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Introduction 

Page 2 

Background and Purpose 
 The purpose of this nationwide quantitative survey was to understand consumers’ current thinking on a wide range of 

healthcare-related topics, including: 
• Top concerns 
• Hospital safety 
• Primary care physician 
• Mobile messaging 
• Smart phone 
• Tag reader 
• Electronic medical record 
• Communications preferences 
• Websites visited 
• Cancer and pediatric hospital national reputations 
• Interest in new information sources 
• Factors influencing hospital choice 
• Transparency/Price shopping 
• Quality perceptions 
• Advertising 
• Getting care in these economic times 

 

Methodology 
 A national online survey was conducted among 402 heads of household, 21 or older who are most responsible for 

healthcare decisions for the household.  The interviewing was conducted from October 21-November 1, 2011.  The sample 
frame used was  e-Rewards’ online consumer panel.  The final data set was weighted by age and ethnicity. 

 The total sample size of 402 yields a sample error of +/-4% at the 90% Confidence Level (CL).  For example, if this study 
were repeated 100 times, in 90 times out of that 100 (i.e., 90% confidence level) we would find a total sample statistic of 
50% to fall within 46% and 54%. 

 In the charts, letters (e.g., A, B, C) and arrows indicate a statistically significant difference at the 90% Confidence Level.  
Colors and bolding are used to highlight interesting patterns and/or findings. 

We conducted an ‘oversample’ 
of 200 New York area 

residents to see how their 
healthcare attitudes and 
behaviors compared and 

contrasted with the rest of the 
country’s. 



Klein
x2

® Rx
%

p(q)

™

H

Klein
x2

® Rx
%

p(q)

™

H

research for your brand’s health 

...AND NOW THE REST OF THE STORY 
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TOP CONCERNS 

Page 4 



Klein
x2

® Rx
%

p(q)

™

H

Klein
x2

® Rx
%

p(q)

™

H

research for your brand’s health 

42% 

27% 

11% 

1% 

1% 

7% 

2% 

2% 

2% 

40% 

24% 

11% 

3% 

3% 

9% 

1% 

2% 

3% 

49% 

23% 

8% 

6% 

5% 

3% 

3% 

1% 

2% 

Economy/jobs

Health care

Taxes/spending

Immigration

Terrorism/Homeland Security

Education

Wars in Afghanistan and Iraq

Energy

Other

Issues of most concern to Americans 

2011

2010

2009

Page 5 Q1: Which of the following issues is MOST important to you? 

New Yorkers 
 
44% 

22% 

15% 

1% 

4% 

7% 

2% 

2% 

1% 
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Page 7 

5% 

2% 

4% 

14% 

10% 

6% 

39% 

37% 

40% 

34% 

40% 

38% 

4% 

11% 

12% 

2010

2011

New Yorkers

Importance of hospitals “going green” 

Not at all important Not very important Somewhat important Very important Absolutely critical

Not only is 
support growing 

for hospitals 
going green… 

Q2: “Going green” is the hot topic among people and companies.  How important to you is it that hospitals “go green?” 

Q3: If you were choosing between two hospitals that were both equally appealing to you and convenient, and one was committed to 
being green while the other was not green at all, all else equal, would you pay more to be treated at the green hospital? 

…more people are open to paying a little more for it: 
2010    2011    NY  

Would not pay more – 63%     55%     52% 
Would pay a little more – 22%     31%    35% 

Would pay a lot more –   2%        3%      3% 
Not sure –  13%     12%    11% 
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HOSPITAL SAFETY 

Page 8 



Klein
x2

® Rx
%

p(q)

™

H

Klein
x2

® Rx
%

p(q)

™

H

research for your brand’s health 

12% 12% 11% 10% 

5% 7% 4% 3% 

64% 66% 
66% 67% 

19% 15% 19% 20% 

1st Qtr 2009 4th Qtr 2009 4th Qtr 2011 New Yorkers

Do hospitals have a problem with 
 preventable medical errors? 

A major problem that requires the
government to step in
A minor problem but hospitals can take
care of it themselves
Not a problem

Not sure

Page 9 

Q4: Do you perceive there to be a problem at hospitals today regarding patient safety in terms of preventable medical errors? 
Q5: In the past 3 years, have you personally or someone in your immediate household experienced any serious quality issues or medical 
errors while being treated at a hospital? 
Q6: If you were going to be hospitalized for care, how important to you would it be to receive a copy of the hospital’s patient safety 
practice guidelines before you go to the hospital? 
Q7: [Described CMS’ HAC guidelines] Are you aware of these patient safety guidelines outlined by the government? 

12% of Americans say 
they have experienced a 
serious quality issue or 

medical error at a hospital 
in the past 3 years – 

compared to 14% of New 
Yorkers. 

Unchanged from 2009, 
about one in ten 

Americans is aware of 
CMS’ HAC guidelines 

(8% in 1st Qtr 2009 vs. 
10% in 4th Qtr 2011 – 
nationally and in NY). 

Three quarters (75%) of 
folks across the country 

say it would be 
important to them to 
receive a copy of the 

hospital’s patient safety 
guidelines before going 

to the hospital – 
compared to eight in 

ten New Yorkers (79%). 
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PRIMARY CARE PHYSICIAN 
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Page 11 

Q8: Do you have a primary care or personal physician? 
Q11: Have you ever gone online to a social networking site and shared your experiences about a doctor or a hospital you recently visited? 

Unchanged from past 
waves, more than eight 

in ten folks have a 
primary care physician 

(85%) across the 
country and more than 
nine in ten (92%) in the 

New York area. 

Going online to rate 
a doctor or hospital 

has increased slightly 
in the past couple of 
years (6% in 2009 vs. 

9% in 2011) and is 
even higher in the 

New York area (13%). 

Primary Care Doctor 
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16% 

63% 

16% 

5% 
0% 

19% 

61% 

13% 

5% 
1% 

Always get an
appointment

at my
preferred
day/time

Most times
get preferred
appointment

Sometimes Rarely Never

How often able to get in to see 
doctor when preferred? 

National NY Area

36% 

31% 

21% 

13% 

6% 

5% 

3% 

19% 

22% 

40% 

21% 

8% 

5% 

3% 

4% 

19% 

Went to urgent care center

Just waited to see doctor

Went to hospital ER

Search online for treatments

Found another doctor's office

Went to a retail urgent care center

Called the pharmacist

Never experienced this situation

What did when couldn’t get in to see  
doctor? 

National

NY Area

Page 12 

Q9: Think about all the times you have scheduled an appointment to see your physician… How often are you able to get in when you wanted? 
Q10: Think back to times when you were sick and your doctor’s office either was closed or you called during office hours and couldn’t get a 
timely appointment.  What did you do for medical care? 
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MOBILE MESSAGING 
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14% 
8% 8% 6% 

11% 

23% 

13% 
10% 8% 

12% 

21% 

14% 
10% 9% 

12% 

Doctor Hospital Health insurer Employer Retail
pharmacy

How interested would you be to receive MOBILE MESSAGING  
about your health from…? [% very interested] 

2010 2011 NY Area

Page 14 Q12: How interested would you be in receiving MOBILE MESSAGING from these caregivers about your own health? 
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Page 15 Q13:  What type of health-related information would you most like to receive via mobile messaging from a caregiver? 

28% 

39% 
44% 45% 

86% 88% 

30% 
37% 

64% 

55% 

77% 

91% 

32% 

46% 

56% 
60% 

88% 90% 

Health and wellness class
schedule

Reminder of a health and
wellness class

Information on a specific
condition

Information to help
manage a chronic illness

Prescription refill
reminder

Appointment reminder

What type of health-related information would you like to receive via 
mobile messaging from a caregiver? 

2010 2011 NY Area
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SMART PHONES 
‘Can you hear me now?’ 

Page 16 
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22% 

18% 

12% 

7% 

13% 

1% 

3% 

6% 

2% 

3% 

3% 

2% 

2% 

22% 

43% 

23% 

20% 

10% 

10% 

11% 

3% 

5% 

5% 

3% 

2% 

5% 

2% 

2% 

17% 

49% 

Look up information on health symptoms

Research a health topic

Visit health insurer's website

Visit hospital's website

Look up information on a particular doctor

Text question to doctor

Make an online donation to a charity

Schedule a doctor's appointment

Schedule a test or procedure

Check lab results

Watch health-related videos or animation

Look at your electronic medical records

Check how busy an ER is

Have a smart phone but have not used it

Do not have a smart phone

Current health-related smart phone uses 

NY Area

National

Page 17 Q14:  Have you used a smart phone or any phone that can access the internet to go online and do any of the following…? 
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TAG READER 
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2% 

21% 

77% 

23% 

40% 

37% 

18% 

44% 

38% 

Yes, and
downloaded

Yes, but not
downloaded

Not aware of
this 'App'

Tag Reader awareness and use 

2010

2011

NY Area

Page 19 Q15: Are you aware of this ‘App’ and, if so, have you downloaded and used this ‘App’? 
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ELECTRONIC MEDICAL RECORDS 
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Page 21 

Q16: How interested would you be in having online access to your own personal health record called an Electronic Medical Record to track 
your own health through a secure website that only you and your doctor and hospital can access? 
Q17: Which of the following features, if any, would you definitely be very interested in accessing through your electronic medical record? 
Q18: Overall, how secure do you feel your health information is from being stolen whether from an online hacker or from a personal stealing 
actual files? 

47% 

35% 

14% 

2% 

2% 

48% 

35% 

13% 

1% 

3% 

Very interested

Somewhat interested

Not interested

Not sure what this is

Already have access to my
electronic medical record

Interest in having online access to your 
electronic medical record 

2010

2011

94% 

85% 

83% 

80% 

74% 

68% 

66% 

65% 

47% 

39% 

Receipt of test results

View health information

Review info after seeing doctor

Renew prescriptions

Manage appointments online

Look up info on medical condition

Review preventive health
screenings

Message physician

Track and graph information

Request an eVisit

Very interested in accessing via electronic 
medical record 

4% 

62% 

19% 
5% 9% 3% 

57% 

25% 
5% 10% 

Completely secure Secure from most Not very secure Completely vulnerable Not sure

How secure is your healthcare information? 

National NY Area

51% NY Area 

1% NY Area 

NY Area 
92% 

86% 

90% 

85% 

69% 

63% 

65% 

62% 

42% 

34% 
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COMMUNICATON METHODS 
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84% 

2% 

2% 

1% 

0% 

5% 

0% 

14% 

69% 

14% 

79% 

2% 

1% 

0% 

1% 

4% 

0% 

12% 

68% 

12% 

Phone call

Texting

Using a smart phone online

Using an 'App' on a smart phone

Mobile messaging

Going to a website

Using online social media

Through the mail

In person

email

Which methods do you use to communicate with your PCP 

NY Area

National

Page 23 Q19:  Which of the following communication methods have you used to communicate with your primary care physician? 
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56% 

0% 

2% 

1% 

1% 

12% 

0% 

18% 

44% 

6% 

54% 

1% 

1% 

1% 

1% 

11% 

0% 

14% 

40% 

6% 

Phone call

Texting

Using a smart phone online

Using an 'App' on a smart phone

Mobile messaging

Going to a website

Using online social media

Through the mail

In person

email

Which methods do you use to communicate with your hospital? 

NY Area

National

Page 24 Q19:  Which of the following communication methods have you used to communicate with your hospital? 
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80% 

1% 

4% 

1% 

1% 

45% 

0% 

30% 

12% 

34% 

81% 

0% 

1% 

0% 

0% 

32% 

0% 

28% 

10% 

26% 

Phone call

Texting

Using a smart phone online

Using an 'App' on a smart phone

Mobile messaging

Going to a website

Using online social media

Through the mail

In person

email

Which methods do you use to communicate with your health insurance company? 

NY Area

National

Page 25 Q19:  Which of the following communication methods have you used to communicate with your health insurance company? 
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WEBSITES VISITED 
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36% 

19% 

13% 

13% 

5% 

3% 

3% 

2% 

2% 

1% 

30% 

38% 

9% 

6% 

2% 

8% 

0% 

0% 

0% 

5% 

Had to go to the hospital/doctor and needed
some information

Wanted to get info about a particular doctor or
specialty

Had a question and started my search at
website

Wanted to pay my medical bill

Got a mailer or offer to go to website

Somewhat directed me to the hospital's
website for more info

Saw/read an adv for the hospital and wanted
more info

Read a newletter by the hospital and wanted
more info

Get test results

Found through a search engine

What got you to go to that website? 

National
NY Area

Page 27 
Q20/21: Have you been to a hospital/health plan website in the past year? 
Q20a/21a:  What got you to go to that hospital’s/health plan’s website? 

 
2010     2011    NY Area 

Hospital website – 33%       27%           33% 
Health plan website – 54%       54%           69% 
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CANCER AND PEDIATRIC HOSPITAL 
NATIONAL REPUTATION 

Page 28 
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9% 

8% 

12% 

69% 

5% 

5% 

4% 

2% 

16% 

6% 

3% 

16% 

16% 

13% 

10% 

8% 

8% 

6% 

5% 

3% 

1% 

1% 

0% 

38% 

Mayo Clinic

Johns Hopkins

Cancer Treatment Ctrs of America

Memorial Sloan-Kettering

MD Anderson Cancer Center

St. Jude's

Cleveland Clinic

Duke University Hospital

New York Presbyterian

Dana-Farber Cancer Institute

HUMC

None come to mind

Hospitals that have a national reputation for treating CANCER 

NY Area
National

Page 29 Q22: Which hospitals around the country, if any, are well known for and have a national reputation for treating CANCER? 
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35% 

4% 

3% 

6% 

0% 

9% 

9% 

3% 

32% 

31% 

7% 

3% 

2% 

2% 

1% 

1% 

0% 

27% 

St. Jude's

Shriner's

Boston Children's

CHOP

UofM - Mott Children's

LIJ

New York Presbyterian

Memorial Sloan-Kettering

None come to mind

Hospitals that have a national reputation for treating CHILDREN 

NY Area
National

Page 30 Q23: Which hospitals around the country, if any, are well known for and have a national reputation for treating CHILDREN? 
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INTEREST IN NEW INFORMATION 
SOURCES 

Page 31 
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58% 
48% 

31% 
23% 

19% 
14% 

11% 
8% 
8% 
8% 

7% 
7% 

6% 
5% 
5% 

3% 
2% 
2% 
2% 

1% 
1% 
1% 

0% 
0% 
0% 

WebMD
Google

Friend/Family
Books, magazines, newspapers

Health plan website
Called health plan directly

Health plan newsletter
Hospital newsletter

Newsletter at doctor's office
TV or radio programs

Hospital website
Called hospital directly

Online support group
A health resources center or library

Consumer's Report
You Tube

CMS Hospital Compare website
Blog or microblog

Mayo Clinic website
Centers for Disease Control

Social media
HealthGrades website

National Institutes of Health
Independent hospital or physician quality ratings organization

Pobcast or Webcast

Sources of health-related information sought in past year 

Page 32 Q24: Besides your physician, which of the following have you sought health-related information from in the past year? 

Green = old school 
Blue = new school 

= significantly higher in the NY Area 
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50% 

44% 

33% 

30% 

25% 

24% 

21% 

21% 

13% 

11% 

11% 

9% 

8% 

7% 

6% 

6% 

6% 

5% 

5% 

5% 

4% 

3% 

1% 

18% 

46% 

43% 

23% 

21% 

19% 

22% 

14% 

15% 

16% 

8% 

7% 

6% 

6% 

7% 

6% 

3% 

4% 

7% 

4% 

4% 

3% 

6% 

0% 

18% 

Learned about a specific medical condition
Researched symptoms experiencing

Researched medical procedures
Directions to hospital/facility

Refilled a prescription
Info to find a new doctor

Researched/compared treatment options
Disease wellness information

Checked on a patient bill/paid bill
Scheduled an appointment

Instructions on how to prep for a test/exam/surgery
Disease management programs

Subscribed to an e-health newsletter
Checked lab or test results

Asked a doctor/nurse for medical advice
Chose a hospital

Pre-registration for procedures or admissions
Price shopped costs of a test/procedure/visit

Web nursery/birth announcements
Had an email consultation with my doctor

Registration for health/wellness classes
Compared services offered at different hospitals

Checked ER wait times
Have NOT searched any health-related info on the Internet

Which health related information have you sought on the Internet? 

2010
2011

Page 33 Q25: Which of the following information, if any, have you sought on the Internet? 

= significantly higher in the NY Area 
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16% 

11% 

10% 

8% 

5% 

4% 

3% 

3% 

2% 

1% 

1% 

0% 

64% 

11% 

10% 

6% 

7% 

4% 

2% 

3% 

1% 

2% 

1% 

0% 

17% 

14% 

11% 

9% 

5% 

1% 

0% 

52% 

Completed an online health assessment

Watched a video online on a healthcare topic or medical…

Viewed online animation of a medical procedure/surgery

Accessed online personal health record to track own health information

Visited an independent healthcare rating organization's website

Watched a live healthcare webcast

Visited an online social network to learn more about a healthcare topic

Listened to a Podcast on a healthcare topic

Followed/Participated in a healthcare dialogue on someone's BLOG

Participated in an online patient support group

Participated in an online chat with a healthcare provider

Followed/Participated in a healthcare dialogue on Twitter

Visited health insurer's website for health-related info

Downloaded healthcare-related articles

Visited a hospital's website for health-related info

Used cell phone  to search healthcare-related info

Viewed hospital's health and wellness class schedule

Followed a hospital's BLOG or Twitter activity

Followed a hospital's Facebook page

None of these

Recent participation in online health-related activities 

2010
2011

Page 34 Q26: Next, which of the following online health-related activities have you participated in over the past few years? 

= significantly higher or lower in the NY Area 
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Page 35 

Q27: If you could be sent regular reminders for when specific preventive care appointments are due, which ONE of the following methods 
would you most prefer to receive these reminders from? 

5% 
2% 1% 

11% 13% 

20% 

49% 

4% 
1% 1% 

16% 
12% 

23% 

42% 

3% 2% 3% 
8% 9% 

31% 

45% 

Don't prefer getting
reminders for these

types of
appointments

Phone 'App' for
reminders

Secure message on a
health organization's

website

Text message to cell
phone

Direct mailPhone callemail

Preferred method to receive preventive care appointment reminders 

NY Area 2011 2010
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48% 

23% 

9% 

3% 

1% 

0% 

11% 

4% 

52% 

28% 

8% 

1% 

1% 

0% 

8% 

3% 

45% 

20% 

6% 

1% 

2% 

0% 

5% 

2% 

Email

In print

Online

Smart phone

Ipad/Tablet

Mail

No preference

Not sure

What format would you prefer receiving a newsletter from…? 

Hospital

Insurance Co.

Employer

Page 36 

Q28a: If you could receive a hospital newsletter in any of the following formats, which format would be your most preferred way to receive 
this newsletter? 
Q28b: If you could receive a newsletter from your health insurance company in any of the following formats, which format would be your 
most preferred way to receive this newsletter? 
Q28c: If you could receive a newsletter from your employer in any of the following formats, which format would be your most preferred way 
to receive this newsletter? 

Especially younger 

Especially chronic 

(19% said ‘not employed outside home’) 

No significant 
differences in the 

NY area. 
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49% 

45% 

29% 

39% 

26% 

28% 

14% 

14% 

14% 

9% 

1% 

20% 

42% 

46% 

34% 

34% 

23% 

20% 

17% 

14% 

8% 

9% 

2% 

23% 

Articles on health and wellness

Preventive health information

Answers related to a specific health concern for you/family/friend

Lifestyle advice for everyday use

Healthcare reform and how it will impact you and family

Clinical information about specific health conditions

Healthcare articles and information personalized to your own health status

Healthcare articles and information personalized to the health status of
someone you care for

How to prepare for Medicare

Support and advice for managing health-related costs

Accountable Care Organizations

Have not read about any of these topics

Which healthcare topics have you recently read something about? 

NY Area
National

Page 37 Q29:  Which of the following healthcare topics have you recently read something about? 
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CHOOSING A HOSPITAL 

Page 38 
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Information source credibility – for choosing a hospital 

54 

53 

26 

26 

24 

19 

17 

16 

15 

11 

10 

9 

7 

7 

6 

4 

3 

3 

2 

37 

35 

3 

3 

3 

9 

4 

3 

2 

2 

5 

2 

1 

1 

1 

1 

4 

0 

0 

70 60 50 40 30 20 10 0 10 20 30 40 50 60 70

Physician

Family/Friends

WebMD

Patient satisfaction measures

Consumer Reports

Health insurer website

Hospital's website

US News & Report

HealthGrades

CMS website

Employer

Hospital publications

Joint Commission

Online patient support group

Thomson Reuters 100 Top Hospitals Award

American Nurses' Association Magnet Status

Hospital advertising

BLOGs about hospitals

Social media

Credible Used

Page 39 
Q30: Next, if you had to be hospitalized and you wanted to gather information about which hospital you should choose, which of the 
following sources of information are most credible to you (whether you have used them or not) and which ones have you actually used?  

Average credibility = 16% Average used = 6% 

New for 2011: 
Using online search engine 
Credible = 18% / Used = 3% 

= significantly higher in the NY Area 

8% in NY Area 
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PRICE SHOPPING 
Transparency 

Page 40 



Klein
x2

® Rx
%

p(q)

™

H

Klein
x2

® Rx
%

p(q)

™

H

research for your brand’s health 

Are people giving up on price shopping already? 

Page 41 

Q31: Within the past year, did you or did a member of your immediate household contact any healthcare organization, hospitals, or physician 
offices to ask about the price for a specific visit, test, treatment, or surgery?  IF YES… 
Q32:  How did you check on pricing? 
Q33: What type of health service did you ask about pricing for? 
Q34: Did you end up choosing the least expensive provider? 

24% 

31% 

31% 

15% 

27% 

10% 

6% 

10% 

4% 

0% 

19% 

35% 

27% 

35% 

20% 

21% 

14% 

9% 

12% 

9% 

4% 

8% 

46% 

43% 

29% 

25% 

32% 

12% 

8% 

10% 

11% 

3% 

4% 

48% 

40% 

33% 

21% 

18% 

16% 

10% 

9% 

5% 

4% 

3% 

Dental services

Lab services

Physician services

Outpatient surgery

Radiology

ER/Urgent care

GI procedure

Physical therapy

Inpatient surgery

Cardiac procedure

Other

Health service price shopped 

2011

2010

2009

2008

4th Qtr 
2008 

4th Qtr 
2009 

4th Qtr 
2010 

4th Qtr 
2011 

Households that have contacted a 
healthcare organization to ask the 
price for a specific visit, test, 
treatment, or surgery 

33% 32% 32% 22% 

Chose the least expensive provider 
for one of these healthcare cases 36% 41% 31% 31% 

% of the total patient market  12% 13% 10% 7% 

Went online 
5% 

Stopped in and 
spoke to 
someone 

18% 

Called 
71% emailed 

1% 

Not sure 
5% 

How did you check on pricing? 

NY Area 
Called = 76% 

27% in NY Area 

19% in NY Area 

5% in NY Area 
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QUALITY PERCEPTIONS 

Page 42 
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31% 
31% 

29% 
28% 

24% 
23% 

22% 
19% 

15% 
14% 
14% 

13% 
13% 
13% 
13% 

12% 
11% 
11% 
11% 

10% 
10% 
10% 

9% 
8% 

6% 
6% 
6% 

5% 
5% 

4% 
4% 
4% 

3% 
3% 
3% 
3% 
3% 

2% 
2% 

1% 

Physicians have reputation of being experts in field
Hospital is very clean

Few medical errors
Treats patients with compassion

Strict rules for patient safety
Good past experience

Board certified doctors
Specialists

Strong patient communication
Physicians collaborating on patient's care

Physician speaks highly of quality
Family/friend speaks highly of quality

Done a large number of particular surgeries
Affordability

Private rooms
Low mortality rate

High patient satisfaction scores
Patient success stories

Easy for family to visit patient
Innovative treatments

Low complication rates
Higher nurse to patient ratio

Strong clinical quality guidelines
Quick response to patient call button

Excellent scores on government website
Easy to schedule appointments

Physicians send their family to hospital
Known as a good place to work

Focus on pain management
Compliant with CMS and JCAHO

Comfortable public spaces
Strong patient education programs

Leading clinical outcomes data
Easy to find your way in hospital

Physicians train new doctors
Physicians conduct medical research

Won quality awards
Convenient parking

Shares pricing for services
Publishes its own quality data

What defines hospital quality to you? 

Page 43 
Q35:  As you think of hospital quality and how you define it, which of the following would you include in your definition of hospital quality?  
While any and all of these things could be important, which ones truly define quality to you? 

MRSA is becoming the 
new word for ‘quality’ 

(or lack of). 
 

Patient in a recent focus 
group: ‘MRSA is what 

the hospital gives you.’ 

= significantly higher or lower in the NY Area 
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31% 

16% 

11% 

8% 

8% 

4% 

3% 

2% 

2% 

0% 

0% 

2% 

13% 

Independent hospital rating organization

CMS website called Hospital Compare

Hospital's website

Speak to someone in person at the hospital

Email

Booklet/pamphlet

Call the hospital

Newsletter

My doctor

Seminar offered by the hospital

Friends/family recommendation

Don't want to learn about hospital quality

Not sure

Most preferred method in receiving hospital quality information 

Page 44 
Q36:  If you wanted to learn more about a hospital’s quality, which one of the following methods would you most prefer to receive quality 
information from? 

Only method significantly higher in NY area (15%) 
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ADVERTISING 
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39% 

16% 

11% 

7% 

2% 

2% 

2% 

1% 

1% 

22% 

28% 

12% 

6% 

6% 

4% 

2% 

3% 

2% 

0% 

37% 

Patient testimonials talking directly to audience

Physicians talking to audience about hospital's patient care

Real patient stories without patient directly talking

Discussion of the hospital's quality awards

Well known spokesperson talking about the hospital

Physicians talking among themselves

Using non-healthcare images or analogies to emphasize
positive hospital characteristics

Announcer talking about the hospital

CEO talking about the hospital

None of these

What hospital TV ad themes would cause you to pay the most attention? 

2011

2009

Page 46 
Q37:  All TV ads try to convey their message using a variety of themes or story-telling methods.  If you saw a TV ad for a local hospital, which 
of the following themes would cause you to pay the most attention? 

Especially women 

New Yorkers 
appreciate the 

same types of ads. 
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Page 47 Q38: How much do you trust advertising from the following organizations? 

46% 

33% 

16% 

9% 
6% 

41% 

33% 

20% 
16% 18% 

32% 

25% 

19% 

10% 
13% 

Pharmacies Hospitals DMEs Rx Co's Health Insurers

Completely/mostly trust advertising for… 

2009 2011 NY Area
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TV and commercials 

Page 48 

In 2011 (46%) of all 
households reportedly have 

TIVO or some other recording 
device and  (64%) of these 
households reportedly skip 
past TV commercials every 

time or often.  These figures 
were 49% and 66% in 2009. 

Folks in the NY area are 
significantly more likely to 

have a TV recording 
device (59%).  But their 

commercial skipping 
habits mirror the US. 

Q39: Do you have TIVO or some other TV recording device that allows you to control how you watch TV? 
Q39a: [IF YES] How often do you skip past TV commercials? 

15% 

17% 

12% 

5% 

51% 

9% 

20% 

12% 

5% 

54% 

Skip every time

Skip often

Skip sometimes

Skip seldom/never

No "Tivo"

How often do you skip past TV commercials? 

2009

2011
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Hospital advertising quality over time: improving? 

Page 49 
Q40: In general, when you think about hospital advertising you see or read in your area, do you think hospital advertising has gotten better 
or worse over the past several years in terms of the quality and usefulness of the messages provided? 

Has hospital advertising 
gotten better or worse? 

Your Ad Here 

40% 

25% 

10% 

25% 

50% 

22% 

8% 

20% 

45% 

29% 

13% 

13% 

Hasn't really changed

Gotten better

Gotten worse

Not sure
2009

2011

NY Area
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30% 

23% 

19% 

13% 

13% 

9% 

8% 

8% 

8% 

5% 

50% 

53% 

53% 

59% 

54% 

50% 

57% 

43% 

49% 

34% 

20% 

24% 

28% 

28% 

33% 

41% 

35% 

49% 

43% 

61% 

Hospital website

Hospital newsletter/magazine

Direct mail

TV commercials

Newspaper

Online ads

Magazines

Billboards

Radio commercials

Facebook page for hospital

How useful are each of the following 
advertising mediums? 

Very useful Somewhat useful Not useful

Q41: When you think of area hospital advertising that you may have seen or read over the past year, how useful to you are the following 
forms of hospital advertising in terms of you learning what a hospital has to offer?  And which, if any, do you prefer most? 

Prefer 
most 
 
19% 

18% 

15% 

16% 

5% 

4% 

2% 

3% 

2% 

0% 

16% None 

This is why 
we need a 

“campaign” 
not an 
“ad.” 
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Do people prefer a more rational or emotional advertising appeal? 

Page 51 

 
 

Q42:  When you see or hear a hospital advertisement, whether on TV, radio, in a print, or wherever, what type of appeal resonates 
best with you? 

1                 2                 3                 4                 5                 6                 7                 8                 9                 10                 11 

Very 
emotional 

appeal 

Very 
rational 
appeal 

Nat’l Mean = 5.2 

Younger folks and 
those without a 

college education 
prefer a more 

emotional appeal. 

Those with a chronic 
medical condition 

prefer a more 
rational appeal. 

But an emotional 
bond to customers 
creates a stronger 

brand (is it only 
experiential?) 

NY Mean = 5.1 
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HEALTH INSURANCE 
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56% 

7% 

16% 

7% 

3% 

1% 

8% 

59% 

4% 

17% 

4% 

3% 

1% 

8% 

68% 

8% 

11% 

4% 

3% 

1% 

6% 

Group plan

Individual coverage

Medicare with a
suppliment

Medicare only

Medicaid

VA/CHAMPUS

None

Health insurance type 

2010

2011

NY Area

Page 53 
Q43: What type of health insurance, if any, do you have? 
Q44:  How much, if at all, has your monthly premium gone up in the past year? 

Has not gone up – 31%...28%...34% 
Not sure – 31%...30%...26% 

Av
er

ag
e 

pr
em

iu
m

 in
cr

ea
se

 =
 1

9%
 

N
Y 

av
er

ag
e 

in
cr

ea
se

 =
 1

7%
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20% 23% 
17% 

0%

25%

50%

75%

100%

1st Qtr 2009 4th Qtr 2009 4th Qtr 2011

Had recent financial hardship due to medical bills 

Page 54 Q45: Have you experienced a significant financial hardship in the past year due to medical bills? 

15% in the NY area 
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71% 

40% 

38% 

26% 

14% 

11% 

8% 

7% 

5% 

3% 

2% 

2% 

2% 

1% 

Dental

Doctor visits

Screening/tests

Labs

GI procedure

Physical or occupational therapy

Outpatient surgery

Lasik eye surgery

Emergency/urgent care

Plastic/cosmetic surgery

Orthopedic surgery

Weight reduction surgery

Inpatient surgery

Cardiac procedure

What healthcare services have you delayed this 
past year due to costs? 

Page 55 

Q46:  In the past year have you had to delay or avoid seeking any healthcare services because you couldn’t afford the cost due to a change in 
your employment and/or health benefits? 
Q47:  What healthcare services have you delayed? 

A quarter (26%) of 
Americans and one in five 
New Yorkers (21%) have 
delayed or avoided care 

due inability to pay. 

No differences 
among New Yorkers 
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APPENDIX 
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Demographic profile 
National 

(A) 
NY Area 

(B) 

Female 60% 61% 

Ethnicity 
Caucasian 

African American 
Hispanic 

Asian 

 
62% 
16B 

13B 

5 

 
80%A 

7 
7 
5 

Median age 47 51A 

Median household income $48,700 $76,700A 

College education 33% 60%A 

Chronic medical condition 42% 43% 

Page 57 
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Example Sample Sizes 

At the 95% 
Confidence 

Level 

At the 90% 
Confidence 

Level 

 

30 

50 

75 

100 

150 

200 

250 

300 

400 

500 

600 

700 

800 

900 

1,000 

1,500 

+/- 

17.9% 

13.9% 

11.5% 

9.8% 

8.0% 

6.9% 

6.2% 

5.7% 

4.9% 

4.4% 

4.0% 

3.7% 

3.5% 

3.3% 

3.1% 

2.5% 

+/- 

15.1% 

11.7% 

9.5% 

8.3% 

6.7% 

5.8% 

5.2% 

4.8% 

4.1% 

3.7% 

3.4% 

3.1% 

2.9% 

2.7% 

2.6% 

2.1% 

Z Value 1.96 1.65 

Sample Error by Different Sample Sizes and Confidence Levels 
(CL) for a Sample Statistic of 50%  

Page 58 

d = +/- Z  P(1-P) 
     n 

d = sample error 
Z = Confidence level and the corresponding 

“Z” value or standard deviation is 1.96 for 
95% CL and 1.65 for 90% CL 

P = sample statistic (i.e., 50% in our example) 
n = sample size 

You can find your own sample error 
for any sample size and sample 

statistic using this formula... 

n =  Z2 x P(1-P) 
            d2 

Or solve for the sample size... 

National sample 

NY area oversample 
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Additional information 

If you would like additional information regarding this study, please contact: 
 

Rob Klein 
President 

Klein & Partners, Inc. 
14613 Morningside Rd. 
Orland Park, IL  60462 

[630] 455-1773 
rob@kleinandpartners.com 
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