Medicare Advantage and Prescription Drug Plan
(MA & PDP) CAHPS® Survey

2024 Prescription Drug Plan Survey CATI Script

<INTRO1-OUT IS FOR OUTBOUND CALLS. THE PURPOSE OF THE INTRO1-OUT SCREEN
IS TO PROTECT THE PRIVACY OF THE SAMPLED MEMBER. THE INTERVIEWER DOES
NOT PROVIDE DETAILS ABOUT THE SURVEY UNTIL HE IS SPEAKING WITH THE
SAMPLED RESPONDENT. AT NO POINT DOES THE INTERVIEWER MENTION WHAT
PRESCRIPTION DRUG PLAN THE SAMPLED RESPONDENT IS A MEMBER OF TO ANYONE
OTHER THAN THE SAMPLED MEMBER. IN ADDITION, NO MESSAGES ARE TO BE LEFT
ON AN ANSWERING MACHINE OR VOICE MAIL.>

[INTRO1-OUT]
R4F » SERFFL AT LB [SAMPLED ENROLLEE'S NAME] S53EIE ?

1YES > [GO TO INTRO 2-OUT]
2 NO, NOT AVAILABLE RIGHT NOW 3 [SET CALLBACK]
3 NO [REFUSAL] 2 [GO TO TERMINATE SCREEN]

<MENTALLY/PHYSICALLY INCAPABLE 3 [GO TO INTRO3]

IF IT BECOMES CLEAR THAT THE ENROLLEE CANNOT COMPLETE THE
TELEPHONE INTERVIEW HIMSELF/HERSELF (FOR EXAMPLE, IF HE/SHE IS
HARD OF HEARING, HAS A SPEECH IMPEDIMENT, OR IS TOO ILL OR FRAIL
TO DO THE INTERVIEW), OR REQUIRES ASSISTANCE IN COMPLETING
THE INTERVIEW, ONLY THE ENROLLEE CAN GIVE PERMISSION FOR A
PROXY TO COMPLETE THE SURVEY.

[GO TO INTRO3]>

<IF ASKED WHO IS CALLING:>

<IF NOT SPEAKING TO THE RESPONDENT>
FOU [INTERVIEWER NAME] » Z#¢ [SURVEY VENDOR NAME] 77k

iy - FAEEL [ENROLLEE'S NAME] sk —TAA B B AR S AU AH & -
<IF SPEAKING TO THE RESPONDENT [GO TO INTRO2-OUT]>

<INTRO1-IN IS FOR INBOUND CALLS. AS WITH INTRO1-OUT, THE PURPOSE OF THE
INTRO1-IN SCREEN IS TO PROTECT THE PRIVACY OF THE SAMPLED MEMBER. THE
INTERVIEWER DOES NOT PROVIDE DETAILS ABOUT THE SURVEY UNTIL HE IS
SPEAKING WITH THE SAMPLED RESPONDENT. AT NO POINT DOES THE INTERVIEWER
MENTION WHAT PRESCRIPTION DRUG PLAN THE SAMPLED RESPONDENT IS A MEMBER
OF TO ANYONE OTHER THAN THE SAMPLED MEMBER.>



[INTRO1-IN]

R4F > S5 AEA] [SAMPLED ENROLLEE’S NAME] 32EnE 2

1 YES 2 [GO TO INTRO 2-IN]
2 NO, NOT AVAILABLE RIGHT NOW = [SET CALLBACK]
3 NO [REFUSAL] > [GO TO TERMINATE SCREEN]

[INTRO2-OUT]

[INTROZ2-IN]

fr4F > FKI [INTERVIEWER NAME] > Z{{7 [PD PLAN NAME] FlfF%E ¢ iz
K& NSRBI 10 > BER RS IR A R IR 2 AR R R RISV A - K
R FIEH CMS (ER2BiF B Rt Orba X 2N T IR 7 &5t SR AL B h s
BRI -

Bt EEEEETEN 3 0 RAEE R KR EEYETE PR aREE
= o AESEKEE ) [PD PLAN NAME] R Bt BB (= T Mg AR -
i BB R K H R o IR G AT 7T TH a2 R B R AR S Sl L B IR R b
FTEA] - SR REUFERF 10 [OR VENDOR SPECIFY] y##5ek « Ry slE B s
Hiy » S E st nge e sis%% - <NOTE: THE NUMBER OF MINUTES WILL
DEPEND ON WHETHER SUPPLEMENTAL QUESTIONS ARE INTEGRATED
WITH MA & PDP CAHPS SURVEY SPECIFIC QUESTIONS.>

frar > FKIY [INTERVIEWER NAME] - {3 [PD PLAN NAME] A s Orba ke 25
e BNARES Tl - BERIRSII— TR B IRATEE 2V B KR R A - IREY#
FIEH CMS fEREZIf A R ORI LS T IR s 5 B9t 8RN\ L R TP B Eh s
e o

ot —EEEMEETEIN—3 7 > B ARSI MR T EEY TSIl aRnE
& o g ash At e & B [PD PLAN NAME] &5t FB i Orba i B T AL r A%

o IE MBI RE K BFERY > IR G AE (] 7 TH 2 R B B IR S B F B R (R
by ER] o BT RREIFERS 10 [OR VENDOR SPECIFY] 58 » R 8 Bl
HAY » S EsE o] g b B i2eai$% 3% - <NOTE: THE NUMBER OF MINUTES WILL
DEPEND ON WHETHER SUPPLEMENTAL QUESTIONS ARE INTEGRATED
WITH MA & PDP CAHPS SURVEY SPECIFIC QUESTIONS.>



<AFTER INTRO2-OUT and INTRO2-IN

[GO TO Q1] OR
(READ OPTIONAL QUESTION) OR

IF SPEAKING TO THE ENROLLEE AND IT APPEARS THE ENROLLEE
MAY NEED HELP [GO TO INTROS3 — Request for Proxy]>

(OPTIONAL QUESTION)
AR SRS A ] R TR IR R R 2

1 A > <REFER TO FAQs>

2 4A  »[GOTOQI]

3 NO, DOESN'T WANT TO PARTICIPATE [REFUSAL]
3 [GO TO TERMINATE SCREEN]

[INTROS3 - Request for Proxy]
IR EE B ROE ERETI » SCEIRESIRE O REEROERM - IRA] DI —{r
X RE R B BT AR B IR SR #EZ80/ « B AMHBIIRAER - T B RE M R
R[] & B A B AY [ &2 - <THE INTERVIEWER MUST OBTAIN THE

ENROLLEE’'S PERMISSION TO HAVE A PROXY RESPONDENT ASSIST
HIM/HER IN THE CATI INTERVIEW. IF THE INTERVIEWER IS UNABLE TO
SPEAK TO THE ENROLLEE DIRECTLY IN ORDER TO OBTAIN PERMISSION
AND IDENTIFY A PROXY RESPONDENT, DO NOT PROCEED WITH THE
INTERVIEW.> [GO TO INTRO3 Q1]

[INTRO3 Q1]
A AT DIEBMREEZ AR o S rEE e ?
1 5 5[GO TO INTRO3 Q2]
2 8K ><THANK THE RESPONDENT AND TERMINATE THE
INTERVIEW>

[INTRO3 Q2]
WA DS EIIRI oaf - B MR IR B 2
1 wlL 3[GO TO INTRO3 Q3] OR [GO TO PROXY_INTRO 1]
2 FufBl  »<THANK THE RESPONDENT AND TERMINATE THE
INTERVIEW>

[INTRO3 Q3]
FE RS 7 (FEL AR 2
1 Fy(E >[GO TO PROXY_INTRO 1]
2 K75 3<COLLECT NAME AND TELEPHONE NUMBER OF
PROXY AND SET A CALLBACK, OR IF NO PROXY EXISTS, [GO
TO Q_END]. IF ENROLLEE RESIDES IN AN INSTITUTION CODE
AS INSTITUTIONALIZED; OTHERWISE CODE AS
MENTALLY/PHYSICALLY INCAPABLE>

3



[PROXY_INTRO 1]
147 - FRIU[INTERVIEWER NAME] - Zt# [PD PLAN NAME] A1 B (Rl K 25N
BB 0 - AR A R B R R i B R AP B K IR - [SAMPLED
MEMBER NAME] 2 HiaZ iR 7% O e 20 T e 77 88at & - B e frbm iy B
HpE R kR - [SAMPLED MEMBER NAME] 7R s F iR Al fEEEH & -

[SAMPLED MEMBER NAME] 2/IIi5CGHE » 258 % H BN G 2 Rk
PESATARI L AT B2 A » SHRTREAKIRERE 10 [OR VENDOR SPECIFY] M i#5ER » Fy
EIHEENGEHT > SRR TSGR - <NOTE: THE NUMBER OF
MINUTES WILL DEPEND ON WHETHER SUPPLEMENTAL QUESTIONS ARE
INTEGRATED WITH MA & PDP CAHPS SURVEY SPECIFIC QUESTIONS.>

[PROXY_INTRO 2]

EraETRAMER - SRR bR - mATA AR S DA 2o K
e TEEV B ER(E B2 - SHERRIVE N - A EFEIRE CHIEEREER -

INTERVIEWER: 2 [GO TO Q1]



CALL BACK TO RESUME A SURVEY

RESUME1

RESUME2

MONITOR

R4y > sEfEEE] LT [ENROLLEE NAME] BEEENE 2

G e 22) PRI FR R TRl e 25 N B R B ke %5 Lo T BB 55 2 [ENROLLEE NAME]
RGERE— A

1 YES [GO TO RESUMEZ]
2 NO, CALL BACK [SET CALLBACK]
3 REFUSAL [GO TO TERMINATE SCREEN]

IRhf, FAl [INTERVIEWER NAME], {43 [PD PLAN NAME] FrilffiFB B (e K 45 M
BEREAH BN IR DB RAEE RS, TR MERRE 2 N2 /EA[ENROLLEE NAME]#RE ?

AT E A A AEGHIR TR — A BIR AT 232 RO B M IR B IR E., [RESUME
SURVEY WHERE PREVIOUSLY LEFT OFF].

I

TEFAMBRARTT, FRFFEIEEIHIR, HEIEEUGERR, SR TR Rk,

.

<START INTERVIEW>



Q1

Q2

FMHIECERBR > (R 2023 SEAVPE JT V) T Y I FR Rt Prba s J7 22 vat 31
[PD PLAN NAME&{#

5 2
(READ RESPONSE OPTIONS ONLY IF NECESSARY)
1 ¥ [GO TO Q3]
2 R [GO TO Q2]

98  <DON'T KNOW> [GO TO Q2]
99 <<REFUSED>> [GO TO Q2]
M [MISSING]

RAE 2023 SR Y iﬁ‘%‘ﬁﬂ%w@ JTEEDE T BRI T ? AN R4 E T EIS 2
HyEEhR - ESC LT ERVER Ny
<ENTER PLAN NAME>

88 [NOT APPLICABLE]
98 <DON'T KNOW>
99 <<REFUSED>>

M [MISSING]

[PROGRAMMING SPECIFICATIONS:

Q3

IF Q2 IS ASSIGNED ANSWER “98 — DON'T KNOW” OR “99 — REFUSED” THE
INTRO TEXT BEFORE Q3 SHOULD READ:

PG LARIRE L 6 (& H 0V 72yt Sl - S5EMEIRAE 2023 kit
W EILUR AR PE B A ~ ARSI h 2 A R AR % ﬂr@*‘*fﬁbf‘nﬁaﬁ

FOR ALL OTHERS, INTRO TEXT BEFORE Q3 SHOULD READ:

IR —EH Fé%ﬁ“}j% 6 (EHMNE T EYIETE] > DURIRfEE T ~ EahstiH
sl 1252 B R AR G5 Y T

A 6 [MHN > BARZAT ~ 85 IRAY R T8t 8RR N BIRIE -

DARERE VR E S EL T SR EHL T — Bz 75?7

(READ RESPONSE OPTIONS ONLY IF NECESSARY)
1 il

2 BA

98 <DON'T KNOW>
99 <REFUSED>
M [MISSING]



Q4

Q5

Q6

(READ ONLY IF NECESSARY: f£i# 2 6 il H N » BE2AT ~ 4855 BURAY I /7457
sTEIEA NBLTEE )

. DIMETE fREMRIETERIZEE?

(READ RESPONSE OPTIONS ONLY IF NECESSARY)
1 =]
2 2

98 <DON'T KNOW>
99 <REFUSED>
M [MISSING]

% 6 HRAN » IR RER 2 1S IR e A 5l AR J785Y) © IRt
1 ARG H

2 B

3 T

4 mR®

5 ek 6 MAW » FOLHBEINR 7Y aT 8 eS8 25

98 <DON'T KNOW>
99 <REFUSED>
M [MISSING]

A 6 [HAN > (VAL H BB IRTIE T 8eys T SE E IS F US55 7
(READ RESPONSE OPTIONS ONLY IF NECESSARY)

1 H

2 ez [GO TO Q7]
98 <DON'T KNOW> [GO TO Q7]
99 <REFUSED> [GO TO Q7]
M [MISSING]

f ?E 6 i H N > IRSELE RER Z B RV )7 S8 T &I & 1 e S USSR T 550 2 (IR g

BT
=3

I

—

A L=
A
W 0 3
FR

A OWOWDN

88 [NOT APPLICABLE]
98 <DON'T KNOW>
99 <REFUSED>

M [MISSING]



Q7

Q8

Q9

fEEE 6 (HHN - IR A BB IRE I )T 55T 3 LR R 5 VTS 24597) 2

(READ RESPONSE OPTIONS ONLY IF NECESSARY)
1 H
2 g [GO TO Q9]

98  <DON'TKNOW> [GO TO Q9]
99  <REFUSED> [GO TO Q9]
M [MISSING]

fEiEE 6 (HHW (R RE A BB B IRE e 5 28t 8] DABE T A HUS e 5 4

Y7 AR
1 s
2 FEiss
3 N
4 X

88 [NOT APPLICABLE]
98 <DON'T KNOW>
99 <REFUSED>

M [MISSING]

a0 2 10 B —(#E > LL O Sy = ke et ®] > 10 RyfdrHuba /54

o P {8 AR (R R T S s 1 3 2
(READ RESPONSE OPTIONS ONLY IF NECESSARY)

0 - =M )T &85t
1
2
3
4
5
6
7
8
9
1

0 - s iR 7 EEypat &l

98 <DON'T KNOW>
99 <REFUSED>
M [MISSING]

EVatE] - IR



HIRAEE M — LR IR(EARYRTRE -

Q10— RS ERIFE (IR © (TR -
ik

T

4

o K

AL wODN -

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

QM R - IRE BT E IRHV G (e (S R © IREshi e
fixs

FEH AT

45

—f > L

AL wODN -

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q12 fEfER L EERIEE S 7 R

AR

PHEA 5B

F3L

A

L tkaE

B RE 0 2

HAhzE s ? [PROGRAMMING SPECIFICATION: IF Q12 IS ASSIGNED ANSWER “7

— SOME OTHER LANGUAGE” INTERVIEWER MUST ENTER
NAME OF OTHER LANGUAGE ]

NOoO o WON -

98 <DON'T KNOW>
99 <REFUSED>
M [MISSING]



Q13

Q14

Q15

EBRE 6 EAN > IFALAERbHERE MRS ?
(READ RESPONSE OPTIONS ONLY IF NECESSARY)
1 A

2 BA

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

EBRE 6 AN KA AR BRSARERIEE MRS HIERE 7587 ?
(READ RESPONSE OPTIONS ONLY IF NECESSARY)

1 H
2 A
3 A 6 [HHN - AR LA SRR TT5Y)

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

ALAREGETHER - RE FIHLEER ?

LB 2

(READ RESPONSE OPTIONS ONLY IF NECESSARY)
1 A

2  ”/E

98 <DON'T KNOW>
99 <REFUSED>

M [MISSING]

(READ ONLY IF NECESSARY: /¢ F&4 4 &5/ IK > IRA )
O SRR Lo 2

(READ RESPONSE OPTIONS ONLY IF NECESSARY)

1 A

2 gl

98 <DON'T KNOW>
99 <REFUSED>
M [MISSING]
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(READ ONLY IF NECESSARY: /¢ H% 4 &5/ K > IRA--+)
il

(READ RESPONSE OPTIONS ONLY IF NECESSARY)

1 A

2 -gs]

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

(READ ONLY IF NECESSARY: B¢ &4 &3/ IK > IRAE )
. EBIE 0 SEEERRAL ?

(READ RESPONSE OPTIONS ONLY IF NECESSARY)

1 A

2 -gs]

98 <DON'T KNOW>
99 <REFUSED>
M [MISSING]

(READ ONLY IF NECESSARY: /¢ H%4 % &K > IRE--+)

SAHE ~ Eigel COPD (READ THE FOLLOWING ONLY IF NECESSARY) 7R &M [HZEM:
i ?

(READ RESPONSE OPTIONS ONLY IF NECESSARY)

1 A

2 gl

98 <DON'T KNOW>
99 <REFUSED>
M [MISSING]

(READ ONLY IF NECESSARY: /¢ &4 4 &5/ K IRAE--+)
EAT— S0 PR B LU 2

(READ RESPONSE OPTIONS ONLY IF NECESSARY)

1 A

2 gl

98 <DON'T KNOW>

99 <REFUSED>
M [MISSING]
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Q16

Q17

Q18

Q19

Q20

TRAE TS B TEAR 7 T 2 75 Jig 2 PRI 7

(READ RESPONSE OPTIONS ONLY IF NECESSARY)
1 =l

2 B7A

98 <DON'T KNOW>
99 <REFUSED>
M [MISSING]

TREEFAARECITR T H A TR ?

(READ RESPONSE OPTIONS ONLY IF NECESSARY)
1 A

2 #F

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

TREGR RS ~ FEHEIEE T IR T BRI NS - PIaE R AR aEY) 2
(READ RESPONSE OPTIONS ONLY IF NECESSARY)

1 il

2 &’A

98 <DON'T KNOW>
99 <REFUSED>

M [MISSING]

RE eI RSB E AP ? IRgas-
1 8 AN E K

2 oyt - HI %

3 =t ¥EE] GED (Wl A F )

4 HR I REREL 2 FEERAL

5 4 FREBHIE > B

6 8 4 R

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

IR BRSPS 2L T e E AR ?

(READ RESPONSE OPTIONS ONLY IF NECESSARY)
1 B I LT

2 A% JEEBEAEEL T

98 <DON'T KNOW>

99  <REFUSED>
M [MISSING]
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Q21

EPGHH LU TR > 55 ST SR TIRAVRERR - g H Al
LE53 - EEHEESEEEENAR - IR -

<PLEASE NOTE THAT RESPONDENTS MAY CHOOSE MORE THAN ONE RACE>

SKREEN S 2 NS i £ 2
(READ RESPONSE OPTIONS ONLY IF NECESSARY)

1 T
2 Y=

98 <DON'T KNOW>
99 <REFUSED>
M [MISSING]

b. {RZTMN AL ?

(READ RESPONSE OPTIONS ONLY IF NECESSARY)
1 T

2 Y=

98 <DON'T KNOW>
99 <REFUSED>
M [MISSING]

TRERASIEREREAL ?
(READ RESPONSE OPTIONS ONLY IF NECESSARY)
1 =]

&
2 &

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

TR E R 1 B AR S 2
(READ RESPONSE OPTIONS ONLY IF NECESSARY)
1 =

s
2 &

98 <DON'T KNOW>
99 <REFUSED>
M [MISSING]
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e. HA?

Q22

Q23

Q24

(READ RESPONSE OPTIONS ONLY IF NECESSARY)

1 &
2 e
98 <DON'T KNOW>

99  <REFUSED>
M [MISSING]

HATEFRIREN » RRELF /D AE ? fREss--
(O K

2 2FE3{E =k

3 AfEEDIE

98 <DON'T KNOW>
99 <REFUSED>
M [MISSING]

RAE 22 g o I AERa TS 2

(READ RESPONSE OPTIONS ONLY IF NECESSARY)
1 il

2 &’A

98 <DON'T KNOW>
99 <REFUSED>
M [MISSING]

Rkl e O T3 m] DAATURAET TRRAE - DU 5 2 A RE IRV B R AR 55 HY
Tl B e R ke 5 E REVH [ Y I AG S 2l 3K S ? IR el

1 ATLL > B
2 AHTEA

98 <DON'T KNOW>

99 <REFUSED>
M [MISSING]
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Q25

Q26

<THIS QUESTION TO BE COMPLETED BY THE INTERVIEWER>
<DID SOMEONE HELP THE ENROLLEE COMPLETE THE SURVEY>
1 YES

2 NO [GO TO END]

98  <DON'T KNOW>
M [MISSING]

<THIS QUESTION TO BE COMPLETED BY THE INTERVIEWER. PLEASE MARK
ONE OR MORE.>

[PROGRAMMING SPECIFICATIONS: THE CATI SYSTEM SHOULD BE
PROGRAMMED TO ALLOW THE INTERVIEWER TO SELECT MULTIPLE
RESPONSES ]

<HOW DID THAT PERSON HELP THE ENROLLEE COMPLETE THE SURVEY?>
<READ THE QUESTIONS TO THE ENROLLEE>
1 YES
2 NO

88 [NOT APPLICABLE]
98 <DON'T KNOW>

M [MISSING]

<RELAYED THE ANSWERS THE ENROLLEE GAVE TO THE INTERVIEWER>
1 YES

2 NO

88 [NOT APPLICABLE]
98 <DON'T KNOW>

M [MISSING]

<ANSWERED THE QUESTIONS FOR THE ENROLLEE>
1 YES

2 NO

88  [NOT APPLICABLE]
98  <DON'T KNOW>
M [MISSING]
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<TRANSLATED THE QUESTIONS INTO THE ENROLLEE’S LANGUAGE>
1 YES
2 NO

88 [NOT APPLICABLE]
98 <DON'T KNOW>

M [MISSING]

<HELPED IN SOME OTHER WAY>
1 YES

2 NO

88 [NOT APPLICABLE]
98 <DON'T KNOW>
M [MISSING]

[END] PA_ESZRTA TRE AR - R (RSB iE ([ E A5G -
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