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Who is the targeted group in this survey?

Health insurance beneficiaries who has received services at accredited health
care providers.

How do | participate in the survey?

The survey is sent automatically to a random sample of beneficiaries, without
any human intervention through SMS, which includes a survey link, and that is
after having a full healthcare service.

What the survey measures?

The survey includes three domains to be measured: Council of Health Insurance
role and perception, Health insurance companies’ services and information
adequacy and customer care performance, Pre-authorization process and
coordination level between insurance companies and health providers.

What about measuring Health care indicators?

A survey is sent via SMS to measure the patients’ experience with health care
providers in three services: inpatients, patients in emergency and outpatient.
The results reflects the average scores

Will incomplete surveys be included in the survey results?

Yes, all answers will be measured individually even for incomplete surveys.

If the number of those who answered the survey is low, does it mean
that the results are inaccurate?

The response rate doesn't by anyway relate to the statistic accuracy of the
results, where each answer is important and reflects the service, which helps in
understanding the sector and determine the improvement areas.

Can results be shared in details? Are they neutral?

Yes, the reports will be published periodically on the CHI website with full
transparency.

Yes, the results are neutral, as the whole process is carried out by a third party
(Press Ganey) which is an international company that is specialized in health
sector surveys and analysis.

What could happen after results are released?

There is a dedicated department in Council of Health Insurance for Beneficiary's
Experience that works fully with CHI internal and external stakeholders, in order
to study and analyze the surveys to determine the weaknesses points and
develop a plan based on best practices in customer experience field.

The results been monitored continuously by CHI leaders via dashboard.

How do you protect the confidentiality of my information?

All information provided doesn't contain the patient’s health or personal data. In
any way, the Council of Health Insurance can't view participant identity unless
the participant writes his/her information in the comments section and
approves to share.
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