Medicare Advantage and Pre%cription 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/SHE 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]
OHISIM &, [SAMPLED ENROLLEE’S NAME] 21} £31& &= /27182

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

<MENTALLY/PHYSICALLY INCAPABLE = [GO TO INTRO 3]

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>
X = [SURVEY VENDOR NAME]2| [INTERVIEWER NAME] & L|C}.
[ENROLLEE’'S NAME] 21t 2| & AMH[A ZALO| 2taf| O|0F7| & L1

el

<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/SHE 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.>

1



[INTRO1-IN]
OHISIM &, [SAMPLED ENROLLEE’S NAME] 2 T[4 L|77t?

1 YES 2 [GO TO INTRO 2-IN]

2 NO, NOT AVAILABLE RIGHT NOW 5  [SET CALLBACK]

3 NO [REFUSAL] > [GO TO TERMINATE SCREEN]
[INTRO2-OUT]

OHASIM 2, 5= [PD PLAN NAME]2} Medicare 3! Medicaid A{H|A

M E{(Centers for Medicare and Medicaid Services, ==& CMS)E CH4I5H0]
AEtE2|= [INTERVIEWER NAME](O])2t 11 g L|CH #SHHAM 2 HAl= olz
AL EHE 2Fst A Mot ERELCEH Fotel 42

— = —
Hotel Kok E22 L Medicare S S At S0|A CMS 7F £2H2| 2

= 2EXAs dd 8 HEe EMOl MH|A FEHE ZASIE = I/t L9
USOIL|C} O] Z=AF ZAIM= [PD PLAN NAME] 94 Medicare 7} K| Sdt= A{H[A
o =20| & AYLICE QI EFe 2tH5HA H 20| EFE 1 Zo = AU X 0| H,
o] o|& MH|A = Medicare 3| B0 Eek= O|X|X| gEELICH A EHR=10=
[OR VENDOR SPECIFY] = ZZL|C} O] S E2 MHIA B & SO =

DLHEZ = =22 £ Q&LICH <NOTE: THE NUMBER OF MINUTES WILL

DEPEND ON WHETHER SUPPLEMENTAL QUESTIONS ARE INTEGRATED
WITH MA & PDP CAHPS SURVEY SPECIFIC QUESTIONS.>

[INTRO2-IN]
X O] &2 [INTERVIEWER NAME] & L|Ct. [PD PLAN NAME]2H2}) Medicare 5

Medicaid AH| 2 MdlE{(Centers for Medicare and Medicaid Services, == CMS)=
FBPHAM 2= oz MH[A0 2ot HZZEAL| &O{SFA|7|E REIEE LC
Fotol et Fstol XEteF E21 L Medicare SE At Z0|A CMS 7t 2219 2
M5t R L L

MEZAHE 717 U AW BUO| A& BUS FASLAE RN 2]

o =
IL|Ct. O] Z=A} ZutE= [PD PLAN NAME] % Medicare 7t M&3t= AMH|A
Ol ==20| 2 AYLIC} QA R= FESHA H[ 20| EF LD Fo= AHEH 0|,
35O O] 2 MH|A = Medicare 8| EHOf| AgFS O|X|X| & LICt
[OR VENDOR SPECIFY] 8= Z&L|Ct O] 3}

e ri

rx A

7

——
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SBLEHE = =22 £ Q&L CH <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 INTRO3 — Request for Proxy]>

(OPTIONAL QUESTION)
SiXf 2 dE2ZAM0| 25t S35t "ol AE L2

1 YES 5  <REFERTO FAQs>

2 NO > [GOTOQ1]

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

[INTRO3 — Request for Proxy]

g = 2 1ol E o & Of= £0|0{0f 3tH, SIS ChAlSHY
AL 2 ZE0| Hets| BESHA 4= Q0{0F L T <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]
R E AL Mt UM QIR E sl =4 20| AU

| = [GO TO INTRO 3 Q2]
FL|2 5 <THANK THE RESPONDENT AND TERMINATE THE
INTERVIEW>

1 0f
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[INTRO3 Q2]
3t cfdl 22 0f Mot QIHRE

uot

P RES o7l A S L2

1 of > [GO TO INTRO 3 Q3] OR [GO TO PROXY_INTRO 1]

2 OfL|2 = THANK THE RESPONDENT AND TERMINATE THE
INTERVIEW>

[INTRO3 Q3]

g A=t S247t 7hs e H I

{ of  =I[GOTOPROXY INTRO 1]

2 ofL|@ 2<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>

[PROXY_INTRO 1]
HISIM 2, X = [PD PLAN NAME]2t Medicare 3 Medicaid AH|A M E{(Centers
for Medicare and Medicaid Services, == CMS)E C{AISI0 FslEE|=
[INTERVIEWER NAME](O])2t1 2tL|Ct Medicare 72X}t BHE O] 2 A{H| A0
el FEe{n M= ESL|CEH CMS = [SAMPLED MEMBER NAME] E<2

Xetek Za0| 523 Medicare =8i|At S0 2222 [SAMPLED MEMBER
NAME] & MESIRJA=0, 182 HSPIM & tidl d2=AH0| HHSIER
5|7t St &L L

2

[SAMPLED MEMBER NAME] 22 XH&X o= H4E2XA0| #0st= 0|0, &
2= A&20| HeAls 2E MHA Es 61IE"01I ek O|X[X| @f&LCt
| 2

T =
M|

OlE{H+= 10 £ [OR VENDOR SPECIFY] M Z
SR UM EHOZE ILIHE E= 532 = ASL Er. <NOTE: THE NUMBER OF
MINUTES WILL DEPEND ON WHETHER SUPPLEMENTAL QUESTIONS ARE
INTEGRATED WITH MA & PDP CAHPS SURVEY SPECIFIC QUESTIONS.>

[PROXY_INTRO 2]

HE A0 EEote I, =5 450 gist=s As G50 512 A22 MY
SO 2ot S HAot0] 2= ZE0| LHESHFMAIL. =20 Hd E= HE



[INTERVIEWER=GO TO Q1]

CALL BACK TO RESUME A SURVEY

RESUMEA1

RESUME2

MONITOR

Ot SEM 2, [ENROLLEE NAME] H 1t E3te o~ AS77t2?

(IF NEEDED:) A= Medicare % Medicaid AH|A AlE{(Centers for Medicare and
Medicaid Services, === CMS)E LH4AI5H0 [ENROLLEE NAME] it QEHFE

ot MetERS L.

1 YES [GO TO RESUME2]
2 NO, CALL BACK [SET CALLBACK]
3  REFUSAL [GO TO TERMINATE SCREEN]

X+ [PD PLAN NAME]2H2t) Medicare % Medicaid AH|A AE{(Centers for
Medicare and Medicaid Services, =& CMS)E CHAISIY H3EZ|E=
[INTERVIEWER NAME](O)2t1 gL|Ct. A7t X|& [ENROLLEE NAME] Eit
S2I5t= A HE L2

Me FsPHAM &1 AAes 2lg MH|A0| ot QIHFE OHY zdta{d
F 3} = &L CH [RESUME SURVEY WHERE PREVIOUSLY LEFT OFF].

AIZBH710] QA Of S3t LIS MH|~ B B4 BXO2 BLEY £ 529

<START INTERVIEW>



Q1

Q2

X3l 7|20 2™ 2023 HO| 52| HEteF2 [PD PLAN NAME]2H= Medicare A 8t <F

=4y E“ﬂ»ﬁ L|C.

QF2 |77
(READ RESPONSE OPTIONS ONLY IF NECESSARY)
1 o [GO TO Q3]

2 otL| & [GO TO Q2]

98 <DON'T KNOW> [GO TO Q2]

99 <REFUSED> [GO TO Q2]

M [MISSING]

2023 HOf| FSHH Al AFESEHA Medicare X = -
LIHX| A2 ZALE S| 220 [HE A2 HIEH O ZE HHS| FTMHAL.
<ENTER PLAN NAME>

o
0

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:

O[M Xt 6 7H&EZt HBPAM AtEotal Mgef S70f| &oto] EE2Ee| AL
2023 o SSotl S Aot MY o, ™

MHAS HOMS (|2 {220 SHes) TAAL

FOR ALL OTHERS, INTRO TEXT BEFORE Q3 SHOULD READ:

O X'k 6 7HE ZE #oHHIA AHEotl Mgef St ot7t HY ¥, Hat &
Yo S=E SOl o= MH[AE B2 S Hof 2ot EEEE| S

Klete 7HE 2t oA T2 A, OF= E= ot MEef SO A S HE B

C — AA

a KUOFS ZH| £ MYH B|TS WOMEX| 2QI3 Ho| AL LI

(READ RESPONSE OPTIONS ONLY IF NECESSARY)
1 ofl
2 otL e

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



Q4

Q5

(READ ONLY IF NECESSARY: K|t 6 7 & 7F 7HQIE R, F = EE= 73k AHHof
EHO|A S HESHA)
b. XA 2 &S E83t1 AMX| =lst HO| US| 7tH?
(READ RESPONSE OPTIONS ONLY IF NECESSARY)
o
2 OfL| &

98  <DON'T KNOW>
99 <REFUSED>

M [MISSING]

X6 &7t o|AHZE Ketst o|kE 2 MuEter a2 AFESHO &l A FLOiSHA HO|
HOkL} Xt ARG LIT? CHS B SHLE MEHSH FHA|L

1 ME gl 3,

2 7t&,

3 CHE =,

4 otAh

5 Xt e &7t Heter Z22 2 AHESHY o|FE 2 FOist MOl gl

98  <DON'T KNOW>
99 <REFUSED>

M  [MISSING]

Xlcte &7 X9 AZ0o| A ML E2HZ ALY oS =X 2ot HOo| JAE L2
(READ RESPONSE OPTIONS ONLY IF NECESSARY)

1 o

2 otL| & [GO TO Q7]

98 <DON'TKNOW> [GO TO Q7]
99  <REFUSED> [GO TO Q7]
M [MISSING]



At e 7hE 2t X|G f=0 M KM

AT} R

Q6
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=~ Il
3 o
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=) <l
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<= U & = HU o
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1Z0 __ 70w Z0 __ 0 o
O X W = Z X LW H — o -
L2z ¥O FOz KR R
<, D= 0 > D= =~ T &3 1
N —Z WL 0 N n o ZuLw N ,HEF
0 QW2 Wy T QWX ol 0w A0 Db %0
w ZYV2 TEEF S vV V= u_/nMMJ_A.._u_ﬁN_nHmO
6ADn © OX
0 0 O EETY 0 » ..__um__u
< 0O = KX« « o= K K —~ N o <

[NOT APPLICABLE]
<DON'T KNOW>
<REFUSED>
[MISSING]

88
98
99
M



Q9 XAL0O0A 10 & A[| ME STO| 0, X n2| My STO| 10 O[2tH, TS| Myt
J—LEH()“ M2 KA|71I¢L_|77|.?

X o= T =

(READ RESPONSE OPTIONS ONLY IF NECESSARY)

0- 2/otol Xgrof S
1
2
3
4
5
6
7
8
9
10- 2/ 20] Xy} S

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

O[X| #otof &tsto] EEE2| WS LICH

Q10 CHAM[H o Z Fslo| Mut™ HZ AEf7F {ECH D MZSIML|? CFS & StLEE MEd S
ZAMAIQ.
1 E e
2 2 £3,
3 =2
4 E%ODI’
5 LIE

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



Q11

Q12

Q13

o) (e}

1 2YE,

2 0 £8,

3 E=)

4 2E9Y,

5 LI

98  <DON'T KNOW>
99 <REFUSED>

M [MISSING]
Hote| 7HH UM =2 A SHA= A0
FHAL.

1 d,

2  ALQlo,

3 330,

4 =Y,

5 EtZZI0f

6 HEYO Et=

7

SMH HE SEI7F o Et D A4St L T

0

FAYLII? CHS S StLHE A =l

7|Et 210 [PROGRAMMING SPECIFICATION: IF Q12 IS ASSIGNED ANSWER

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

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

Xt e 7 27k ofF O &0 Ridstl Ho| A= 7t?
(READ RESPONSE OPTIONS ONLY IF NECESSARY)

1
2

o
ofL| R

<DON'T KNOW>

<REFUSED>
[MISSING]
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AL
(READ RESPONSE OPTIONS ONLY IF NECESSARY)
o

oL 2

A6 7HEZh QAL A eF S M2 Hol gl

w N -

gjo

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

—

a. & 20|
(READ RESPONSE OPTIONS ONLY IF NECESSARY)
1 o

ofL| R

N

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

(READ ONLY IF NECESSARY: A7t Ct31t 22 A
b. ¥§dlE Ee= 2t s e
(READ RESPONSE OPTIONS ONLY IF NECESSARY)
1 o
otL| 2

N

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]
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Q15 SAZFCHEIF E2 A JEf2ta TEet HO| AS Lt

A
o

-

Q14 XAlte M ofF 7t W20 MEef =M E H7[SHAL =X &



-

(READ ONLY IF NECESSARY: 2[AL7} ChE21t 22 AZ Eljgtn TITHsH HO| JASL|7t?)
C. _Tl_o:lOl-
(READ RESPONSE OPTIONS ONLY IF NECESSARY)
o
2 OfL| &R

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

-
-

(READ ONLY IF NECESSARY: 2[A7} Cr2at 22 A AEf2f TITHSH HO| AS L 7H?)
d. D24 H 2ot &
(READ RESPONSE OPTIONS ONLY IF NECESSARY)
o
2 ofL|

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

(READ ONLY IF NECESSARY: 2[AL7t ChE&1 22 AZ HEljet TIEHeE HO| AL 7H?)
e. H{7|F, Al COPD(ZHY mAd HZE2H

(READ RESPONSE OPTIONS ONLY IF NECESSARY)

1 o
ofL| 8

N

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

-
-

(READ ONLY IF NECESSARY: 2|At7F Ct2 1} 22 A4 &Eliet ol O] JqSL{77H?)
f. ZESeY FY 1Y

(READ RESPONSE OPTIONS ONLY IF NECESSARY)

1 o

2 ofL| 2

98  <DON'T KNOW>
99 <REFUSED>
M [MISSING]
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Q16

Q17

Q18

Q19

AALL A2 22 & O A5 o{2{Z0| Yo L7}k
(READ RESPONSE OPTIONS ONLY IF NECESSARY)
1 o

2 ofL| 2

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

X2 @7 555 o= O o5 &0| A2 L7
(READ RESPONSE OPTIONS ONLY IF NECESSARY)
of

otL| 2

N O~

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

)\lx-”I-I X-I)\|I-| Jgkpt-l KM [[H_,_o-” O|A|. I:II-':'o||_|- JTCL>I
OS2 A0 Ao LIt?

(READ RESPONSE OPTIONS ONLY IF NECESSARY)
1 o

2 ofL| 2

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

Aol 2% oL of LA HHLI

o O h W N =
= o

[

El
200 w20 m R
[Ho n
n
rir
o
%
N R
>
[5)
m
O

[
= = ==

Ol ¢

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]
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Q20 S|AIfY E&= 2FE| 0| ML 72
READ RESPONSE OPTIONS ONLY IF NECESSARY)
O, S|ATHY == 2HE| = ¢

OtL|Q, 3| AT|Y Ei 21E| 7} O

—

N O~

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

Q21 LC}g & Flotel 2ES LEf= g7t AW ZH FHA L. XM= CHA 7HX| TS

= SPNE
T AU EZ{OF SLICE 2t MF0) '0f L= ot R'2 HRHFHAL. FI5t=...

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

a. 7lot= O|= AF 2 £ Lef27F HF UYL M2
(READ RESPONSE OPTIONS ONLY IF NECESSARY)
of

ofL| 2

N

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

b. |5t OFA|OHRI R L|77t?
(READ RESPONSE OPTIONS ONLY IF NECESSARY)
of

2 otL| 2

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

c. THot= 59 = OtZ2[7HA D= AL L2
(READ RESPONSE OPTIONS ONLY IF NECESSARY)
of

2 OtL| 2

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]
14



d.

e.

Q22

Q23

Tots otto] A = T|EFEfE S M =l L7t
(READ RESPONSE OPTIONS ONLY IF NECESSARY)
of

2 OtL| 2

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

B o1 QI L|77t?
(READ RESPONSE OPTIONS ONLY IF NECESSARY)
1 ofl

2 OtL| 2

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

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

7HE0 N QAEHUAE AR L 7k
(READ RESPONSE OPTIONS ONLY IF NECESSARY)
1 ofl

2 OtL| 2

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]
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Q24

Q25

Q26

Medicare Z=2 20| 57} 2o 4 o| 2 AMH| A0 250 XHAMIS| LOFE AL o2
M2 2 X of tieh 15 EE0

Lt 2TE 7O #otE =CHoH7| ?ls LSO E==
ok 27te? s & otLE WE FHAL.
o
2 otL| 2

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

<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]
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<ANSWERED THE QUESTIONS FOR THE ENROLLEE>
1 YES
2 NO

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

M [MISSING]

<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] 0|22 ZZS Lf DS UL Satt QB RO HOsiT:MAM ZAtetLCt.
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