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BACKGROUND/METHODOLOGY/OBJECTIVES

The purpose of this study is to evaluate member satisfaction and perceptions of their level of health care as
provided by £AN Long Term Care and their providers.

The study focused on the following key areas:

Personal doctor or nurse
Access and availability
Case Management
Transportation

Language and physical barriers

[t e N e e e

Pharmacy and prescriptions

A total of 2,575 members wengcluded in the survey mailing. The survey packet consisted of a four page
survey and a personalized cover letter requesting participation. One week following the survey mailing, a
follow-up postcard was sent to all members to remind them to partiowhie survey. It should be noted,

that, for975me mber s, t he survey was sent Ain care of o0

The surveys were mailed on June 24, 2009. At the closing date, July 24, 2009, 763 completed surveys wer
received along with 30 post officeturns that could not be resent or delivered or came back after correction
a second time, for a response rate of 3qQ%is represents a meaningful improvement compared to 2007, in

which we experienced a 16% overall response rate.

In 2007 ,total of 1,23 members were included in the survey mailidg the closing date, 180 completed

surveys were received along with 107 post office returns.

The status of the post office returns is as follows:

Total surveys returned to SCAN 109
Total corrected/revisechd resent 98
Could not be corrected and resent 11
Member passed awg 3
Updated information not provided in allotted tin S
Unable to update informatio 3
Returned after second mailing attempt 19
Total removed for response rate calculation 30
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Basal on the respondent identification, the following table shows who the survey was sent to for those
responding. (Note: 2 were not identifiable). The increase in response compared to 2007 may be partially dt
to sending a substantial number of surveys chtke representative.

Sent To: Assisted Nursing
Home Living Facility
SCAN Member 203 186 37
Representative (c/0) 62 175 84
Based on the question in the survey that asks, F
by:*
Respondent Frequeicy | Percentage)
SCAN Member 213 28.7%
Spouse 86 11.6
Caregiver 79 10.6
Nurse 5 0.7
Family member /Friend 378 50.9
Other 32 4.3

* The total adds up to 79ue to multiple responses by some respondents.

Note: The questionyveyWoowaemmploet adktehli $ ns@007.

Results were analyzed and significance testinfpe 95% confidence levefas performed. All phases of

this study (exceptesending of post office returnwere performed by North American Testing Organization.
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EXECUTIVE SUMMARY

Where Do You Live

Thirty-six percent (36%r 266 respondents of respondents | ive in their
(or 362 respondentfiye in an Assisted Living facility and 16%r 121 respondentsiye in a Nursing
Facility.

Your Personal Doctor or Nurse

Overall, most respondents indicateat they @ have one person they consittebe their personal doctor or
nurse (84%, compared to 82%2607). Respondents who lia¢ Home (90%) or Assisted Living (87%ile
significantly mordikely to have a personal doctor or nurse than thespondents who currently live a
Nursing Facility (67%). Within each living setting, themeno significant differences between 2007 and
2009 results.

All of the respondents were asked if they kadountered any problems getting a personal doctor or nurse
they are happy with since having joined SCANineteen percent (19%) mentitimat they did experience
some problems getting a doctor or nurse (compared to 31% in 2007). iSasignificant ncrease in the

tot al number of respondents who said finot a protk

Significant differences are noted in 2007 vs. 2009 in the following areas:
A HomeSignificantly higher fnot aa pliod!| prmdbli eim
A Assisted LivingSi gni fi cantly higher fnot a probl emo
A Al so, Nursing Facilities have a significant
Living respondents in 2009.

When asked to elaborate, mier responses includectors in the directory not accepting SCAN, doctors
being too far awayjissatisfaction with their doctor, doctor coverage under another plan, already had a
doctor and their living situation precluded them from having to get a personal doctor or nurse.

Those respondents who had a visit with their doctor were asked how often they were seen by their doctor
within 45 minutes of their appointment tim@verall, 80%of the respondents indicateat they were
Nnal way s b u seerably their doctor withih5 minutes of their appointmetitne. This has remained
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relatively consistent with 2007 findings (82%espondents living in nursing facilities are significantly less
likely (compared to those at Home and those in Assisted Living) to have been skein 8gdtor within 45
mi nutes, with 13% reporting that they are fAnever

Afsometi meso seen within 45 minutes of their appc

It should be notethat for those living in a nursing facility, this gties may not apply, as it is not clarified

whether the respondent had to leave the facility to see a doctor (in the facility, the doctors often schedule
days and waiting time is not an ispuén future surveys, a clarification question may be considered
specify whether the responde Rd then2009 survéyaaticm shouliddel t s |
used in considering the results for the fii45 mint

assisted living facilities.

There is sigificant improvement in the area of physical barriers at the providers office. Significantly more
respondents (94%) indicate that theydide x per i ence any physical barri e
(compared to 52% in 2007). Significant improvemengsrmted in all the living environment settings. One

i ssue that is still evident regards some offi ces

Significantly more (68%) respondents in 2009 indicate that their doctors or other health providers asked
them about endf life decisions (Advance Directives, Living Will, Power of Attorney, Five Wishes), in
comparison to 2007 (52%). Significant increases are noted in all living environments between 2009 and
2007. In addition, significantly more Nursing Facility respemis (74%) indicate that their doctors or other

health providers asked them about end of life decisions in comparison to those living at Home (63%).

As in 2007, only 7% of the members claim to have experienced language barriers with their doctor or nurse
in getting health services. Significantly more Home respondents (9%) experienced this problem in

comparison to Nursing Facility members.

Case Management

More than ninen ten respondents (95%) reptitat they know how to contact their SCAN Case Manager
when they need to. In comparison to 2007, Nursing Facility respondents are significantly more likely to
know how to contact their SCAN Case Manager (93% in 2009 vs. 72%0ir). In 2009, Home
respondent§98%)are significantly more likely to know hote contact their SCAN Case Manager than are
those in Assisted LivingP4%)and Nursing Facilitie§93%).
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Of those respondents who called their Case Manager, 83% report th@abeManager calls them back

the same day (77% in 2007). This rating inseghamong respondents in all three living settings.

The majority of respondents (96%) indicate that their SCAN Case Madagszxplain things to them in a

way they can understand (compared to 94% in 2007). In 2009, significantly more (98%) Homeemrtspond
say that their SCAN Case Manager explains things to them in a way they can understand compared to thos
in Assisted Living (95%). In 2007, respondents living in Nursing Facilities were less likely than Home
respondents to have said that their Casaddar explains things to them in an understandable manner. This
has changed in 2009, as there is an increase 1in
from 79% in 2007 to 93% in 2009.

Other Health Services

Less than half (48%) of éhrespondents needed transportation services to a medicaSiggiificantly
fewer Assisted Living respondents (45%) in 2009 needed transportation, in comparison to 2007 (62%).

Of those respondents who needed transportation services, only 13% iqeobiedns getting transportation

to or from their medical visit (compared to 45% in 2007). In comparison to 2007, there are significant
decreases in those incurring problems among Home (59% in 2007 vs. 16% in 2009) and Assisted Living
(35% in 2007 vs. 9%ni2009) respondents.

More than nine out of ten (93%) of those respondinglsat the transportation provider got them to their
appointment on time. This represents a significant increase since 2007 (78%). Significant increases in this
response are nedi among Home (73% in 2007 vs. 92% in 2009) and Assisted Living (83% in 2007 vs. 96%
in 2009) respondents.

Overall, 91% of those 232 responding #aat they were picked up within one hour of their appointment
time. Those in Assisted Livinggave asignd ant |y hi gher Ayeso response

comparison to those in a Home environment (86%).

Eighty-seven percent (87%) of those 229 responding say that they were retrieved and taken back to their

place of residence within one hour of the ctetipn of their medical appointment. Not surprisingly,
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Assisted Living (91%) and Nursing Facility (94%) responses are significantly higher than those at Home
(78%).

More than eight out of ten (84%) respondents did not have a problem getting their imeaib&in going to

the pharmacy. Results are relatively similar acrosydis of living environments. Of the 16% of

respondents that incurred a problem, 35% mentidnédu t h o r i z a Rl%anentionedieMleeddioc, at i c
not available at theme of pickup 02 0 % ment i o n e d-piay sngamdl6dmnmentibnedia@ o

AOt her.&oimeswé the Aothero issues mentioned dealt
being aware of SCAN, and medicines not being covered by SCAN. However, the nmjorityi ot her 0
comments did not pertain to problems or issues with pharmacy services and will be further reviewed by
SCAN.

It should be notethat for those living in a nursing facilitand possibly assisted living facilitieshis

guestion may not apphs the responderntay not haveo leave the facility to receive their medicatiolms
future surveys, we may want to considkipping this question for those in Nursing Facilities and/or
Assisted Living settings, @dding a clarification question to éemine if the member actually had to pick

up medications from an outside pharmadyerefore, in 2009 the results for this question among members

in nursing facilities and assisted living facilities should be considered with caution.
About You
Seventythree percent (73%) of respondents had someone help them complete the survey. Significantly

more Nursing Facility respondents (90%) had someone help them compared to those at Home (70%) and
those in Assisted Living (70%).
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CONCLUSIONS

SCAN offers hedh care services to members who are currently enrolled in the Arizona Long Term Care
Systems program. Their goal is to provide quality health care to members who are elderly or physically
disabled. Another goal is to help keep members healthy enougfitiv@in continue living in their home,
rather than in a nursing facility or assisted |
to them, SCAN members are also assigned a Case Manager to assist them in staying healthy and
independent.SCAN also provides transportation services to those who need transportation to and from

medical visits.

SCAN members overall, appear to be satisfied with their personal doctor or nurse, access and availability
and ancillary services. In general, SCARkperienced a number of significant improvements in respondent
ratings since 2007 and seems to have addressed many of those problem issues in the past year or two.

However there continue to be a few areas that could use some improvement.

Finding: Lessthan onefifth (16%) of the members indicate that they currently do not have a personal doctor
or nurse and on#fth (19%) of those who do have one mentioned that they had some problems getting one.

The 19% is a significant decrease since 2007 (31%) vihitbates considerable progress in this area.

In 2007, most of the problems appeared to have stemmed from SCAN not being well known among medica
groups and health care providers since it was a relatively new plan in the Arizona market. Membess picked
doctor only to find out they are no longer accepting SCAN or had to go through many hurdles with the

doctor or medical group to show they are accepting SCAN patients and get their medical visits paid.

In 2009 some of the issu8CAN members encoungat in trying to get a personal doctor or nurse included
finding a personal doctor or nurse that accepted SCAN, SCAN provider list not being updated, finding a
doctor in close proximityand finding an understanding and caring doctor

Recommendation:As nded earlier, there is significant improvement regarding getting a personal doctor or
nurse that the memberhsppy with. The primary issiseens to becentered aroundrfding a provider in

the network that is accepting SCASCAN may want taeview theproviders that are listed in the network
and verify that they areurrentlyaccepting SCAN insurance. It may also be beneficial to consider adding
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more providers to the network which would give members more options for choosing a physician and

finding physicians that are closer in proximity to their home.

Finding: About onefifth of the members indicate that when they have an appointment with their health care
provider that they are Anever or only senf@isi mes:¢
represents a slight increase since 2007 and remains an area for improvement. Excessive waiting times can
lead to high levels of dissatisfaction among members. Nursing Facilities appear to be the biggest culprit,
with onethird of these respondenhaving to wait more than 4Binutes(although this is a bit difficult to
understand as in most cases, Nursing Faaihity possibly Assisted Livingespondents do not have to leave

their facility to see a doctar)As a result, caution should be usedawltonsidering the results for this

guestion among those in nursing facilities and assisted living facilities.

As in 2007, members do not want to spend their f

problems with transportation seregif they are being utilized by the member.

Recommendation:SCAN may want to monitor appointment timeliness with their contracted providers, to
ensure they remain in accordance with prescribed regulatory requirements. Special attention may want to
focused on the Nursing Facilitietn order to clarify the response among those in nursing and assisted living
facilities, infuture surveys, a clarification question may be considered to specify whether the respondent

went to an fAowe.si deo doctordés of fi
Finding: Over the past two yearSCAN has done an excellent job in having their providers remove
physical barriers to member access. In 2007, almost h&#)(d8members experienced physical barriers,

compared to just 7% in 2009.

Recommendation:SCAN should continue to take the same steps to reduce the number of providers with

physical barriers even further.

Finding: SCAN Case Managers received a high overall rating from members.

Recommendation:However, an area that could continue to use sorpeovement is the timing of call

backs to members from Case Managers.
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Finding: In 2009, eightythree percent83%) of the respondents reported that they did receive a call back
from their Case Manager the same day the call was placedis @hismprovement since 2007, whéir%

of respondents claimed that thaéig not receive a call back the same tgyheir Case Manager

Recommendation:lt is recommended that SCAN continue to encourage their Case Managers to contact
their members the same day a @&l placed, at least to acknowledge that they received the call and will be

working to help find a solution to the issue at hand.

Finding: Approximately half of the members indicated that they have had to use transportation services to
get to their medial visits. In 2007, nearly half of these people reported problems with the transportation
service that was provided to them by SCAN. This service has improved dramatically, with only 13% of
respondents indicating that they had a problem with gettinggoatation.

Primarily, in 2007 members complained that the transportation services provided have been late in arriving
to pick them up for their appointment causing them to be late, have come late picking them up from their
appointment, and/or the transtadion service simply never shows up. In 2009, the greatest improvement is
noted for the transportation provider getting the member to their appointment on time. This area experience

a significant improvement, from thregiarters in 2007 to more thame out of ten in 2009.

Of those respondents that utilized transportation services, approximately one in ten members (14%)
encountered issues with the transportation segetting then back to their place of residence within one

hour of the completionfaheir medical appointment (especially among members who live at home), and
there is some room for improvement in terms of having the provider pick up the member within one hour of

their appointment time.

Recommendation:Although there is improvement the transportation service, SCAN may want to

continue to implement some standards for the transportation services they contract with. Such standards
could include followup reminder calls to the member the day before a scheduledp@ikd having the

sewice arrive within a certain time frame of the appointment to ensure that the members is dropped off or
picked up in time. The phone number of the transportation service should also be provided to the member :
that the member can followp with the sende themselves in the event that the foHovcall was not

placed or to confirm/change arrangements.
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Finding: Although the majority of members that utilized pharmacy services experienced no problems getting
their prescriptions,anememberslid encounteproblems getting their medication when they go to the
pharmacy. The primangsues focus on authorizations needed, medication not available at the time or pick
up and the cpayment. Caution should be considered when reviewing the results for thossistéd

Living and Nursing Facilities, as it is not clear whether they had to have their medicationsypdkeh an

outside pharmacy.

Recommendation:A review of the authorization process, in terms of timeliness and accuracy may be
considered to redudbe difficulties members have in obtaining their prescriptidnduture surveys, a
clarification question may be consi der epharrmaoyts p e C
purchase/piclup their medications. This is especially relevfor those in Assisted Living and/or Nursing

Facilities.
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DETAILED FINDINGS

Note: Base sizes from the living arrangement breakdown (home, assisted living and nursing facility) will no
add up to the Total base sizgedto some respondents not having answered qud$iovhich asks where
they currently live (home, assisted living or nursing facility)
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Your Personal Doctor or Nurse

1 More than eight in ten responde(84%) have one person they think of as theispaal doctor or

nurse while 5% donot This has remained consistent with 2007 results.

0.1 Do you have one person you think of as your personal doctor or nurse?

100%-

8090

60%-

40%-

20%-

0%+

82%

Yes

84%

@ 200702009

18%

16%

Base = 178 2007
73071 2009

[] = significant difference 2009 vs. 2007

* Bars in thke chart may not add up to 100% or be identical to the text due to rounding.
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1 Respondents that currently Ilive iIin their own
have stated that they have a personal doctor or nurse,(@0Myed by those respondents living in
assisted living (87%&andin a nursing facility (67%). Those respondents living in assisted living were
9% more likely to have one person they thought of as their personal doctor or nurse when compared t
2007 results.

1 Resmndents who live in a nursing facility were significantly less likely than resptsddto live in a
homeor in assisted livingo have one person they think of as their personal doctor or nurse.

0.1 (By Setting) Do you have one person you think of as yowersonal doctor or nurse?

0
100%11 9099006  g70s
78%
80%
68% 67%
B Home 2007
60%- B Home 2009
OA/L 2007
OA/L 2009
40%- EN/F 2007
BN/F 2009
20%-
0%-
Home Assisted Nursing Home Assisted Nursing
Living Facility Living Facility
YES NO

Home kase = 742007, 259(2009

Assisted living base = 82007, 342(2009
Nursing facility base = 22007, 115(2009
[] = significant difference 2009 vs. 2007

* Bars in the chart may not add up to 100% or be identical to the texbdounding.
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0.1 (By who completed survey) Do you have one person you think of as your personal doctor or
nurse?

Yes No

B Member O Spouse® Caregiver @ Nurse O Family member/Frien

Base = 204 Member
8071 Spouse
791 Caregiver
51 Nurse
3611 Family member/Friend

* Bars in the chart may not add up to 100% or be identical to the text due to rounding.
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Increasingsignificanty since 2007, 81% ofspondentseportthat theydid not experience any
problems in getting a personal doctor or nurse that they arg aibp Significantlyfewer
respondents in 2009 than in 20&kperienced a bigroblem getting a personal doctormurse(6% vs.
14%) they are happy with while 13%ad asmall problem getting a health provider they were happy

with.

0.2 Since you joinedSCAN, how much of a problem, if any, was it to get a personal doctor or nurse
you are happy with?

100%-
81%

A big problem A small problem Not a problem

W 200702009

Base = 166 2007
7171 2009

[] = significant difference 2009 vs. 2007

* Bars in the chart may not add up to 100% or be identical to the text due to @undin
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1 Since having joine&CAN, respondents living in a home or assisted living were less likely to have
experience@ny problems getting a personal doctor or nurse they are lhappgnparison to
respondents living in a nursing facility. Thosspendents living in a nursing facility were
significanttymor e | i kel y t o have experienced fAda small
respondents living in assisted living.

1 In 2009, espondents living in a home wegignificantlymore likelyto not have a problem getting a
personal doctor or nurse they are happy with (81%%8)and significantly less likely to have

experienced a Abig problemd (6% vs. 16%) than
1 Respondents living in assisted living in 2009 wa&gmificantlymore lkely than respondents in 2007

to have said that it was fAnot a problemo gett

VS. 71%)

0.2 (By Setting) Since you joinedSCAN, how much of a problem, if any, was it to get a personal
doctor or nurse youare happy with?

100%

80%
Bl Home 2007
60%01 B Home 2009
OA/L 2007
OA/L 2009
40%; B N/F 2007
B N/F 2009

20%-

0%-
Home  Assisted Nursing Home  Assisted Nursing Home  Assisted Nursing
Living Facility Living Facility Living Facility
A DIg problem A small problem INOU a propiem

Home lase = 6§2007), 263 (2009)
Assisted living base = 7&2007), 3332009)
Nursing facility base = 2{2007), 10 (2009)
[] = significant difference 2009 vs. 2007

* Bars in the chart may not add up to 100% or be identical to the texbdounding.
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0.2 (By who completed survey) Since you joined SCAN, how much of a problem, if any, was it to get a
personal doctor or nurse you are happy with?

100%

80%-

60%0

40%

12% 14%

20%- 12% 11% 1004

A big problem A small problem Not a problem

B Member O Spouse @ Caregiver B Nurse O Family member/Frien

Base =2047 Member
781 Spouse
781 Caregiver
51 Nurse
3521 Family member/Friend

* Bars in the chart may not add up to 100% or be identical to the text due to rounding.
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1 Results from 2007 to 2009 have remained relatively consisiintegardto being seen within 45
minutes of scheduled apimtment times.Forty-four percent (44%) of the respondents repdhat they
are fnalwayso seen by their doctor within 45 m
within 45 minutes of their appointment time, ari¥d. a soenetimed s e their ddxtpr within 45
minutes of their scheduled tim@nly six percent (&) of the respondents stdteh at t hey ar e
seen by their doctor within 45 minutes of their appointment time.

0.3 Were you seen by your doctor within 45 minutes of your apgmntment time?

100%
80%0
60%6-
46%
44%
36% 36%

40%-

15% 17% 16%

20%- 11%

0%+

Never Sometimes Usually Always | had no visits

W 200732009

Base = 142 2007
58671 2009

[1 = significant difference 2009 vs. 2007

* Bars in the chart may not add up to 100% or be identical to the text due to rounding.
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1 Significantlymore respondents living in a home or in assisted livifgan i n a nur si ng
were seen by their doctor within 45 minutes of their appointment time

1 Respondents living in a home in 20@@significanttymor e | i kel 'y t o fAsometi m
doctor within 45 minutes of their scheduled appment than respondents in 2007 (16% vs. 7%).
1 Significanttymor e respondents I|living in a nursing fac

doctor within 45 minutes of their appointment time.

0.3 (By Setting) How often were you seen by your doctavithin 45 minutes of your appointment

time?
100%r
80%-
B Home 2007
B Home 2009
60%- 49%
450 46% 469, OA/L 2007
40% 38% 43% OA/L 2009
33%
0 3
40%1 32% (= EN/F 2007
B N/F 2009
20%-
0%-
Home Assisted Nursing Home Assisted Nursing Home Assisted Nursing Home Assisted Nursing Home Assisted Nursing
Living  Facility Living  Facility Living  Facility Living  Facility Living  Facility
Never Sometimes Usually Always I had no visits

Home tase = 582007), 247 (2009)
Assisted living base = 62007), 267 (2009)
Nursing facility base = 1£007), 60 (2009)

[1 = significant difference 2009 vs. 2007

* Bars in the chart may not add up to 100%be identical to the text due to rounding.
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0.3 (By who completed survey) Were you seen by your doctor within 45 minutes of your appointment
time?

100%0

80%

Never Sometimes Usually Always | had no visits

B Member O Spouse @ Caregiver B Nurse O Family member/Frien

Base = 182 Member
5971 Spouse
7571 Caregiver
51 Nurse
2711 Family member/Friend

* Bars in the chart may not add up to 100% or be identical to the text due to rounding.
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1 Respondents in 2009 wes@gnificantlyless likely to have experiencady physical barrierat their
doctords of fi c @&07whis yeaoaly 7Wplresgodderntsaepdiiat they experienced
their doctoros

any physical barri

er s at

0.4 Do you experience any physical barriers t your

0 of fice

do?ct or 6 s

Yes

@ 200702009

949

No

Base =16171 2007
66571 2009

[] = significant difference 2009 vs. 2007

* Bars in the chart may not add up to 100% or be identical to the text due to rounding.

of f i
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i Similar to 2007, tose respondents who live in a hoanethe most likely to have experienced physical
barriersat t hei r d, oluld tlosdiving inbagsisteddi@ngvere the least likely to have
experienced any physical barrim¢ t heir doctor és office.

1 Respondents living in a home, assisted living, and in nursing facdited! significantlyless likely to

have experienced any physical barriers at the
1 This year, respondents living in a hoaresignificantlymore likely than respondents living in assisted
living to have experienced physical barriers attheitdoar 6 s of fi ce (9% vs. 4%

0.4 (By Setting) Do you experience any physical barriera t vyour do?ct or 6s o

96% ane

100%oq

80%-
B Home 2007
60% B Home 2009
OA/L 2007
OA/L 2009
40%; B N/F 2007
= N/F 2009

20%

Home Assjsted Nursing Home Assisted Nursing
Living Facility Living Facility
YES NO

Home tase = 632007), 257 (2009)
Assisted living base = 7@007), 304 (2009)
Nursing facility base = 1@2007),94 (2009)

[] = significant difference 2009 vs. 2007

* Bars in the chart may not add up to 100% or be identical to the text due to rounding.

SCAN Long Term Care Member Satisfaction Sun@gtober 72009 24



0.4 (By who compl eted survey) Do

y ou

exper.i

100%

80%

60%

40%

20%

Yes No

B Member O Spousel Caregiver @ Nurse O Family member/Frien

Base = 192 Member
691 Spouse
781 Caregiver
51 Nurse

32171 Family member/Friend

* Bars in the chart may not add up to 100% or be identical to the text due to rounding.
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1  Significantlymorerespondents 2009were approached by their doctors or otheltieproviders
about end of life decisiorompared to 20Q7This year, nearly seven outten respondents (68%)
reportthat their doctor or health provider asked them about end of life decisions.

Q.5 Have your doctors or other health providers asled you about end of life decisions?

100%

80% 68%

Yes No Didn't see health providers

200702009

Base = 142 2007
69471 2009

] = significant difference 2009 vs. 2007

* Bars in the chart may not add up to 100% or be identical to the text due to rounding.
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1 Respondents living in a home, assisted livangd in nursing facilitieareall significantlymore likely
to have been asked about end of life decisions by their doctors or other health providers in 2009 than |
2007.

1 Respondents living ia nursing facility(74%) havethe highest percentage of resgentsstatingthat
their doctors or other health providers asked them about end of life decisions followed by those
respondents living iassisted livind70%) and in nhome(63%).

1 Significantlymore respondents living in nursing facilities were asked tadyoa of life decisions than
respondents living in a home (74% vs. 63%).

0.5 (By Setting) Have your doctors or other health providers asked you about end of life decisighs

100%
0
80%1 4% %l
63% B Home 2007
q
60%1 z B Home 2004
OA/L 2007
OA/L 2009
40%; W N/F 2007
A N/F 2009
20%
0%-
Home Assisted  Nursing Home Assisted  Nursing Home Assisted  Nursing
Living Facility Living Facility Living Facility
YES NO Di dndét see he

Home tase = 5942007), 256 (2009)
Assisted iving base = 6§2007), 320 (2009)
Nursing facility base = 1£007), 106 (2009)
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* Bars in the chart may not add up to 100% or be identical to the text due to rounding.
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0.5 (By who completed survey) Have your doctors or other health providers askgou about end of
life decisions?
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20%
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1% 0%
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Base = 9617 Member
771 Spouse
7771 Caregiver
51 Nurse
3417 Family member/Friend

* Bars in the chart may not add up to 100% or be identical to the text due to raunding
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i There has been no change from 2007 to 2009 when it comes to respondents experiencing language
barriers with doctors and nurses. Less than one in tenr€&gdndents indicateat they did
experiencesome language barriers when trying to lyealth servicebom their doctor or nurse

0.6 Have you experienced any language barrieraith your doctor or nurse in getting health services?
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Yes
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[] = significant difference 2009 vs. 2007

* Bars in the chart may not add up1060% or be identical to the text due to rounding.
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1 Overall, respondents living in a horaeemost likely to have experienced any language barriers with
their doctor or nurse when getting health services (9%) followed by respondents livasgstach
living (7%) and in nursing facilities (4%).

1  There were no significant changes within living arrangemenis 2007 to 2009 although theea
large decrease in the percentage of respondents living in a nursing facility that experienced any
language barriers (19% to 4%).

1 Those respondents who live imameweresignificantlymore likely to have experienced language
barrierswith their doctor or nursm getting health services than respondents livingnaraing
facility.

0.6 (By Setting) Have you experienced any language barriersith your doctor or nurse in getting
health services?
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40%] @ N/F 2009
0
20% 7%
0%-
Home Assjsted Nursing Home Assisted Nursing
Living Facility Living Facility
YES NO

Home kase = 6§2007), 261 (2009)
Assisted living base = 82007), 342 (2009)
Nursing facility base = 2(2007), 116 (2009)

[] = significant difference 2009 vs. 2007

* Bars inthe chart may not add up to 100% or be identical to the text due to rounding.
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0.6 (By who completed survey) Have you experienced any language barriers with your doctor or
nurse in getting health services?
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* Bars in the chart may not add up to 100% or be identical to the text due to rounding.
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Case Management

1 The majority of respondents indicatlat they do knovihow to contact their SCAN case manager when
they need to.In 2009, 95% of respondents indicdkeat they do know how to contact their SCAN case
manager, an increase of 3% since 2007.

0.7 Do you know how to contact your SCAN case manager when you nee® to
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[] = significant difference 2009 vs. 2007

* Bars in the chart may not add up to 100% or be identical to the text due to rounding.
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1 Respondents living in a home are the most likely to know how to contact their S&s&Nnanager
with 98% reporting they know how tmntact their SCAN case manadeiiowed by 93% of
respondents living in a nursing facili;md 94% irassisted living

1 SignificantlymorerespondentBving in nursing facilitiesn 2009 statehat they knes how to contact
their SCAN case manager when compared to 2007 (93% vs. 73%).

1 Respondents living in a honagesignificantlymore likely than respondents living in assisted living or
a nursing facility to know how to contact their SCAN case manager whgméed to.

0. 7 (By Setting) Do you know how to contact your SCAN case manager when you need to?
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[] = significant difference 2009 vs. 2007

* Bars in the chart may not add up to 100% or be identical to the text due to rounding.
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Q.7 (By who completed survey) Do you know how to contact your SCAN case manager when you

need to?
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* Bars in the chart may not add up to 100% or be identical to the text due to rounding.
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i Increasing by 6% sincedR7, 83% of respondents reptrat their SCAN case manager daall them
back the same day that they call.

Q.8 When you call, does your SCAN case manager call you back the same day?

100%-

83%

Yes No Didn't call case manager

200702009

Base = 136 2007
6091 2009

[] = significant difference 2009 vs. 2007

* Bars in the chart may not add up to 100% or be identicddgdext due to rounding.
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1 Although there are no significant differences to report, there have been increases in thegeententa
respondents that indicatieeir SCAN case manager calls them back the same day when they call.
Thereis an ncrease by 6% among respondents living in assisted living and by 23% among respondent
living in nursing facilities.

Q.8 (By Setting) When you call, does your SCAN case manager call you back the same day?
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[] = significant difference 2009 vs. 2007

* Bars in the chart may not add up to 100% or be identical to the text due to rounding.
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0.8 (By who completed survey) When you call, does yoBCAN case manager call you back the same
day?
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1 The majority ofrespondent§96%) continue to feahat their SCAN case manager explains things to
them in a way that they can underst®di% in 2007)

0.9 Does your SCAN case manager explain things to you in a wggu can understand?
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[] = significant difference 2009 vs. 2007

* Bars in the chart may not add up to 100% or be identical to the text due to rounding.
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1 More than nine out of ten respondents living in a home (988s)sted living (95%) and in a nursing
facility (93%) said that their case manager explains things to them in a way they can understand.

1 Significantlymore respondents living in a home than in assisted living stated that their case manager
explains thigs to them in a way that they can understand (98% vs. 95%).

0.9 (By Setting) Does your SCAN case manager explain things to you in a way you can understand?
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[] = significant difference 2009 vs. 2007

* Bars in the chart may not add up to 100% or be identical to the text due to rounding.
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0.9 (By who completed survey) Does your SCAN case manager explain things to you in a way you can

understand?
100%”
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* Bars in the chart may not add up to 100% or be identical to the text due to rounding.
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Other Health Services

1 In line with 2007 results, approximatelslhof the respondenta 2009 indicatehat they utilized
SCAN transportation services to get to a medical visit (48%)

0.10 Did you utilize SCAN transportation servicesto a medical visit?
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[] = significant difference 2009 vs. 2007

* Bars in the chart may not add up to 100% or be identical to the text due to rounding.
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1 Those respondents living amhomearethe most likely to have utilized SCAN transportation services
to get to a medical visit with 52% using the service.

1 Respondents living in assisted liviagesignificantlyless likely to have utilized SCAN transportation
services in 2009 than in 2007 (45% vs. 62%).

0.10 (By Setting) Did you utilize SCAN transportation servicesto a medical visit?
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0.10 (By who completed survey) Did you utilize SCAN transportation services to a medical visit?

100%y

80%-

60%0

40%

20%

Yes No

B Member O Spouse B Caregiver @ Nurse OFamily member/Frien

Base = 207 Member
821 Spouse
781 Caregiver
571 Nurse
3701 Family member/Friend
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1 Significantlyfewerrespondents 2009who needed transporiah to a medical visit, repothat they
hadanyproblems getting the transportation they needed tman their medical visit.In 2009, only

13% of respondents who utilized SCAN transportation services experienced any problems compared t
45% in 2007.

0.11 Did you have any problems in getting transportation to or from the medical visit?

100%o 87%

Yes No

W 2007 02009

Base = 83 2007
34671 2009

[] = significant difference 2009 vs. 2007

* Bars in the chart may not add up to 100% or be identical to the text due to rounding.
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1 Similar to 2007 finding, respondentBving in a home or in a nursing facility experienced the most
problems in getting transportation to or from their medical vigNgproximately 15%of respondents
living in a homeor nursing facilityexperienced transportation problems

1  Those respondents living in assisted livargn a homeresignificantlylesslikely to experience any
problems with transportation to or from medical visit2@®9 than in 2007.

0.11 (By Setting) Did you have any problems in getting transportation to or from the medical visit?
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0.11 (By who completed survey) Did you have any problems getting transportation to or from the
medical visit?
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1 Significantlyincreasing since 2007, ninetiyree percent93%) of the respondents who needed
transportation services repdinat the transportation provider they used got them to their appointment
on time

0.12 Did the transportation provider get you to yourscheduledappointment on time?

93%

Yes No

W 200702009

Base =80 2007
23371 2009

[] = significantdifference 2009 vs. 2007

* Bars in the chart may not add up to 100% or be identical to the text due to rounding.
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1 Respondents living in assted livingand in a homaresignificantlymorelikely this yearto have a
transportation providegetthem to tleir appointment o timewhen compared to 2007

1 Thereis also a large increase in the percentage of respondents living in nursing $aail2@09 that
got to their appointment on timesing SCAN transportation service@ghen compared to 2007 (not
significant due to base size).

0.12 (By Setting) Did the transportation provider get you to your scheduledappointment on time?
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0.12 Did the transportation provider get you to your scheduled appointment on time?

Yes No
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1 More than nine out of ten respondents (91%) that utilized SCAN transportation services stated that
they were picked up within one hour of their appointment.

0.13 Were you picked up within one hour of your appointmen®

91%

Yes No

Base =232

* Bars in the chart may not add up to 100% or be identical to the text due to rounding.
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1 Overall, respondents living in assisted liviagmost likely to have been picked up within one hour of
their appointment timé6%) followed ly respondents living in a nursing facility (90%) and in a home
(86%).

1 Respondents in assisted liviagesignificantlymore likely to have been picked up within one hour of
their appointment time than respondents living in a home (96% vs. 86%)

0.13 (By Setting) Were you picked up within one hour of your appointment timé&
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* Bars in the chart may not add up to 100% or be identical to the text due to rounding.
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Q.13 (By who completed survey)

Were you picked up within one hour of your appointment?
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1 Of those respondents wiutilized SCAN tranportation services, 87% repahiat they were retrieved
and taken back to their place of residence within one hour of the completion of their medical
appointment.

Q.14 Were youretrieved and taken back to your place of residence within one hour of the completion
of your medical appointment?

87%
100%- °

Yes No

Base =229

* Bars in the chart may not add up to 100% or be identical to the text due to rounding.
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1 Those respondents who live imarsing facilityarethe most likely to have stated that they were
retrieved and taken back to their place of residence within one hour of the completion of their medical
appointment (94%) followed by those living in &tsd living (91%) and those respondents living in a
home (78%).

1 Significantlyfewer respondents living in a home than in assisted living or a nursing facility were
retrieved and taken back home within one hour of the completion of their medical appaintment

0.14 (By Setting Were you retrieved and taken back to your place of residence within one hour of the
completion of your medical appointmen®
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0.14 (By who completed survey) Were you retrieved and taken back to your place of residence within
one hour of the completion of your medical appointment?
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1 Only sixteen percent (16%) of respondents experienced any problems with tietir medication at
the pharmacy

0.15a When you went to the phamacy did you have problems with getting your medicatiof?
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* Bars in the chart may not add up to 100% or be identical to the text due to rounding.
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1 Respondents living in a home were the most likely to have experienced problems attaining their
medication at the pharmacy with 19% reporting having had a prot@ewventeen percent (17%) of
respondents living in a nursing facility had plkems at the pharmacy and 14% of respondents living in
assisted living reported problems with the pharmacy when trying to get their medication.

0.15a (By Setting) When you went to the pharmacy did you have problems with getting your
medication?

100% 87%
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* Bars in the chart may not add up to 100% or be identical to the text due to rounding.
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0.15a (By who completed survey) When you went to the pharmacy did you haveoitems with

getting your medication?
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1 Of those respondenttatingthey encountered problems with their pharmacy in getting their prescribed
medication, 35% stated that they had problems with authorization being négadximately one
fifth of the respondents had problems with the medicatioteiog available at the time of piclp or
had problems in regards to-payments. Nearly half (46%) of the respondstased there wasome
fothero probl em AMittenr trheeviire wihnag ntahcey .ot her 0 r €
comments listeddid ot necessarily pertain to problems w
were pharmacy related dealt with prescription refills not getting filled, the pharmacy not being aware
of or accepting SCAN, and certain medications not being covered by SCAN

0.15bIf yes, was there a problem with:

100%
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Co-payment Authorization needed Medication not Other
available

Base =103

* Bars in the chart may not add up to 100% or be identical to the text due to rounding.
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Respondentkving in a home wersaignificantlymore likely to have probfas with authorizatios

being needed and medicatsamot being available at the time of piok than respondents living in
assisted livingand nursing facilities.

experienced problems with -gayments and authorizations.

0.15b (By Setting) If yes, was there a problem with:

Significantlyfewer respondents living in nursing facilities than in a home or assisted living
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0.15b (By who completed survey)

If yes, was there a problem with:
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About You

1 Forty-eight percent of the respondents currently live in assisted li86%,live in a home and ¥6
live in a nursing facility. Thereareno significant differences from 2007 in redsuto living

arrangements of respondents.

Q.16 Where do you live?
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[] = significant difference 2009 vs. 2007
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0.16 (By who completed surve) Where do you live?
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In 2009, the average ageresSpondentssi75.0 years old an increase of 2.6 years from 2007.
Therearesignificantlyfewer respondents in 2009 than in 2007 that fell into the age category6df 45
(15% vs. 22%) andignificantlymore respondents thate85 or older (38% vs. 26%).

E

0.17 What is your age now?
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0.17 (By Setting) What is your age now?
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0.17 (By who completed survey) What is your age now?
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1 Nearly threequarters (73%) ofite respondents indicated that someone did help them complete the
survey

Q.18 Did someone help you complete the surv@y

100%-
73%

Yes No

Base =747

* Bars in the chart may not add up to 100% or be identical to the text due to rounding.
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1 Regpondents living in a nursing facility wesggnificantlymore likely than respondents living in a
homeor assisted living to have had someone help them complete the survey.

Q.18 (By Setting) Did someone help you complete the survey?
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* Bars in the chart may not add up to 100% or be identical to the text due to rounding.

SCAN Long Term Care Member Satisfaction Sun@gtober 72009 68



Q.18 (By who completed survey) Did someone help you complete the survey?

Yes No
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More than half (58%) of the respondentattteceived help filling out the survey statihe person
that helpedhemanswered the questions for theirhirty-five percent (35%) statbat the person
helped them by writing down the answers for them, 34% read the questions to them, 10% translated

the questions into their own language, and 10% helped in some other way.

Q.19 How did that person help yoi? Please mark all that apply.
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8090+
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guestions answers  questions for me questions other way
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1 Those respondents living in a home waignificantlymore likely to have had someone read the
guestions to them, write down the answers they gave, and translate questions in comparison to
respondents living in assisted living or in a nursinglitsci

1 Significantlymore respondents living in assisted living and in a nursing home had someone answer the
guestions for them than respondents living in a home.

Q.19 (By Setting) How did that person help you? Please mark all that apply.

100%-

80% 73%

60%-

40%-

20%-

Read questions Wrote down Answered Translated  Helped in other
to me answers questions for me  questions way

B Home O Assisted livingB Nursing facility

Home lase = 182
Assisted living base = 244
Nursing facility base = 107

* Bars in the chart may not add up to 100% or be identical to the text due to rounding.
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0.19 (By who completed survey) How did that person help you? Please mark all trapply.

100% 100%

100%

80%

64% 65%
|

60%-

40%

20%

Read the questions Wrote down Answered Translated Helped in some
answers guestions for me guestions other way

B Member O Spousel Caregiver® Nurse 0 Family member/Frieng

Base =371 Member
781 Spouse
7571 Caregiver
51 Nurse
36071 Family member/Friend

* Bars in the chart may not add up to 100% or be identical to the text due to rounding.
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1 Half (51%) of the surveys wereompleted by a family member or friendd% by the SCAN
Member, 12% by the spouse, 11% by the caregiver, 1% by the nurgipaidhe surveys were
completed by an fAotherodo person.

Q.20 The survey was completed by:

100%

80%-

60%- 51%

40%

20%0

SCAN Member Spouse Caregiver Nurse Family Other
member/Friend

Base = 73

Dueto multiple responses, percentages add up to more than 100%.
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TABLES

Significant differences are indicated in two ways:lan indicates a significant decrease since 2007, and an
T indicates a significant increase since 2081gnificantdifferencedb et ween fAl i vi ng envi
with an AHO for Home, AAO0 f or As sSignificande wastesteday ar

the 95% confidence level.
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Q.1 Do you have one person you think of as your persdoetor or nurse?

Total Home (H) AssistedLiving (A) | Nursing Facility (N)
2007 2009 2007 2009 2007 2009 2007 2009
Base 178 730 71 259 82 342 22 115
Yes 82.0% | 84.1% | 90.1% | 89.6%N | 78.0% | 86.8%N | 68.2% 67.0%
No 18.0 15.9 9.9 10.4 22.0 13.2 31.8 33.0

Q.2 Since you joine6CAN, how much of a problem, if any, was it to get a personal doctor or nurse you are

happy with?

AssistedLiving Nursing Facility
Total Home (H
D (A) (N)

2007 2009 2007 2009 2007 2009 2007 2009
Base 166 717 68 263 75 333 21 110
A big problem 13.9% | 5.9%C 16.26 | 5.7%C 13.2% 6.6% 9.5% 3.6%
A small problem 16.9 13.1 14.7 13.3 16.0 10.5 28.6 20.0A
Not a problem 69.3 81.(y 69.1 81.(y 70.7 82.%9 61.9 76.4

Q.3 Were you seen by your doctor within 45 minutes of yappointment time?

AssistedLiving Nursing Facility
Total Home (H
(D (A) (N)

2007 2009 2007 2009 2007 2009 2007 2009
Base 142 586 58 247 69 267 14 60
Never 7. 5.5% 10.3% 5.7% 4.3% 3.4% 14.3% | 13.3%A
Sometimes 10.6 15.0 6.9 16.29 13.0 12.7 14.3 20.0
Usually 35.9 36.0 39.7 32.4 33.3 37.5 35.7 45.0
Always 45.8 43.5 43.1 45N 49.3 46.4N 35.7 21.7
Base 38 108 13 12 15 56 8 40
I had no visits 16.7 16.0 14.1 5.0 14.3 17.0 36.4 40.0
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Q.4 Doyou experience any physical barriers your d®ctoros office
Total Home (H) As&st&c\i)lemg Nursing Facility (N)
2007 2009 2007 2009 2007 2009 2007 2009
Base 161 665 63 257 78 304 19 94
Yes 48.%6 | 6.5%C 5286 | 8.9UCA | 46.2% 3.6%C 42.1% 6.4%C
No 51.6 | 93.; 47.6 91.13 53.8 | 96.49 57.9 93.6

Q.5 Haveyour doctors or other health providers egitou about end of life decisiofddvance Directives,
Living Will, Power of Attorney, Five Wishe®)

Total Home (H) A55|st(eAd)L|vmg Nursing Facility (N)
2007 2009 2007 2009 2007 2009 2007 2009
Base 142 694 59 256 68 320 14 106
Yes 52.1% | 67.6%8 | 47.9% | 62.9% 57.%6 | 70.3%a 42.%9% | 73.6% H
No 47.9 32.4C 52.5 37.1C 42.6 29.7C 57.1 26.4C
Did not see doctors or other N/A 3% N/A 204 N/A 4% N/A 506
health providers

Q.6 Have you experienced any language barmetis your doctor or nursin getting health services?

AssistedLiving Nursing Facility
Total Home (H
H) A) (N)

2007 2009 2007 2009 2007 2009 2007 2009
Base 172 730 68 261 81 342 21 116
Yes 7.0% 7.4% 7.4% 8.8%N 3.7 7.3% 19.0% 4.3%
No 93.0 92.6 92.6 91.2 96.3 92.7 81.0 95.7

Q.7 Do you know how to contact your SCAN case managesn you need

AssistedLiving Nursing Facility
Total Home (H
o (A) (N)

2007 2009 2007 2009 2007 2009 2007 2009
Base 171 749 67 264 80 356 22 117
Yes 92.8% | 95.3% | 98.96 |98.1%AN | 92.%% 94.1% | 72.®6 | 93.29%C
No 7.6 4.7 15 1.9% 7.5 5.9 27.3 6.8C
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Q.8 When you call, does your SCAN case manager call you back the same day?

AssistedLiving Nursing Facility
Total Home (H
H) A) N)

2007 | 2009 | 2007 | 2000 | 2007 | 2009 | 2007 | 2009
Base 136 | 609 59 226 64 288 12 84
Yes 77.2% | 82.8% | 78.06 | 80.1% | 79.@ | 85.8% | 58.3%6 | 81.0%
No 228 | 172 | 220 | 199 | 203 | 142 | 417 19.0
Base 44 126 12 31 20 63 10 31
ldidnatcallmy SCANcase | 174 | 1790 | 70 | 1206 | 100 | 18006 | 455 | 27.0%
manager

Q.9 Does your SCAN case manager explain things to you in a way you can understand?

AssistedLiving Nursing Facility
Total Home (H
) (A) (N)

2007 2009 2007 2009 2007 2009 2007 2009
Base 162 726 66 260 76 345 19 110
Yes 93.80 | 95.5% | 98.30 | 97.7%A | 93.%% 94.8% | 78.%% 92.7%
No 6.2 4.5 1.5 2.3 6.6 5.2 21.1 7.3

Q.10 Did you utilize SCANtransportatiorservicego a medical visit?

AssistedLiving Nursing Facility
Total Home (H
) A) (N)

2007 2009 2007 2009 2007 2009 2007 2009
Base 170 740 68 261 81 352 19 115
Yes 51.2%6 | 47.6% 42 6% 51.7% 61.70 | 44.9%C | 42.1% 47.0%
No 48.8 52.4 57.4 48.3 38.3 55.13 57.9 53.0
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Q.11 Did you have any problems in gettitngnsportation to or from the medical visit?

AssistedLiving Nursing Facility
Total Home (H
b (A) ()

2007 2009 2007 2009 2007 2009 2007 2009
Base 83 346 27 133 48 156 8 52
Yes 44.68% | 12.79% | 59.3% | 15.8%4C | 35.86 | 9.0uC 50.0% 15.4%
No 554 | 87.3 40.7 84.29 64.6 91.(y 50.0 84.6

Q.12 Did the transportation provider get you to your appointment on time?

AssistedLiving Nursing Facility
Total Home (H
D (A) ()
2007 2009 2007 2009 2007 2009 2007 2009
Base 80 233 26 87 46 103 8 39
Yes 77.56 | 93.1%a 73.1% | 92.0%a 82.60 | 96.1%g 62.5% 89.7%
No 22.5 6.9C 26.9 8.0C 174 3.9C 37.5 10.3
Base N/A 107 N/A 44 N/A 51 N/A 11
N/A N/A 31% N/A 34% N/A 33% N/A 22%
Q.13 Were you picked up within one hour of your appointment 2ime
Total Home Assisted Nursing
(H) Living (A) | Facility (N)
Base 232 87 103 38
Yes 90.9% | 86.2% 96.1%H 89.5%
No 9.1 13.8 3.H 10.5
Base 110 45 51 13
N/A 32% 34% 33% 25%
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your medical appointment

Home Assisted | Nursing
Total (H) Living | Facility
(A) (N)
Base 229 85 107 34
Yes 86.5% | 77.6% | 90.79%H | 94.19H
No 13.5 22.4 9.3H 5.9H
Base 111 46 49 15
N/A 33% 35% 31% 31%

Q.15a When you went to the pharmacy did you have problems with getting your medfcation

Assisted

Home - Nursing
Total '-'E’K)‘g Facility (N)
Base 661 258 312 81
Yes 16.3% | 19.4% 13.5% 17.3%
No 83.7 80.6 86.5 82.7
Q.15b If yes, was there a pradsh with:
Assisted .
Home iy Nursing
Total Living .
H Facility (N
(H) A) y (N)
Base 103 48 39 14
Co-payment 20.4% | 22.9% 25.6% -
Authorization needed 35.0 56.3 23.1 -
Med!catlon not available at 214 354 10.3 7.1%
the time of pickup
27.1
Other 45.6 AN 48.7 92.9

Q.14 Were you retrieved and taken back to your place of residenca witk hour of the completion of
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Q.16 Where do you live?

AssistedLiving Nursing Facility
Total Home (H
17l () ()
2007 2009 2007 2009 2007 2009 2007 2009
Base 177 749 71 266 84 362 22 121
vour own home/ F3& 50| 3550 [ 1000 | 100 - - - -
home
Assisted living center/Assisted livin i ) 0 0 ) )
home/Adult Foster Care home 475 48.3 100% 100%
NursingFacility 12.4 16.2 - - - - 100% 100%
Q.17 What is your age now?
AssistedLiving Nursing Facility
Total Home (H
D (A) ()
2007 2009 2007 2009 2007 2009 2007 2009
Base 179 751 71 264 84 360 22 120
44 or younger 7.8% 3.9% 5.6% 6.4% 9.5% 2.5%4C 9.1% 2.5%
45 to 64 21.8 14.8C 31.0 20.5 15.5 13.3 18.2 7.5
65 to 69 6.1 8.3 11.3 10.2 0 7.2 13.6 6.7
70to 74 7.8 9.1 8.5 11.4 8.3 6.9 4.5 100
75to0 79 10.6 10.4 11.3 10.6 9.5 9.4 9.1 12.5
80to 84 20.1 16.0 19.7 15.9 20.2 16.7 22.7 13.3
85 or older 25.7 | 37.7 12.7 25.09 36.9 43.9 22.7 47.5
Q.18 Did someone help you complete this suf¥ey
Home | Assisted Nursing
Total i "
(H) Living (A) | Fadlity (N)
Base 747 263 359 119
Yes 72.8% | 70.3% 69.6% 89.9%H,A
No 27.2 29.7 30.4 10.H,A
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Q.19How did that person help y8uPlease mark all that apply.

Total Y As_,s?sted Nursing
otal | Home (H) L'E’X)‘g Facility (N)
Base 535 182 244 107
Read the questions to me 33.6% | 47.3%A,N 27.0% 26.2%
Wrote down the answers | gave| 35.0 50.0A,N 29.5 22.4
Answered the questions for me | 57.8 39.0 64.8H 72.H
;I'ranslated the questions into my 95 18.1AN 6.1 58
anguage
Helped in some other way 4.7 55 4.1 4.7
Q.20This survey was completed by:

Total Home (H) L’ﬁ‘/?ﬁ;s'[(% EE(LN? |I)I?)9
Base 743 259 357 117
SCAN Member 28.7% | 32.86a N 31.3%N 8.5%
Spouse 11.6 13. 3 A 75 203A
Caregiver 106 | 23.22 AN 4.2 3.4
Nurse 0.7 0.8 0.6 0.8
Family member/Friend 50.9 39.8 55.(H 65.H
Other 4.3 2.3 5.0H 51
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