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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.

I. Cac Cau Héi Chung vé Cuéc

> Ai dang thwc hién cudéc khao sat nay? Té chirc nao tai tro’ cho cudc khao sat
nay?
T61 la nguoi phong van tir to chirc nghién ciru [SURVEY VENDOR NAME]. [HOSPICE
NAME] da nho to chue cua chiing t61 ho tro thuc hién cude khao sat nay dé thu thap y kién
phan hoi tir nhitng ngudi cham soc c6 nguoi than hodc ban be vira qua doi khi dang dugce
cham soc tai co s& cham soc cudi doi.

> Muc dich cta cudc khao sat la gi? Di¥ liéu sé dwoc str dung nhw thé nao?
Cudc khao sat 1a mot phan cta sang kién quoc gia do Medicare tai trg nham do luong chat
lugng cham soc tai cac co s¢ cham soc cudi doi.

Cudc khao sat nay duoc thiét ké dé do ludng quan diém cua nguodi chim séc vé dich vu
cham soc cudi doi nham phuc vu cho viéc bao céo cong khai. Dit li€u thu thap tir cude khao
sat s€ dugc cung cép cho nguoi sir dung dich vu dé gitp ho dua ra sy lya chon cé hiéu biét
khi chon co s¢ chim séc cudi doi. Dit liéu nay duoc bio cao cong khai trén Care Compare
(So Sanh vigc Cham Soc) (https://www.medicare.gov/care-compare/). Dir li€u cling s&
duoc st dung dé gitip cai thién chit lwong chim soc do cac co s& cham soc cubi doi cung
cap. Su tham gia ciia quy vi 1a rit quan trong.

» Lam cach nao t6i c6 thé xac minh rang cudc khao sat nay la hop 16?
Quy vi c6 the lién lac v6i [HOSPICE NAME] qua s6 dién thoai [TELEPHONE NUMBER]
dé biét thém thong tin vé cudc khao sat nay.
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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.

C6 co quan chinh phu nao ma toi cé thé lién lac dé tim hiéu thém vé cudc
khao sat nay khéng?

Co, quy vi co thé lién lac véi Trung Tam Dich Vu Medicare & Medicaid (CMS), mdt co
quan lién bang trong B6 Y Té va Dich Vu Nhan Sinh (HHS) qua s dién thoai Tro Gitp
Ky Thuat cua Khao Sat Cham Soc Cubdi Poi (CAHPS Hospice Survey Technical
Assistance) 1-844-472-4621 hay qua email tai hospicecahpssurvey@hsag.com.

Cau tra 1&i caa téi c6 dwore giir kin khéng? Ai sé thay cau tra I&i caa t6i?
Nhing cau trd 101 cua quy vi s€ dugc nhan vién nghién ctru xem, va cé thé duoc chia sé
véi co s& cham soc cudi doi nham muc dich cai thién chat lugng dich vu.

Cudc khao sat nay sé mat bao lau?
Cudc khao sat mat khoang 9 phat. [OR SURVEY VENDOR SPECIFY].

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

Sé ¢6 nhirng cau hoi nao?

Cudc khao sat dat cau hoi vé trai nghiém ctia nguoi than trong gia dinh hay ban bé cta quy
vi trong khi nhan dugc cac dich vu va dugc cham séc tir noi cham soéc cudi doi nay. S€ co
nhirng cau hoi cho quy vi vé bat ky van dé nao ma ho c6 thé da gip phai khi nhan chim
soc hoac dich vu. No cling yéu cau quy vi danh gié cac loai cham séc va dich vu khac nhau
ma ngudi than cta gia dinh hay ban bé cia quy vi c6 thé da nhan dugc.

Lam sao quy vi c6 dwoc tén cua t6i? Téi dwoc chon tham gia khao sat nay
nhw thé nao?

Tén ciia quy vi duoc chon ngau nhién tir hd so cia tit ca cac bénh nhan méi qua doi tir
[HOSPICE NAME].

T6i c6 thé tim két qua cda cudc khao sat & dau?

Piém chinh thirc ciia cudc khao sat cham soc cudi doi CAHPS duogc cong bd cong khai
bén 1an mdi nim trén trang web Care Compare (https://www.medicare.gov/care-
compare/). D li¢u ctia cudc khao sat cham soc cudi doi CAHPS duogc cap nhat theo lich
vao cac thang Hai, Nam, Tam va Mudi Mot. Két qua khao sat CAHPS Hospice dugc bao
cao cong khai dugc tinh dya trén dir liéu khao sat trong tam quy; Danh gia téng hop theo
sao dura trén két qua khao sat CAHPS Hospice duoc cap nhat hai 1an mdi nam.
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Nhirng Lo Ngai Vé Viéc Tham Gia Khao Sat

> Toéi khéng lam khao sat.

T6i hiéu, tuy nhién, toi hi vong quy vi s€ can nhic tham gia. Pay 1a nghién ciru rit quan
trong cho [HOSPICE NAME]. Két qua ctia cude khao sat s& gitip ho hiéu dwoc nhiing gi
ho dang 1am tt va nhirng gi can cai thién.

> Toi khéng quan tam.

[HOSPICE NAME] rit mong nhan dugc sy giup d& cua quy vi. Quy vi c6 thé vui 10ng cho
biét vi sao quy vi khong quan tim dén viéc tham gia khao sat khong?

> T6i lo ngai rang cudc khao sat c6 thé la “ltra dao,” va néu toi tra 1&i voi

nhirng Iwa chon dé, né c6 thé bj ghi lai va dung dé gian lan chdng lai toi.
Quy vi c6 thé str dung céac cau tich cuc hay ti€u cuc thay thé d€ tra 161 cho cac cau hoi nay.

> Toi rat ban. Téi khéng thuec sw cé thei gian.

T6i biét thoi gian ctia quy vi c6 han; tuy nhién, day 1a mot cude khao sat rat quan trong, va
to1 that sy tran trong sy gitp do cua quy vi hom nay. Cudc phong van chi mat khoang 9
phat [OR SURVEY VENDOR SPECIFY]. C6 1€ chung ta c6 thé bat dau va xem céc cau
hoi nhur thé ndo. Chiing ta ¢ thé dimg lai bat ¢ lac nao quy vi mudn.

[TF NECESSARY:] Cudc phong van ndy c6 thé duoc chia lam nhiéu phan, néu can; quy vi
khong can phai lam xong hét trong mot 1an.

[IF NECESSARY:] T61 c6 the hen lai bat ky lac nao thuan tién cho quy vi, bao gdm ca cac
bubi tdi hay vao ngay cudi tudn néu quy vi mudn.

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

Quy vi da goi vao dién thoai di déng cua tdi. Quy vi c6é thé goi lai sau
[CAREGIVER SPECIFY TIME] dworc khong?
Vang, t6i c6 thé goi quy vi lai lac [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.

T6i khéng muén tra 1&i nhiéu cau hoi ca nhan.

T6i hiéu sy lo ngai cua quy vi. Day la mét cudc khao sat rat quan trong. Néu c6 cau hoi
nao lam phién quy vi, chi can noi vdi to1 1a quy vi khong mubn tra 161 cau hoi do, va toi s&
tlep tuc qua ciu hoi ké tiép. Vay sao chiing ta khong bat dau va xem c6 nhirng cau hoi nhur
thé nao?
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> Toi rat khong hai long véi [HOSPICE NAME], va t6i khong thay ly do gi minh
phai giup ho lam cuéc khao sat nay.
Tbi xin 16i vi quy vi dd khong vui. Pay 1a mot ly do chinh dang dé quy vi tham gia. Nhiing
cdu tra 1i ciia quy vi s& giup noi cham soc cudi doi hiéu ring ho can nhimg cai tién nao.

> T6i c6 bat budc phai hoan thanh cudc khao sat khong? Néu to6i khéng lam
thi sao? Tai sao to6i nén tham gia?
Viéc tham gia cua quy vi la tw nguyén. S€ khong ¢6 hinh phat nao néu qiy vi khong tham
gia. Tuy nhién, ddy 1a mot cudc khao sat rat quan trong va ciu tra 1oi cla quy vi s€ giup
chung t6i cai thién chat luong cham soc ma [HOSPICE NAME] cung cp, dong thoi gitp
nhitng ngudi khac dwa ra quyét dinh sang sudt khi chon dich vu cham soc cudi doi cho ban
than, nguoi than hodc ban be cua ho.

> T6i c6 nhan dwoc thw rac néu t6i tra 1&i cudc khao sat nay khéng?
Khong, quy vi s€ khong nhan dugc bat ky thu rac nao do tra 161 khao sat nay.

> Toi co tén trong Danh Sach Khong Goi. Quy vi cé dwoc phép goi cho toi
khéng?
Danh Sach Khong Goi cAm cac cudc goi ban hang va tiép thi. Chung t6i khong ban gi va
cung khong liy tién cua ai. Chung t6i 1a mot cong ty nghién ctru khao sat. Co s& cham soc
cudi doi ciia quy vi da nho chung t6i hd tro thuc hién cudc khao sat nay.

> Téi khéng mudn mua gi ca.
Chung to1 khéng ban bat ky thir gi cling nhu khong xin tién. Ching toi muon héi quy vi
mot vai cau hoi vé su cham soc va cac dich vu do [HOSPICE NAME] cung cép.

lll. Cau Héi Vé Viéc Hoan Thanh/Gwri Lai Bang Khao Sat

» Co thoi han dé dién vao bang khao sat khong?
[FOR MAIL SURVEY:] Vi chung toi can lién lac v6i rat nhiéu nguoi, that sy rat hiru ich
néu quy vi c6 thé gui tra lai trong mot vai ngay ti.

[FOR PHONE SURVEY:] Ching t6i can hoan thanh tit ca cac cudc phong van cang som
cang tt, nhung vi chung toi can lién lac voi rat nhiéu nguoi, that sy hitu ich néu chung ta
c6 thé thuc hién cudc phong van ngay bay gio. Néu quy vi khong co thoi gian, c6 thé toi
xin hen vao thoi gian khac trong vai ngay toi.

[DURING WEB SURVEY WINDOW:] Vi ching t6i can hoan thanh bang khao sat cang
som cang tot, that sy hiru ich néu quy vi c6 thé hoan thanh vi¢c nay trong vong vai ngay
toi.

> Toi dién tén va dia chi cia minh vao dau trong bang cau héi?
Quy vi khong nén ghi tén hodc dia chi cia minh trén bang cau hoi. Mobi bang khao sat dugc
gan mot ma s6 dinh danh dé chung t6i co thé theo ddi ngudi cham sdc nao da gui lai bang
cau hoéi da hoan thanh.
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> Nguwi cham séc ma quy vi da lién lac hién dang & trong mét co sé y té.
T61 la [INTERVIEWER NAME] goi tir [SURVEY VENDOR]. Chung 61 dang thuc hién
moét cudce khao sat vé dich vu cham soc cudi doi. Cho cude khao sat nay, ching t61 can noi
chuyén tryc tiép v6i [SAMPLED CAREGIVER NAME]. [SAMPLED CAREGIVER
NAME] dang c6 ¢ d6 khong?

[IF NECESSARY:] Chung 61 dang thuc hién mét nghién ctru rat quan trong, 1a mot phan
ctia sang kién qudc gia do Bo Y té va Dich vu Nhan sinh Hoa Ky tai tro. Két qua cua cudc
khao sat s& gitip cac co s& chiam soc cudi doi hiéu duge nhitng gi ho dang lam tdt va nhiing
gi can cai thién.

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

> T6i muén thwe hién cudc khao sat nay trwe tuyén, diéu dé cé dwoc khéng?
[FOR MAIL ONLY/PHONE ONLY/MAIL PHONE MODE:] Khong, cudc khao sat chim
soc cudi doi CAHPS chi ¢ thé dugc hoan thanh bang [DEPENDING ON MODE: thur /
dién thoai / thu hoac dién thoai].

[FOR WEB MAIL MODE:] Néu co s& chiam soc cudi doi ctia quy vi ¢6 dia chi email cua
quy vi, chung toi co thé da giri mot lién két qua email dé quy vi hoan thanh khao sat qua
mang. Néu khong, khao sat chi co thé duoc thuc hién qua thu.
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