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CAHPS Hospice Survey
Frequently Asked Questions for Customer Support

Overview

This document provides customer support guidance on responding to frequently asked questions
(FAQ) from caregivers answering the CAHPS Hospice Survey. It should be used for all modes of
survey administration. The FAQ provide answers to general questions about the survey, concerns
about participating in the survey and questions about completing/returning the survey. Survey
vendors may amend the document to be specific to their operations or revise individual responses
for clarity.

Note: Survey vendors conducting the CAHPS Hospice Survey must NOT attempt to influence
caregivers in a particular way. For example, the survey vendor conducting the CAHPS Hospice
Survey must NOT say, imply or persuade caregivers to respond to items in a particular way. In
addition, survey vendors must NOT indicate or imply in any manner that the hospice, its personnel
or its agents will appreciate or gain benefits if caregivers respond to the items in a particular way.
Please refer to the “Program Requirements” section of the CAHPS Hospice Survey Quality
Assurance Guidelines for more information on communicating with caregivers.

. O6wwue Bonpocbl 06 aHKeTe

> Kto npoBoauT aHkeTupoBaHue? KTo cnoHcUpyeT 3TO aHKeTUpoBaHue?
Sl mpoBOXKY aHKETHpPOBAaHHE OT MMEHU HccienoBarenbckod opranuzanuu [SURVEY
VENDOR NAME]. [HOSPICE NAME] obpatuicst B Hallly OPraHU3AIHIO C MPOCHOOi
MOMOYb B IIPOBEJCHUU AaHKETUPOBAaHUSA, 4YTOOBI cOOpaTh OT3BIBBI JIML, HEAABHO
MIOTEPSIBIIMX YICHOB CEMbU WM JIPYy3€H, KOTOPBIE IMOJIyYaau XOCIUCHBIN YXO/.

> KakoBa uenb aHkeTupoBaHusa? Kak OyayT ucnonb3oBaTbCA NOSyYeHHble
AaHHble?
AHKETHpOBaHUE NIPOBOAUTCA B paMKax HAIMOHAIbHOW WMHULIMATUBBI, CIIOHCUPYEMOMU
nporpammoit Medicare, ¢ 11€1b10 OIIEHKH Ka4eCTBa XOCIMHUCHOTO yXO/a.

Amnkera pa3zpaboTaHa /sl aHAJTM3a MHEHHI JIUII, OCYIISCTBIISBIINX YXOJI 32 IMallueHTaMH,
0 Ka4eCTBE XOCIHCHOTO YX0/1a B paMKaX MyOJUYHON OT4eTHOCTHU. JlaHHbIe, COOpaHHbBIC B
pe3yabTaTe aHKETHPOBAHUS, OYAYyT MPEAOCTABICHBI MOTPEOUTENSIM XOCIIHCHBIX YCIIYT,
4TOObI MOMOYh MM B TNPHHIATUM HWH(GOPMHUPOBAHHBIX PEIICHUH B Ipolecce BbIOOpE
xocruca. JlaHHBIE MyONMHMKYIOTCS B OTKphITOM naoctyne Ha caite Care Compare
(https://www.medicare.gov/care-compare/). 3ta HHGOPMAIUS TAKKE TOMOKET YIIYUIIUTh
Ka4eCcTBO yX0/1a, IPEAOCTABIIIEMOT0 XOCIIMCaMH. Bailie ydacTre B aHKeTUPOBAaHUH HTPACT
B)XHYIO POJIb.

> Kak 1 mory ynoctoBepuTbCsl B TOM, 4TO 3TO opmLManbHoOe aHKeTupoBaHue?
Bel moxkeTe cBsizaThbcs ¢ [HOSPICE NAME| no Homepy [TELEPHONE NUMBER],
YTOOBI OJYYUTh UHPOPMALMIO 06 aHKETUPOBAHHUH.
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NOTE: SURVEY VENDORS MUST OBTAIN CONTACT INFORMATION FROM THE
HOSPICE ABOUT WHO TO CONTACT TO VERIFY THE LEGITIMACY OF THE
SURVEY.

EcTb nu Kakoe-TO rocyaapcCTBEHHOE yupexaeHue, C KOTOpbIM S Mory
CBA3aTbCH, YTOObI NoApoGHee y3HaTb 06 3TOM aHKeTUpPOBaHUN?

Ia, Be1 moxere cBsizatbes ¢ LlenTpamu o oocmyxuBannio Medicare m Medicaid (CMS),
benepanbHBIM yUpEKIEHUEM B paMKkax MUHHUCTEPCTBA 3IPABOOXPAHEHUS U COMMATBHBIX
cyx6 (HHS) depe3 ciyx0y TEeXHMUECKOW TOIIEPKKH aHKETUPOBAHHUS O XOCIHCHOM
yxone CAHPS mno Ttenedpony 1-844-472-4621 wim 10 SIEKTPOHHOW IoYTe
hospicecahpssurvey@hsag.com.

fBnsoTcAa N Mou oTBeTbl KoHduaeHumanbHbIMU? KTo yBUAUT Moum
OoTBeTbI?

Bamy oTBeThl YBUAAT COTPYAHUKHU UCCAELOBATE/NbCKOM opraHusanuu. Ux Ttakxe
MOTYT MPeJ0CTaBUTh XOCIHUCY B LieJISIX YJIy4llleHUs KauyecTBa 00C/ayKUBaHUS.

CKONnbKO BpeMeHM 3TO 3aMmeT?
AnxketupoBanue 3aitmer npumepHo 9 munyt. [OR SURVEY VENDOR SPECIFY].

NOTE: THE NUMBER OF MINUTES WILL DEPEND ON WHETHER THE SURVEY IS
INTEGRATED WITH HOSPICE-SPECIFIC SUPPLEMENTAL QUESTIONS.

Kakue Bonpocbl MHe 3apanyT?

AHKeTa COJIEp>KUT BOMPOCKHI 00 OMbITe WieHa Bareil cembu wim apyra npu MoJydeHUH
yXoJla U ycayr B xocnuce. B HeM OynyT Bompocsl o0 mpoOieMax, KOTOpbie, BO3MOXHO,
BO3HUKAJIU NP MOJYYEHUH yXO0/a UK ycIIyT. Bac Taxke mompocar OeHUTh pa3InyHbIe
BHJIBI YXO/1Aa U YCIIYT, KOTOPBIE, BO3MOKHO, II0JIy4all WIeH Baliei ceMbu Win Ipyr.

Otkyna y Bac moe uma? Noyemy MeHs BbiOpanu Aonsa y4actusa B onpoce?
Bamre ums Ob1710 BEIOpAHO CITy4aiiHBIM 00pa3oM W3 CIUCKA JIUIl, OCYIIECTBIISIBIITNX YXOJI
3a HegaBHO yMepuinmu nanuentamu B [HOSPICE NAME].

Foe s mory HanTh pesynbTaTbl aHKETUPOBaHUA?

OdunmanbHble pe3yabTaThl aHKeTHpoBaHus 0 XxocnucHoM yxone CAHPS myOnukyrorcs B
OTKpPBITOM  JIOCTyll€  4YeThlpe paza B rog Ha caiite Care Compare
(https://www.medicare.gov/care-compare/).  [lmaHoBbie  OOHOBIIEHUSI  PE3YJIHTATOB
aHkeTupoBaHus o xocrmucHoM yxone CAHPS mpoucxonst B (deBpane, mMae, aBrycre u
Host0pe. OduuunanbHO MyOIMKyeMble pe3ysbTaThl aHKETUPOBAHHUS O XOCIHCHOM yXOJle
CAHPS paccuuTbhiBaloTCS Ha OCHOBAaHMM AHKETHBIX [AHHBIX 3a BOCEMb KBAapTAJIOB.
CBoanblii pedituHr Star Rating, OCHOBaHHBII Ha pe3yJibTaTaX AaHKETUPOBAHUS O
xocriicHoM yxoqie CAHPS, oOHOBIsIeTCS 1Ba pasa B roj.
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CoMHeHus no noBoAy y4vyactusa B aHKeTUpoBaHuUu

» $l He yyacTBYIO B aHKeTUPOBaHUSIX.

fl nonnmaro, HO Ha/Zle10Ch, YTO Bel nepeiymMaeTe. DTO OUEHb BaXXHOE UCCIEAOBAHUE IS
[HOSPICE NAME]. Pe3ynbTaThl aHKETUPOBAHUS IOMOTYT COTPYIHUKAM MTOHATH, YTO OHU
JeNaloT MPaBUJIBHO, @ KaKKe HIOAHCHI pa0OThI HYKHO YIYUIIUTh.

MHe 3TO HenHTepecHo.
Bama nomoms ouens BaxkHa juist xocnuca [HOSPICE NAME)]. Pacckaxure, nouemy Bac
HE UHTepecyeT aHKeTUpoBaHue?

5 onacarwcb, 4YTO 3TO aHKeTupoBaHume Ha camMoOM pAerie MOLUeHHuUn4yeckKas
cxXxemMa, U ecnnm A OTBeYy Ha BOMPOCHLI C NMOMOWbLIO NpeaocTaBlIeHHbIX
BapnaHTOB OTBeTOB, MO OTBETbl MOIyT ObITb 3anNMcaHbl U UCNONb30BaHbI
npoTnB MeHA B MOLLEHHUYeCKUX Luensx.

OTBeuyas Ha BOIIPOCHI, Br1 MoxeTe ucoabp30BaTh AJIBTCPHATHBHBIC MOJIOKHUTCIIBHBIC UJINA
OTpULATCIIBHBIC OTBETHI.

51 oyeHb 3aHAT(-a). Y MeHs1 NPOCTO HET BPEMEHM.

S monmmaro, 9to y Bac Maino BpeMeHHU, HO 3TO OYCHb BAXHOE aHKETUPOBAHUE, U s OYIy
OuYeHb Mpu3HareneH(-Ha) 3a Bamry momomb. MuTEpBRIO 3aiimeT npuMepHo 9 munyT [OR
SURVEY VENDOR SPECIFY]. Ecnu Bbl He Bo3paxkaeTe, Mbl MOKEM HauaTh, U Bl camu
YBUIUTE, KaKUe BOMPOCHI COJIEPKaTCs B aHKeTe. Mbl M0eM OCTaHOBUTHLCA B JIIOOOU
MOMEHT, Korja Brl aToro 3axoTure.

[IF NECESSARY:] InTepBbIO IPH HEOOXOAMMOCTH MOKET OBITh pa3/IeICHO Ha HECKOIBKO
yacTeld — Heo0sA3aTeIbHO OTBEYATh Ha BCE BOIIPOCHI AaHKETHI 33 OJIUH pas.

[IFF NECESSARY:] 51 mory Ha3HAa4uTh MHTEPBBIO Ha JTI000E moaxosiiee Bam Bpems —
BEUYEPOM U B BBIXOJIHBIE, eciii Bam 310 yno0Hee.

NOTE: THE NUMBER OF MINUTES WILL DEPEND ON WHETHER THE SURVEY IS
INTEGRATED WITH HOSPICE-SPECIFIC SUPPLEMENTAL QUESTIONS.

Bbl Nn0O3BOHUNM Ha MOW MOOUNbLHLIN TenecgoH. Bbl MoXeTe Nepe3BOHUTbL
nocne [CAREGIVER SPECIFY TIME]?
Jla, mbl MokeM Bam nepe3sBonuTsh B [CAREGIVER SPECIFIED TIME].

[IF “NO,” SET FUTURE DATE/TIME FOR CALL BACK.]
NOTE: TELEPHONE CALL ATTEMPTS ARE TO BE MADE BETWEEN THE HOURS

OF 9 AM AND 9 PM, RESPONDENT TIME, UNLESS AN ALTERNATIVE TIME IS
REQUESTED BY THE CAREGIVER.
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> £l He x04y, YTOObI MHe 3aaBanin MHOIO NIMYHbIX BONPOCOB.
S nonumatro Bamu onacenus. 9T0 04eHb BaKHOE aHKETHpoBaHMe. Eciin kakoi-To Bompoc
BBI3BIBaET y Bac OecrokoiCTBO, MPOCTO CKAKUTE MHE, 4TO BBl HE XOTHTE OTBEYaTh Ha
HETO, U s Nepeiy K CleayolleMy Bonpocy. JlaBaire npuctynum, 1 Bel camu yBuaure,
KAKHE BOIIPOCHI COAEPKATCS B aHKETE?

> 51 oyeHb HepoBoneH(-Ha) [HOSPICE NAME], 1 MHe HenoHATHO, no4yemy s
AOMXeH(-Ha) noMoraTb UM, y4acTBYSl B 3TOM aHKETUPOBaHUWN.
MHe oueHb kainb, 4TO BBl HENOBOJIBHBI yCIyramMu Xocouca. JTO KakK pa3 Xopolias
IIpruYruHa )1 Yy4acTusd B aHKCTUPOBAHHHU. Bamm orBeTHI IIOMOT'YT XOCIIUCY IOHATH, YTO
HEO0XOIMMO YIIYyUIIUTh B paboTe.

> Mre o6sa3aTenbHO y4acTBOBaThb B aHKeTUpoBaHun? Yto npounsonaer, ecnu A
OTKaXyCb? 3a4eM MHe 3TO HYXHO?
Bame yuactue siBisercs noOpoBoibHBIM. OTKa3 B y4acTUu He OyAeT MMEeTh HUKAKHX
HETaTUBHBIX NOCHEACTBUN. TeM HEe MeHee, 3TO OYEHb BaXXHOE aHKETHpPOBaHUE, U Bamm
OTBETHI MOMOTYT HaM yayumuTh kKadyecTBo yxoja B [HOSPICE NAME]. Bammu oTBeTsl
TaKXe IIOMOTYT JPyTUM HOTPEOUTEISIM XOCTIUCHBIX YCIYT IPUHUMATh HH(OPMHUPOBAHHBIE
pelIeHus py BBIOOpE XocmHca Ui ceOsl UK AJIs YWICHOB CEMbU WIIH IPY3€eH.

> Ecnu A noyyacTByr0o B 3TOM aHKeTUpPOBaHWUW, MHe OyayT npucbinatb
peknamy no noyre?
Her, Bbl He Oyzmere mnonydaTh pekjiaMy IO II0YT€ IIOCJIE YYacTUs B JIAHHOM
AHKCTUPOBAHHU.

> Mown TtenecoH 3apeructpupoBaH B peectpe «He 3BoHuTb» (Do Not Call).
PasBe Bbl MOXeTe MHe 3BOHUTL ?
Perucrpanus B peectpe Do Not Call 3anpemaeT TenedoHHbIe 3BOHKH C IIETbIO MPOIAKU
TOBapoOB WJIM YCIyT. MBI HUYEro He MpoJacM W HE MPOCHM JjeHer. Hamra xommaHwus
3aHUMACTCA MMPOBCACHUCM COLTUOJIOTHUICCKUX HCCHGHOBaHHﬁ. Bam xocmuc IOIPOCHJII HAC
MTOMOYb B TIPOBEACHUH STOTO aHKCTHPOBAHHS.

» $1 He XO4Yy HUYero NoKynaTb.
MbI HUYEro He MPOAaeM M HE TPOCUM JeHer. Mbl XOTHM 3a7aTh BaM HECKOJIbKO BOMPOCOB
00 yxone u yciyrax, okazanHeix B [HOSPICE NAME].

lll. Bonpochbl 0 3anofiHeHUU aHKeTbl U ee OTnpaBKe

» EcTb nNn KpanHWn CpoK ANA 3anosfIHeHUA aHKeTbI?
[FOR MAIL SURVEY:] HaM Hy>KHO CBSI3aThC CO MHOTHMH JIFOJIbMH, IO3TOMY BbI OUeHb
MIOMO>KETE HaM, €CJIM OTIIPABUTE 3alIOJHEHHYIO aHKETY B OJIMKalIIie HECKOIbKO THEH.

[FOR PHONE SURVEY:] Ham HY’XHO KaKk MO>XHO CKOpEE 3aBEPLIMTHh BCE MHTEPBBIO, M,
TaK KaKk HY’KHO CBSI3aThCSl CO MHOTMMM JIIOAbMHM, MBI OyzieM Bam o4eHb npu3HATENbHBI,
eciu Brl npoitaere nHTEpBBIO IpsiMO cerdac. Ecin y Bac ceifuac HeT BpeMeHH, s MOTY
Ha3HA4YUTh MHTEPBbBIO Ha Ipyroe BpeMs B OMrKaillline HECKOIBKO JHEH.
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[DURING WEB SURVEY WINDOW:] HaMm HyXHO KakKk MOXXHO CKOpPEE 3aKOHYHUTH
aHKETHPOBaHUE, MO3TOMY MbI OyneM Bam odeHb mpu3HaTenbHBI, eciu Bel 3amonnute
aHKETy B OJFMDKaIIIMe HECKOJBKO JTHEH.

> ['pe B aHKeTe MHe HYXHO yKa3aTb CBOe MMs U agpec?
He yxaspBaliTe cBOe uMsS U azapec B aHkere. Kaxnoil aHkere mIpHCBOEH
UACHTU(DUKALMOHHBI HOMEp, KOTOPBIM IO3BOJIIET HaM OTCJIEKUBATh, KTO BEPHYJ
3aI0JIHEHHYIO aHKETY.

» Bbl NO3BOHWNW nuuUy, OCYLIECTBNAKOWEMY yxod 3a NauyMeHToMm, a 3ToT
YyernoBeK HaxoAuUTCA B MeAULIMHCKOM YyYpeXxaeHUM.
Mens 30ByT [INTERVIEWER NAME], u s 3Bonio u3 [SURVEY VENDOR]. Msl
IIPOBOAMM aHKETHPOBAHUE O XOCHHCHOM yxoJe. JlJig mpoBeAeHHs TOr0 aHKETUPOBAHUS
HaMm HykHO noroBoputh ¢ [SAMPLED CAREGIVER NAME]. MoxHo 1M ceitdac
norosoputs ¢ [SAMPLED CAREGIVER NAME]?

[IFF NECESSARY:] Mbl IpoBOAUM OYE€HB BaXKHOE UCCIEIOBAHUE B pAMKax HallMOHAJIbHOU
WHUIMATUBBI, CIIOHCUPYeMO MHHHUCTEPCTBOM 3JpaBOOXPAHEHUS U COIMAIBHBIX CIIYXO
(HHS). Pe3ynbTaThl 7TOT0 aHKETUPOBAHUS TIOMOTYT PaOOTHHUKAM XOCIHUCOB TOHSTH, YTO
OHH JIeTIAl0T MPABUIIHHO, a KaKHE HIOAHCHI pabOThI HY)KHO YJIyYIIHTb.

NOTE: CAREGIVERS IN HEALTHCARE FACILITIES SUCH AS ASSISTED LIVIING
FACILITIES, LONG-TERM CARE FACILITIES OR NURSING HOMES ARE ELIGIBLE
FOR THE SURVEY.

> 51 6bl xoTen(-a) 3anOfIHUTb aHKeTY OHNManuH. ATO BO3MOXHO?
[FOR MAIL ONLY/PHONE ONLY/MAIL PHONE MODE:] Het, aHkeTy 0 XOCHHCHOM
yxone CAHPS moxuo 3anonauth Tonbko [DEPENDING ON MODE: no moure / mo
tenedony / mo moyre uiu tenedony].

[FOR WEB MAIL MODE:] Ecnu y xocnuca 6bl1 afpec Baieit a/1eKTPOHHOM MOYTHI,
MBI MOTJIM YK€ BbICJaTh BaM Mo 3/IeKTPOHHOM MOYTE CChLIKY AOCTyNa K OHJIAH-
BepCUH aHKeThl. B HHOM cilyuae aHKeTy MOKHO 3aIlOJIHUTh TOJIBKO IO ITOUTE.
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