h

e 
sy

st
e
m

s 
a

n
d

 c
li

n
ic

a
l 

p
r
o
ce

ss
es

 

y
o
u

r 
m

e
d

ic
a
l 

o
ff

ic
e 

h
a

s 
in

 p
la

ce
 t

o
 p

re
v
e
n

t,
 c

a
tc

h
, 

a
n

d
 c

o
r
re

ct
 

p
r
o
b

le
m

s 
th

a
t 

h
a
v

e 
th

e 
p

o
te

n
ti

a
l 

to
 a

ff
ec

t 
p

a
ti

e
n

ts
?

 (
G

2
) 

1
 

2
 

3
 

4
 t

o
 9

 
1

0
 t

o
 1

3
 

1
4

 t
o
 1

9
 

2
0

 o
r 

M
o
re

 

#
 M

ed
ic

a
l 

O
ff

ic
es

 
5

9
 

1
1

6
 

1
1

9
 

3
7

6
 

6
7
 

4
1
 

7
8
 

#
 R

es
p

o
n

d
en

ts
 

4
4

0
 

9
5

2
 

1
,3

1
4
 

6
,1

2
5
 

1
,8

6
8
 

1
,3

5
2
 

5
,0

6
2
 

E
x
ce

ll
en

t 
o

r 
V

er
y
 G

o
o

d
 

7
5

%
 

7
4

%
 

7
2

%
 

6
7

%
 

6
5

%
 

6
2

%
 

5
3

%
 

5
 -

 E
x
ce

ll
en

t 
3

6
%

 
3

5
%

 
3

2
%

 
2

6
%

 
2

5
%

 
2

4
%

 
1

8
%

 

4
 -

 V
er

y
 G

o
o

d
 

3
9

%
 

3
9

%
 

4
0

%
 

4
1

%
 

4
0

%
 

3
8

%
 

3
5

%
 

3
 -

 G
o

o
d
 

2
2

%
 

2
1

%
 

2
4

%
 

2
6

%
 

2
7

%
 

3
0

%
 

3
4

%
 

2
 -

 F
ai

r 
3

%
 

5
%

 
4

%
 

6
%

 
6

%
 

7
%

 
1

1
%

 

1
 -

 P
o

o
r 

0
%

 
1

%
 

1
%

 
1

%
 

1
%

 
1

%
 

3
%

 

N
o
te

: 
P

er
ce

n
ta

g
es

 m
ay

 n
o

t 
ad

d
 t

o
 1

0
0

 d
u

e 
to

 r
o
u

n
d

in
g
. 



 

13 

Appendix A: Overall Results by Medical Office Characteristics 

(2) Single vs. Multi-Specialty 

Note: The number of medical offices and respondents by Single vs. Multi-Specialty is shown in 

each table. However, the precise number of medical offices and respondents corresponding to each 

data cell in a table will vary because medical offices may have omitted a specific survey item and 

because of individual nonresponse/missing data. 
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Appendix A: Overall Results by Medical Office Characteristics 

(3) Specialty 

Note: The number of medical offices and respondents by specialty is shown in each table. 

However, the precise number of medical offices and respondents corresponding to each data cell in 

a table will vary because medical offices may have omitted a specific survey item and because of 

individual nonresponse/missing data. Specialties listed had at least 10 medical offices. 
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Appendix A: Overall Results by Medical Office Characteristics 

(4) Ownership 

Note: The number of medical offices and respondents by ownership is shown in each table. 

However, the precise number of medical offices and respondents corresponding to each data cell in 

a table will vary because medical offices may have omitted a specific survey item and because of 

individual nonresponse/missing data. 
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Appendix A: Overall Results by Medical Office Characteristics 

(5) Region 

Note: The number of medical offices and respondents by region is shown in each table. However, the precise 

number of medical offices and respondents corresponding to each data cell in a table will vary because medical 

offices may have omitted a specific survey item and because of individual nonresponse/missing data. 

States are categorized into regions as follows: 

 New England/Mid-Atlantic: CT, MA, ME, NH, NJ, NY, PA, RI, VT 

 South Atlantic: DC, DE, FL, GA, MD, NC, SC, VA, WV 

 East North Central: IL, IN, MI, OH, WI 

 East South Central: AL, KY, MS, TN 

 West Central: AR, IA, LA, KS, MN, MO, ND, NE, OK, SD, TX 

 Mountain: AZ, CO, ID, MT, NM, NV, UT, WY 

 Pacific: AK, CA, HI, OR, WA 
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Appendix B: Overall Results by Respondent Characteristics 

(1) Staff Position 

Note 1: Medical offices that did not ask respondents to indicate their staff position were excluded 

from these breakout tables. In addition, respondents who selected “Other” or who did not answer 

(missing) were not included. 

Note 2: The number of medical offices and respondents by staff position is shown in each table. 

The number of medical offices is based on whether medical offices asked respondents to indicate 

their staff position (not all medical offices asked this question). However, the precise number of 

medical offices and respondents corresponding to each data cell in the tables will vary because 

medical offices may have omitted a specific survey item and because of individual 

nonresponse/missing data. 
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Appendix B: Overall Results by Respondent Characteristics 

(2) Tenure in Current Medical Office 

Note 1: Medical offices that did not ask respondents to indicate their tenure in current medical 

office were excluded from these breakout tables. 

Note 2: The number of medical offices and respondents by tenure in current medical office is 

shown in each table. The number of medical offices is based on whether medical offices asked 

respondents to indicate their tenure in current medical office (not all medical offices asked this 

question). However, the precise number of medical offices and respondents corresponding to each 

data cell in the tables will vary because medical offices may have omitted a specific survey item 

and because of individual nonresponse/missing data. 
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