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INTRODUCTION
HELLO.  MY NAME IS _____________ AND I'M CALLING FROM FACT FINDERS, THE RESEARCH COMPANY.  THE CT BHP HAS HIRED OUR COMPANY TO ASK PROVIDERS FOR THEIR COMMENTS AND OPINIONS  ON CT BHP SERVICES.  

 (Respondent Selection)
AM I SPEAKING TO / MAY I PLEASE SPEAK TO (Read Provider Name)?
(Callback Request if Respondent is Not Available)

WHEN WOULD BE THE BEST TIME FOR ME TO CALL BACK TO SPEAK WITH (Read Provider Name)?

(Record Date and Time on Sampling Sheet)

(Confirm Once Provider Is On The Phone, if Provider has not identified him/herself)

AM I SPEAKING WITH (Read Provider's Name)?

VALUEOPTIONS HAS HIRED OUR COMPANY TO ASK PROVIDERS FOR THEIR COMMENTS AND OPINIONS ABOUT VALUEOPTIONS’ SERVICES.  

PARTICIPATION IS COMPLETELY ANONYMOUS; NO NAMES ARE USED IN THE RESEARCH.  THIS IS REPRESENTATIVE RESEARCH AND YOUR PARTICIPATION IS EXTREMELY IMPORTANT.  THE RESULTS WILL BE USED IN IMPROVING SERVICES TO PROVIDERS.  THIS INTERVIEW TAKES  8 TO 10 MINUTES.  IS THIS A CONVENIENT TIME FOR YOU TO COMPLETE THE INTERVIEW?

 (Appointment Scheduling if Not a Convenient Time to Complete Interview)

WHEN WOULD BE THE BEST TIME FOR ME TO CALL BACK?

(Record Date and Time on Sampling Sheet)

(Offer Toll Free 800 Number)

IF YOU PREFER, YOU MAY CALL OUR TOLL-FREE TELEPHONE NUMBER TO COMPLETE THIS BRIEF SURVEY WITH ONE OF OUR INTERVIEWERS.  OUR NUMBER IS 1-800-895-3228.  WE WELCOME YOUR CALL ANY TIME BETWEEN 9 A.M. AND 9 P.M. EST.  THANK YOU VERY MUCH FOR YOUR HELP.

ORIENTATION TO SPECIFIC NETWORK

A.
FOR THIS SURVEY, PLEASE FOCUS YOUR RESPONSES SPECIFICALLY ON THE SERVICES OF (Read Network). 

NETWORK STATUS
	B.
DO YOU PROVIDE SERVICES TO VALUEOPTIONS MEMBERS AS A (Read List)?
	NETWORK PROVIDER  (Skip to Q1)
1
OR AN OUT-OF-NETWORK PROVIDER  (Skip to Q1)
2
Other
7
No Opinion/DK
8


	C.
DO YOU PROVIDE ANY SERVICES TO VALUEOPTIONS MEMBERS?
	Yes  (Skip to Q1)
1
No  (Read Inclusion Statement)
2
No Opinion/DK  (Read Inclusion Statement)
8


(Inclusion statement)
EVEN THOUGH YOU MAY NOT CURRENTLY BE SEEING VALUEOPTIONS MEMBERS, VALUEOPTIONS IS STILL INTERESTED IN YOUR OPINIONS.

OVERALL SATISFACTION WITH VALUEOPTIONS
	1.
OVERALL, HOW SATISFIED ARE YOU WITH VALUEOPTIONS SERVICES?  (Read List)
	VERY SATISFIED
1
SOMEWHAT SATISFIED
2
OR NOT SATISFIED
3
No Opinion/DK
8

	1a.
OVERALL, HOW SATISFIED ARE YOU WITH OTHER ADMINISTRATIVE SERVICES PROVIDED BY THE STATE OF CT OR ITS AGENTS?  (Read List)
	VERY SATISFIED
1
SOMEWHAT SATISFIED
2
OR NOT SATISFIED
3
No Opinion/DK
8


	2.
OVERALL, IS VALUEOPTIONS’ SERVICE (Read List)? 
	IMPROVING
1
STAYING THE SAME
2
OR GETTING WORSE
3
No Opinion/DK
8


	3.
COMPARED TO OTHER MANAGED BEHAVIORAL HEALTHCARE AND EMPLOYEE ASSISTANCE ORGANIZATIONS, HAS YOUR EXPERIENCE WITH VALUEOPTIONS BEEN (Read List)? 
	BETTER
1
THE SAME
2
OR WORSE
3
No Opinion/DK
8


PREFERRED MODE OF COMMUNICATION
	4.
IN GENERAL, WHICH WAY WOULD YOU PREFER TO CONDUCT BUSINESS WITH VALUEOPTIONS?  (Read List, Mix Order) DO THESE ALL APPLY?

	BY PHONE WITH VALUEOPTIONS STAFF
1
BY AUTOMATIC PHONE SYSTEM, OR IVR
(Skip to Q6)
2

ON THE WEBSITE
3

BY FAX
4

BY MAIL
5

Other
7

No Opinion/DK
8


	5.
HAVE YOU EVER USED VALUEOPTIONS AUTOMATIC PHONE SYSTEM, OR IVR?  DOES THIS APPLY?

	Yes
1

No  (Skip to Q7)
2

No Opinion/DK  (Skip to Q7)
8


6.
DO YOU HAVE ANY SUGGESTIONS TO IMPROVE THE AUTOMATED PHONE SERVICE, OR IVR?  (Accept multiple responses, ask) ANY OTHERS?  DOES THIS APPLY?
TELEPHONE ACCESS / CUSTOMER SERVICE

	7.
IN THE LAST YEAR, HAVE YOU CALLED VALUEOPTIONS’ TOLL FREE TELEPHONE NUMBER FOR ANY REASON SUCH AS A GENERAL QUESTION, FOR A REFERRAL, CONFIRMATION OF BENEFITS, REGISTRATION OF CARE, ETC?
	Yes
1
No/No Opinion/DK   (Skip to Q9)
2


	8.
WHEN YOU CALL, ARE THE VALUEOPTIONS STAFF (Read List)?
	VERY HELPFUL
1

SOMEWHAT HELPFUL
2
OR NOT HELPFUL
3
No Opinion/DK 
8

	8A.   WHEN YOU CALL, ARE THE VALUEOPTIONS CUSTOMER SERVICE STAFF COURTEOUS AND PROFESSIONAL (Read List)?
	YES
1

NO
2
No Opinion/DK 
8

	8B.  HOW WOULD YOU RATE VALUEOPTIONS CUSTOMER SERVICE STAFF ON HELPFULNESS WHEN YOU CALL FOR ASSISTANCE WITH A REFERRAL  Is this correct?  Do Cus Ser staff provide assistance with referrals for providers?
	VERY HELPFUL
1

SOMEWHAT HELPFUL
2
OR NOT HELPFUL
3
No Opinion/DK 
8


CERTIFICATION OF CARE

THE NEXT QUESTIONS ASK ABOUT CERTIFYING CARE FOR VALUEOPTIONS MEMBERS.

	9.
FOR WHICH LEVELS OF CARE DO YOU SEEK CERTIFICATION (Read List)? 
	OUTPATIENT  (Ask Q10, Skip Q11)
1
INPATIENT  (Skip Q10, Ask Q11)
2
OR BOTH  (Ask Q10 and Q11)
3
No Opinion/DK (Skip to Q12)
8


	10.
FOR CERTIFICATION OF OUTPATIENT CARE, DO YOU FIND THE VALUEOPTIONS PROCEDURE (Read List, Mix Order)?
	EASY
1
DIFFICULT
2
No Opinion/DK 
8

	10A.
FOR CERTIFICATION OF OUTPATIENT CARE, DO YOU FIND THE VALUEOPTIONS PROCEDURE SIMPLE, EFFICIENT, AND OF LOW ADMINISTRATIVE BURDEN (Read List, Mix Order)?
	YES
1
NO
2
No Opinion/DK 
8

	10B.
FOR CERTIFICATION OF OUTPATIENT CARE, IS THE PROCESS FAIR AND REASONABLE (Read List, Mix Order)?
	YES
1
NO
2
No Opinion/DK 
8


	11.
FOR CERTIFICATION OF INPATIENT CARE, DO YOU FIND THE VALUEOPTIONS PROCEDURE (Read List, Mix Order)? 
	EASY
1
DIFFICULT
2
No Opinion/DK 
8


	11A.
FOR CERTIFICATION OF INPATIENT CARE, DO YOU FIND THE VALUEOPTIONS PROCEDURE  SIMPLE, EFFICIENT, AND OF LOW ADMINISTRATIVE BURDEN (Read List, Mix Order)? 
	YES
1
NO
2
No Opinion/DK 
8


	11B.
FOR CERTIFICATION OF INPATIENT CARE, IS THE PROCESS FAIR AND REASONABLE (Read List, Mix Order)? 
	YES
1
NO
2
No Opinion/DK 
8


	12.
WHEN YOU REQUEST CERTIFICATION OF CARE, ARE THE VALUEOPTIONS STAFF (Read List)?  CONSIDER DELETING
	VERY HELPFUL
1

SOMEWHAT HELPFUL
2
OR NOT HELPFUL
3
No Opinion/DK 
8


	12A.
WHEN YOU CALL TO REQUEST CERTIFICATION OF CARE, ARE THE CASE MANAGERS COURTEOUS AND PROFESSIONAL (Read List)?
	VERY HELPFUL
1

SOMEWHAT HELPFUL
2
OR NOT HELPFUL
3
No Opinion/DK 
8


	12B.
WHEN YOU CALL TO REQUEST CERTIFICATION OF CARE, ARE THE CASE MANAGERS RESPONSIVE TO YOUR REQUESTS OR NEEDS (Read List)?
	VERY HELPFUL
1

SOMEWHAT HELPFUL
2
OR NOT HELPFUL
3
No Opinion/DK 
8


	CERTIFICATION OF CARE


	

	12C.
WHEN YOU CALL TO REQUEST CERTIFICATION OF CARE, IS THE INFORMATION REQUESTED NECESSARY AND SUFFICIENT (Read List)?  
	YES
1

NO
2
No Opinion/DK 
8


	13.
HOW WOULD YOU RATE VALUEOPTIONS ON CERTIFYING CARE IN A TIMELY MANNER? (Read List) 
	EXCELLENT
1
VERY GOOD
2
GOOD
3
FAIR
4
OR POOR
5
No Opinion/DK
8

	14.
DO YOU THINK THE CLINICAL CARE MANAGERS GENERALLY MAKE COVERAGE DECISIONS THAT ARE APPROPRIATE FOR THE CLINICAL CONDITION OF YOUR CLIENTS?
	Yes
1
No
2
No Opinion/DK
8


	14A.      HOW WOULD YOU RATE THE HELPFULNESS OF THE CLINICAL CARE MANAGERS IN ASSISTING YOU WITH THE COORDINATION OF YOUR CLIENT’S CARE?
	VERY HELPFUL
1

SOMEWHAT HELPFUL
2
OR NOT HELPFUL
3
No Opinion/DK 
8

	
	

	14B.
DO THE CLINICAL CARE MANAGERS FOLLOW-UP WITH YOU IN A TIMELY MANNER?
	Yes
1
No
2
No Opinion/DK
8

	
	

	14C.
HOW WOULD YOU RATE THE EASE OF CONFIRMING THE AUTHORIZATION STATUS OF YOUR CASES?
	EXCELLENT
1
VERY GOOD
2
GOOD
3
FAIR
4
OR POOR
5
No Opinion/DK
8

	
	

	14D.
HOW WOULD YOU RATE THE ACCURACY AND RELIABILITY OF THE AUTHORIZATION STATUS INFORMATION?
	EXCELLENT
1
VERY GOOD
2
GOOD
3
FAIR
4
OR POOR
5
No Opinion/DK
8


15.
DO YOU HAVE ANY SUGGESTIONS FOR IMPROVING THE CERTIFICATION PROCEDURE? 

PEER ADVISORS

THE NEXT QUESTIONS ARE ABOUT THE PEER ADVISORS WHO REPRESENT THE VALUEOPTIONS MEDICAL DEPARTMENT.  YOU WOULD SPEAK WITH A PEER ADVISOR FOR A SCHEDULED TELEPHONE TREATMENT REVIEW OF A VALUEOPTIONS MEMBER.

	16.
IN THE LAST YEAR, HAVE YOU SPOKEN WITH A PEER ADVISOR?   
	Yes
1
No    (Skip to Q19)
2
No Opinion/DK    (Skip to Q19)
8

	17.
WERE PEER REVIEW APPOINTMENTS SCHEDULED AT A TO,E THAT WAS CONVENIENT TO YOU? (Read List)
	YES
1
NO
2
No Opinion/DK
8


	18.
HOW WOULD YOU RATE THE PEER ADVISORS ON BEING PROFESSIONAL AND COURTEOUS? (Read List)
	EXCELLENT
1
VERY GOOD
2
GOOD
3
FAIR
4
OR POOR
5
No Opinion/DK
8

	19.
HOW WOULD YOU RATE THE PEER ADVISORS ON BEING CLINICALLY KNOWLEDGEABLE? (Read List)
	EXCELLENT
1
VERY GOOD
2
GOOD
3
FAIR
4
OR POOR
5
No Opinion/DK
8


	20.
DID THE PEER ADVISORS GIVE YOU INFORMATION ABOUT APPLICABLE CRITERIA AND REASONS FOR THE DECISION?
	Yes
1
No
2
No Opinion/DK  
8


PROVIDER RELATIONS

	21.
IN THE LAST YEAR, HAVE YOU CALLED A VALUEOPTIONS’ PROVIDER RELATIONS SPECIALIST?
	Yes
1
No/No Opinion/DK   (Skip to Q9)
2

	21A.   WHEN YOU CALL, ARE THE VALUEOPTIONS PROVIDER RELATIONS SPECIALISTS COUURTEOUS AND PROFESSIONAL (Read List)?
	YES
1

NO
2
No Opinion/DK 
8


	21B.   WHEN YOU CALL, ARE THE VALUEOPTIONS PROVIDER RELATIONS SPECIALISTS KNOWLEDGEABLE (Read List)?
	YES
1

NO
2
No Opinion/DK 
8


	21C.
WHEN YOU CALL, ARE THE VALUEOPTIONS PROVIDER RELATIONS SPECIALISTS HELPFUL WITH ISSUE RESOLUTION (Read List)?
	VERY HELPFUL
1

SOMEWHAT HELPFUL
2
OR NOT HELPFUL
3
No Opinion/DK 
8


	34.
WHAT ROLE DOES THE LEVEL OF FEES PLAY IN YOUR DECISION TO JOIN  A HEALTH PLAN NETWORK?  DO FEES PLAY (Read List)? 

	A MAJOR ROLE
1

A MINOR ROLE
2

OR NO ROLE AT ALL
3

No Opinion/DK
8


	35.
WHAT ROLE DOES THE LEVEL OF FEES PLAY IN YOUR DECISION TO STAY IN THE VALUEOPTIONS NETWORK?  DO FEES PLAY (Read List)? 

	A MAJOR ROLE
1

A MINOR ROLE
2

OR NO ROLE AT ALL
3

No Opinion/DK
8


ACCESS TO VALUEOPTIONS SERVICES:  WEBSITE
THE NEXT QUESTIONS ARE ABOUT THE WEBSITE. 

	36.
WHO IN YOUR PRACTICE USES THE VALUEOPTIONS WEBSITE?    (Read List)?
	YOU   (Skip to Q37)
1

YOUR STAFF   (Skip to Q37)
2

BOTH   (Skip to Q37)
3

OR NEITHER
4

No Opinion/DK
8


	36A.
DO YOU HAVE INTERNET ACCESS (Read List)? 
	AT HOME  (Skip to Q41)
1

AT WORK
2

BOTH
3

OR NEITHER  (Skip to Q47)
4

No Opinion/DK
8


36B.
WHAT ARE THE MAIN REASONS YOUR PRACTICE DOES NOT USE THE VALUEOPTIONS WEBSITE?  (Skip to Q41.  For Q41 to Q46 ask A only)
	37.
HOW OFTEN DO [YOU][YOUR STAFF] VISIT THE SITE?  (Read list)? 
	WEEKLY
1

MONTHLY
2

OR LESS THAN ONCE A MONTH
3

No Opinion/DK
8


A.
ON THE VALUEOPTIONS WEBSITE, DO YOU THINK IT IS EASY OR DIFFICULT TO (Read Factors, Mix Order)? 

Factor
Easy
Difficult
DK
38.
FIND WHAT YOU ARE LOOKING FOR
1
2
3

39.
LOG ON WITH YOUR USER ID AND PASSWORD
1
2
3

40.
ACCOMPLISH WHAT YOU WANT IN 3 CLICKS OR LESS
1
2
3
A.
ARE YOU AWARE THAT PROVIDERS CAN USE THE VALUEOPTIONS WEBSITE TO (Read Service, Mix Order)?
(Ask B if AWARE and use the site (Q).  If NOT AWARE, Ask Next Service in A)
B.
HAVE YOU USED THE WEBSITE TO (Read Service)? 
(Ask C if USE  If NO USE, Ask Next Service in A)
C.
HAVE YOU BEEN SATISFIED WITH THIS FUNCTION ON THE SITE? 





Not

Not

Not

No

Service



Aware
Aware
Used
Used
Satisfied
Satisfied

Opinion
41.
DOWNLOAD FORMS
3
2
1
0
1
2
3
42.
CHECK MEMBER ELIGIBILITY
3
2
1
0
1
2
3
43.
SUBMIT INFORMATION LIKE ADDRESS CHANGES
3
2
1
0
1
2
3
44.
CHECK THE STATUS OF CLAIMS
3
2
1
0
1
2
3
45.
VIEW MAIL SUCH AS AUTHORIZATION LETTERS
 3
2
1
0
1
2
3

46.
CHECK BENEFIT INFORMATION 
  (Do not ask B and C)
3
2
x
x
x
x
x
ATTITUDES TOWARD SECURITY OF THE INTERNET
(If No Internet Access, Read)  RECOGNIZING THAT YOU DON’T CURRENTLY USE THE INTERNET, 

	47.
IN THE FUTURE, DO YOU EXPECT TO DO (Read List) OF YOUR ADMINISTRATIVE FUNCTIONS ON THE INTERNET?
	MORE
1

THE SAME
2

OR LESS
3

No Opinion/DK
8


	48.
HOW CONFIDENT ARE YOU THAT FINANCIAL AND PATIENT INFORMATION IS SAFE AND SECURE ON THE INTERNET?
	VERY CONFIDENT
1

SOMEWHAT CONFIDENT
2

OR NOT CONFIDENT
3

No Opinion/DK
8


	49.
IN KEEPING FINANCIAL AND PATIENT INFORMATION SECURE ON THE INTERNET, DO YOU THINK VALUEOPTIONS IS DOING (Read List) THAN OTHER COMPANIES?
	BETTER
1

THE SAME
2

OR WORSE
3

No Opinion/DK
8


	50.
DO YOU HAVE ANY CONCERNS ABOUT SECURITY THAT WOULD DETER YOU FROM USING THE VALUEOPTIONS WEBSITE?
	Yes
1

No
2
No Opinion/DK
8


PROVIDER RELATIONS/ HANDBOOK AND NEWSLETTER
THE NEXT QUESTIONS REFER TO THE VALUEOPTIONS PROVIDER NEWSLETTER.  

	51.
IN THE LAST YEAR, HAVE YOU READ OR LOOKED THROUGH THE VALUEOPTIONS PROVIDER NEWSLETTER?
	Yes
1
No   (Skip to Q54)
2
No Opinion/DK   (Skip to Q54)
8


Note:  Skip Q52 if no internet access.
	52.
HAVE YOU READ (Read List)?
	A MAILED COPY OF THE NEWSLETTER
1
OR DID YOU READ THE NEWSLETTER ONLINE
2
Both
3
Other
7
No Opinion/DK
8


	53.
DO YOU FIND THE VALUEOPTIONS PROVIDER NEWSLETTER  (Read List)?
	VERY INFORMATIVE
1
SOMEWHAT INFORMATIVE
2
OR NOT INFORMATIVE
3
No Opinion/DK
8


PROVIDER RELATIONS/ HANDBOOK AND NEWSLETTER  (continued)
	54.
IN THE LAST YEAR, HAVE YOU READ OR LOOKED THROUGH THE VALUEOPTIONS PROVIDER HANDBOOK?
	Yes
1
No   (Skip to Q57)
2
No Opinion/DK   (Skip to Q57)
8


Note:  Skip ‘or have you read the handbook online’ if no internet access.
	55.
HAVE YOU READ (Read List)?  (Accept Multiple Responses)?
	A PAPER COPY OF THE HANDBOOK
1
A CD
2
OR HAVE YOU READ THE HANDBOOK ONLINE
3
Other
7
No Opinion/DK
8


	56.
DO YOU FIND THE VALUEOPTIONS PROVIDER HANDBOOK (Read List)?
	VERY INFORMATIVE
1
SOMEWHAT INFORMATIVE
2
OR NOT INFORMATIVE
3
No Opinion/DK
8


	57.
IN GENERAL, FOR COMMUNICATIONS SUCH AS NEWSLETTERS, NETWORK NEWS AND UPDATES, WOULD YOU PREFER TO HAVE VALUEOPTIONS USE (Read List)?
	MAIL
1
OR EMAIL
2
No Opinion/DK
8


PROVIDER RELATIONS/ FORUMS
THE NEXT QUESTION IS ABOUT VALUEOPTIONS’ ON-SITE PROVIDER FORUMS THAT DISCUSS CLINICAL AND ADMINISTRATIVE TOPICS. 

	58.
BEFORE TODAY, WERE YOU AWARE THAT VALUEOPTIONS OFFERS THESE FORUMS?
	Yes
1
No  (Skip to Q61)
2
No Opinion/DK  (Skip to Q61)
8


	59.
IN YOUR OPINION, DO PROVIDER FORUMS DIFFERENTIATE VALUEOPTIONS FROM OTHER MANAGED CARE COMPANIES?
	Yes
1
No
2
No Opinion/DK
8


	60.
HAVE YOU OR YOUR STAFF ATTENDED A VALUEOPTIONS PROVIDER FORUM?
	Yes
1
No
2
No Opinion/DK
8


CHARACTERISTICS

FINALLY, A FEW GENERAL QUESTIONS.

	61.
ARE YOU A (Read List)?

Other___________________________________
	PSYCHIATRIST
1
PSYCHOLOGIST
2
SOCIAL WORKER
3
LICENSED PROFESSIONAL COUNSELOR
4
OR SOME OTHER DISCIPLINE   (Specify)
7
No Opinion/DK
8


	62.
WHICH SERVICES DO YOU PROVIDE FOR VALUEOPTIONS?  (Read List) (Accept Multiple Responses)
	EAP
1

MANAGED MENTAL HEALTH
2

OR SUBSTANCE ABUSE
3

All
4

No Opinion/DK
8


	63.
ARE YOU CURRENTLY (Read List)?
	ACCEPTING NEW VALUEOPTIONS PATIENTS
1

OR CLOSED TO ADDITIONAL VALUEOPTIONS PATIENTS
2

No Opinion/DK
8


	64.
IF AN EXISTING PATIENT CALLED TO SET UP A ROUTINE APPOINTMENT, WITH NO URGENT PROBLEMS, IN ABOUT HOW MANY DAYS OR WEEKS IS YOUR FIRST AVAILABLE APPOINTMENT?

(Note: Record response on 1 line, either days or weeks.)
	# of Days  (Skip to Q66)
___ ___

# of Weeks  (Skip to Q66)
___

 No Opinion/DK  (Ask Q65)
98


	65.
WHICH OF THE FOLLOWING CATEGORIES WOULD BE CLOSEST?
	LESS THAN 10 DAYS
1

10 DAYS TO 2 WEEKS
2

2 TO 4 WEEKS
3

4 TO 6 WEEKS
4

OR OVER 6 WEEKS
5

No Opinion/DK
8


66.
FINALLY, WHAT SUGGESTIONS CAN YOU MAKE FOR VALUEOPTIONS TO IMPROVE SERVICE TO YOU?  (Ask) ANY OTHERS?
THIS CONCLUDES OUR SURVEY.  THANK YOU VERY MUCH FOR TAKING THE TIME TO PARTICIPATE IN THE RESEARCH.

	GENDER
Man
1
Woman
2


Sequence Number __________________________
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