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Satisfaction survey of urban and rural residents basic medical insurance for pupil in Changsha

Hello, dear parents!

The basic medical insurance for urban and rural residents in Changsha was implemented on April
1, 2011, which means that urban resident-based basic medical insurance and the new rural cooperative
medical system have been fully integrated.

In order to understand the degree of satisfaction and existing problems of basic medical insurance
of urban and rural residents (referred to as URRBMI in the following) for primary school students in
Changsha as well as your views and Suggestions, we organized this survey. The survey is non-
commercial in nature, and no fees are charged. Participation is voluntary. Participation has nothing to
do with students' other study in school.

Your answer will provide very important information for the research, we sincerely hope to get
your support and cooperation! We assure you that all information you provide will be kept strictly
confidential.

If you agree to participate, please sign the informed consent form below and fill in the
questionnaire carefully. If you have any questions, please feel free to contact us. Thank you for your
support!

Instructions: Please fill in the form according to your actual situation. The child in the

questionnaire refers to the primary school student who brings the questionnaire back to you.

Part one: Sociodemographic information
Fill in instructions: please choose the option that you think best fits your situation or fill in the
content that best fits the line according to your actual situation.

1. what are your role for the child:

(D Father @ Mother (@) Grandpa/grandma @ Other:

2. How old are you:

3. What’s your gender: (D Male 2 Female
4. What’s your marital status:

(O Married @ Divorced & Unmarried @ Other:
5. What’s your education level:

(O Junior high school and below (2 High school / vocational college ®junior college @
Bachelor (5 Master degree or above

6. What’s your child gender: (1 Male 2 Female

7. How old are your child:

8. How is your child's health:
@ Verygood @ Good @ General @ Bad
Part two: Satisfaction information



The two ends of the scale below represent two different attitudes towards the same question. The
higher the score you tick, the more you agree with the attitude on the right side of the scale. The
smaller the score you tick, the more you agree with the attitude to the left of the scale. Please check
the score you think best expresses your idea according to your actual feeling.

1. Think back your child's insurance participation experience in the past 1 year, how would you rate
your overall evaluation of the quality of URRBMI? Please use a 10-point scale on which “1” means
“very bad” and “10” means “very good”.

I | | I | | I | | I |
Very bad 1 2 3 4 5 6 7 8 9 10  Very good

2. Using a 10-point scale on which “1” means “very little” and “10” means “very much”, to what extent

can you obtain the relevant information required for your child to participate in the basic medical
insurance?

| | | | | | | | | | |
Very little 1 2 3 4 5 6 7 8 9 10  Very much

3. Using a 10-point scale on which “1” means “very difficult” and “10” means “very convenient”, how

convenient is it for you to obtain information about your child's basic medical insurance?

I | | I | | I | | I |
Very difficult 1 2 3 4 5 6 7 8 9 10  Very convenient

4. Using a 10-point scale on which “1” means “very bad” and “10” means “very good”, how would you
rate the attitude of the staff when you accept URRBMI service?

| | | | | | | | | | |
Verybad 1 2 3 4 5 6 7 8 9 10  Very good

5. Using a 10-point scale on which “1” means “very unclear” and “10” means “very clear”, how clear

are the explanations of relevant policies when you receive URRBMI service?

| | | | | | | | | | |
Very unclear 1 2 3 4 5 6 7 8 9 10  Very clear

6. Using a 10-point scale on which “1” means “completely unsatisfied” and “10” means “completely

satisfied”, to what extent did the URRBMI meet your child's basic medical insurance needs?

| | | | | | | | | | |
Completely unsatisfied 1 2 3 4 5 6 7 8 9 10 Completely satisfied

7. Using a 10-point scale on which “1” means “completely unsatisfied” and “10” means “completely

satisfied”, to what extent does URRBMI meet your child's personalized medical insurance needs (such
as outpatient service for special diseases, etc.)

| | | | | | | | | | |
Completely unsatisfied 1 2 3 4 5 6 7 8 9 10 Completely satisfied

8. Using a 10-point scale on which “1” means “completely unsatisfied” and “10” means “completely

satisfied”, how satisfied are you with the level of premiums for URRBMI?

| | | | | | | | | | |
Completely unsatisfied 1 2 3 4 5 6 7 8 9 10 Completely satisfied




9. Using a 10-point scale on which “1” means “completely unsatisfied” and “10” means “completely
satisfied”, how satisfied are you with the coverage of URRBMI?

| | | | | | | | | | |
Completely unsatisfied 1 2 3 4 5 6 7 8 9 10 Completely satisfied

10. Using a 10-point scale on which “1” means “completely unsatisfied” and “10” means “completely
satisfied”, how satisfied are you with the reimbursement proportion of URRBMI?

| | | | | | | | | | |
Completely unsatisfied 1 2 3 4 5 6 7 8 9 10 Completely satisfied

11. Using a 10-point scale on which “1”” means “completely unsatisfied” and “10” means “completely
satisfied”, how satisfied are you with the deductible level of URRBMI?

I | | I | | I | | I |
Completely unsatisfied 1 2 3 4 5 6 7 8 9 10 Completely satisfied

12. Using a 10-point scale on which “1” means “completely unsatisfied” and “10” means “completely
satisfied”, how satisfied are you with the capitation of URRBMI?

| | | | | | | | | | |
Completely unsatisfied 1 2 3 4 5 6 7 8 9 10 Completely satisfied

13. Using a 10-point scale on which “1” means “very bad” and “10” means “very good”, how would
you rate the feeling about the service quality of community or village committees for enrollment when
you insured your child for URRBMI?

| | | | | | | | | | |
Very bad 1 2 3 4 5 6 7 8 9 10  Very good

14. Using a 10-point scale on which “1” means “very bad” and “10” means “very good”, how would
you rate the feeling about the quality of payment bank or online payment platform when you insured
your child for URRBMI?

| | | | | | | | | | |
Verybad 1 2 3 4 5 6 7 8 9 10  Very good

15. Using a 10-point scale on which “1” means “very bad” and “10” means “very good”, how would
you rate the feeling about the service quality of authorized medical institution?

| | | | | | | | | | |
Very bad 1 2 3 4 5 6 7 8 9 10  Very good

16. Using a 10-point scale on which “1” means “very bad” and “10” means “very good”, how would

you rate the feeling about the service quality of reimbursement in medical institution?

| | | | | | | | | | |
Verybad 1 2 3 4 5 6 7 8 9 10  Very good

17. Using a 10-point scale on which “1” means “very bad” and “10” means “very good”, how would
you rate the feeling about the service quality of authorized pharmacy?

| | | | | | | | | | |
Verybad 1 2 3 4 5 6 7 8 9 10  Very good

18. Before you buying insurance for your child, you may already know something about the policy.




Now think back and remember your expectations of the overall quality of URRBMI. Using a 10-point
scale on which “1” means your expectations were “very low” and “10” means your expectations were
“very high”, how would you rate your expectations of the overall quality of URRBMI?

I | | I | | I | | I |
Very low 1 2 3 4 5 6 7 8 9 10 Veryhigh

19. Before you buying insurance for your child, you may already know something about the policy.

Using a 10-point scale on which “1” means your expectations were “very low” and “10” means your
expectations were “very high” how would you rate your expectations of URRBMI to ensure basic
medical needs?

| | | | | | | | | | |
Very low 1 2 3 4 5 6 7 8 9 10  Very high

20. Before you buying insurance for your child, you may already know something about the policy.
Considering your child's health, how would you rate your expectations of URRBMI to ensure
personalization medical needs (Such as special disease clinic)? Please use a 10-point scale on which “1”
means your expectations were “very low” and “10” means your expectations were “very high”.

I | | I | | I | | I |
Very low 1 2 3 4 5 6 7 8 9 10  Very high

21. According to the current payment level, how would you rate the quality of URRBMI? Please use a

10 point scale on which “1” means “very bad” and “10” means “very good”.

| | | | | | | | | | |
Very bad 1 2 3 4 5 6 7 8 9 10  Very good

22. According to the current quality of medical insurance, how would you rate the premium level of

URRBMI? Please use a 10-point scale on which “1” means “very bad” and “10” means “very good”.

| | | | | | | | | | |
Verybad 1 2 3 4 5 6 7 8 9 10  Very good

23. Combined with your child's current participation and reimbursement experience, how would you

rate your overall satisfaction with URRBMI? Please use a 10-point scale on which “1” means

“completely unsatisfied” and “10” means “completely unsatisfied”.

| | | | | | | | | | |
Completely unsatisfied 1 2 3 4 5 6 7 8 9 10 Completely satisfied

24. Compared with previous expectations, how satisfied are you with the current status of services for

URRBMI? Please use a 10-point scale on which “1” means “completely unsatisfied” and “10” means
“completely unsatisfied”.

| | | | | | | | | | |
Completely unsatisfied 1 2 3 4 5 6 7 8 9 10 Completely satisfied

25. Suppose there is a kind of ideal primary school student basic medical insurance, how well do you

think the URRBMI compares with that ideal primary school student basic medical insurance? Please
use a 10-point scale on which “1” means “far to the ideal” and “10” means “close to the ideal”.




Far 1 2 3 4 5 6 7 8 9 10 Close
26. In the past year, have you complained formally about URRBMI?

A Yes B Not C Unknown
27. In the past year, have you accused about URRBMI?
AYes B Not C Unknown

28. Using a 10-point scale on which “1” means “very unwilling” and “10” means “very willing”, how
would you rate your willing to make a positive evaluation of URRBMI?

I | | I | | I | | I |
Very unwilling 1 2 3 4 5 6 7 8 9 10  Very willing

29. Using a 10-point scale on which “1” means “very unlikely” and “10” means “very likely”, how
likely is it that you will recommend URRBMI to others?

| | | | | | | | | | |
Very unlikely 1 2 3 4 5 6 7 8 9 10  Very likely

Thank you for your support and cooperation!



Supplementary Table2 Scores of observed variables of SIM_URRBMI model

Observed variable X S X min X ex
PO1 7.11 2.36 1.00 10.00
PQ2 5.32 2.78 1.00 10.00
PQ3 5.51 2.65 1.00 10.00
PQ4 6.74 2.33 1.00 10.00
PQ5 6.13 2.53 1.00 10.00
PQ6 5.86 2.33 1.00 10.00
PQ7 5.44 241 1.00 10.00
PQ8 5.91 251 1.00 10.00
PQ9 5.47 2.48 1.00 10.00
PQ10 5.40 2.45 1.00 10.00
PQ11 5.38 241 1.00 10.00
PQ12 5.25 2.39 1.00 10.00
PQ13 6.60 2.39 1.00 10.00
PQ14 7.17 2.30 1.00 10.00
PQ15 6.54 2.13 1.00 10.00
PQ16 6.52 2.18 1.00 10.00
PQ17 6.47 2.24 1.00 10.00
PE1 6.97 2.31 1.00 10.00
PE2 7.11 2.20 1.00 10.00
PE3 6.89 2.24 1.00 10.00
PV1 6.35 2.11 1.00 10.00
PV2 6.26 2.10 1.00 10.00
PS1 6.34 2.14 1.00 10.00
PS2 6.14 2.14 1.00 10.00
PS3 6.09 2.16 1.00 10.00
PC1 0.27 0.44 0.00 1.00
PT1 6.77 2.42 1.00 10.00
PT2 6.70 2.51 1.00 10.00




Supplementary Table3 Qualitative research findings

Theme

Ilustrative quotes from enrollee interviews

Theme 1: Insured’ s expectations for URRBMI

Theme 2: Insureds’ perceived quality for URRBMI
Subtheme 1: Institutions quality

Subtheme 2: Service quality

Subtheme 3: Policy quality 1 :
reimbursement

“We don't usually get sick or have accidents, but for those who have an accidental illness, we can make a small
contribution. The converse is the same....”

“One of my brothers ...spent over 300,000 yuan on medical expenses, of which more than 100,000 yuan was
reimbursed. That is a great help for a person or a family.”

“We pay a few hundred yuan a year for the medical insurance, so our family can be safe and family members don’t
go to the hospital on account of illnesses or accidents. As for whether | am reimbursed, | don't care. That's what |
think.”

“The insurance is a kind of prevention. In case of accidents or illnesses, you can be reimbursed for some of the

medical expenses.”

“As long as you bring all the documents that you have prepared, the reimbursement procedures will not be
complicated. Thanks to the provincial intranet...I can pay directly in Changsha. I think it is very good, and it is
convenient and efficient for the insured.”

"Like us, we still have a village accountant who is responsible for the collection of the premium. "

“It is also convenient to pay the premium each time, that is, you can go to our local rural commercial bank to pay
the premium... this is convenient for us, and the service is very thoughtful.”

“I can pay it (the premium) with WeChat since last year. I am very satisfied with this payment method because it is
faster. If you go to the bank, you have to queue for one or two hours.”

"My mother-in-law spent over 60,000 yuan when she was hospitalized, but only 10,000 yuan was reimbursed and
many expenses could not be reimbursed.”

"Because there were a lot of hospitalization expenses that weren't reimbursed at the time, such as the cost of




Subtheme 4 Policy quality II:non-
hospitalization medical expenses

surgery. We temporarily hired a doctor to carry out the surgery, but these medical expenses were not reimbursed
and a lot of drugs were not reimbursed. | guess that it seems we were reimbursed less than 20,000 yuan. There was
not much reimbursement particularly "

"My mother got seriously ill with breast cancer this time...there are still some drugs that can't be reimbursed, like
some imported drugs. The imported drugs used in chemotherapy are very expensive... not a penny has been
reimbursed. | think imported drugs should also be reimbursed, and the reimbursement rate could be lower than
that for ordinary drugs, but it should also be reimbursed. "

"The medical expenses incurred by our regional hospitals can still be reimbursed, but if we go to hospitals in the
urban or higher-level hospitals... there is no reimbursement for medical expenses."

"The main reason is that the reimbursement rate is not too high after adding the self-expense items. It would also
be acceptable if 70 per cent could be reimbursed. Because the actual reimbursement rate is not too high and
includes the threshold fee and out-of-pocket items."

"Some hospitals only use drugs that can't be reimbursed... As a result, less reimbursement is made."

"If you are in hospital, or a child is hospitalized with a cold, it will cost about 1,000 yuan. Then, that 500 yuan
(reimbursement threshold) will not be reimbursed, only about 200 yuan or 300 yuan will be reimbursed, and you
will have to spend more than 700 yuan on your own. In fact, the reimbursement rate is only 20% "

"I think we should make a distinction between diseases. A catastrophic disease will not be reimbursed if the
medical expenses exceed the reimbursement cap. It is really difficult for some families. Because the reimbursement
cap is also aimed at people with catastrophic diseases. Common diseases don’t cost too much, but catastrophic
diseases...in general, the total cost of treatment is 500,000 or even millions, it should not set the reimbursement
cap line "(G3)

“Daily medication requires long-term medical expenditures. However, the medicine is still not reimbursed.”
"When | was in the outpatient clinic, the medicines that the doctors prescribed costed hundreds or even thousands
of dollars. Why can't these medicines be reimbursed? | don't understand."

"Especially when my child went to the dental hospital, the medical expenses were all self-funded. The doctor said
that the medical expenses could not be reimbursed and we spent 1,000 yuan. All of the medical expenses were at




Subtheme 5 Information quality

I : The gap between
propagandistic and actual medical
benefits

Subtheme 6 Information quality
IT: medical insurance propaganda

Subtheme 7 Information quality
III: low cognition of insurance

policy

Subtheme 8 Overall quality

our own expense! "

"| felt that everything in the hospital was different, and it was reimbursed in a different way. "

"There is a policy that if the total operation cost and the chemotherapy cost don’t exceed 30,000 yuan and 6500
yuan, respectively, the patient can apply for a medical security for serious illness, for which the reimbursement
rate is 60% or 70%. That's much higher than the general reimbursement rate. However, my mom has diabetes... he
(the hospital staff) said she was not eligible to apply for that policy because she has an additional disease. "
“Idon't know if I didn't hear about it or for any other reason. I don't think our community has done anything about
health insurance advertising, maybe | didn't come into contact with it.”’

"Another reason is that we don't know what kind of protection we can get or what the money will do in the future,
all of which doesn't tell us clearly. Anyway, all we know is that you have to pay the premium every year, and we
don't know what health care is for. "

"How much can | be reimbursed if I go to a different hospital? Some specific policies, such as the benefits
available to the insured, which are not clearly stated in the publicity "

“Well, there is another way, a leaflet should be provided at the time of admission and medical reimbursement.
Because we have to go to work, we seldom notice (health care advertisements) unless we're in the hospital.
Sometimes, in the hospital, we will take a serious look. In general, we seldom have time to pay attention to it on
weekdays. I guess very few people will pay attention to it (health care advertisements).”

“I don’t know because I work out of town. Anyway, I don't know if there are health care advertisements at home,
but | don't see this kind of message on my phone.”

"Well, I didn't know that, and the hospital never told us about it."

"When attending a health care promotion lecture, we don’t listen to that intently. I'm not sick anyway, and I'm not
going to use it in the future... As long as it is actually possible to say that someone who needs health insurance, or
who has used it, he may listen attentively."”

“I don't have any good or bad feeling, I just think it's convenient to enroll in the insurance.”
“I think this medical insurance is very good”

“Anyway, premium is not too high, and we can reimburse a part of medical treatment expenses”




Theme 3: Insured's perceived value for URRBMI
Subtheme 1: The differences “I still feel that the premium is only more than 100 yuan, but it can reimburse so much... I don’t think the premium
perception of value between urban is expensive, and | still feel that this policy is quite good.”
and rural insureds “The premium is still higher for us... We all rely on our daily work to support our family. Every year, our family
pays thousands of yuan for medical insurance.”
Subtheme 2: Perception with the “The insurance premium was only tens of yuan at the beginning according to our national insurance policy.

continuous increase in premiums However, lately, it rose from 100 yuan to 180 yuan.’

“If the premiums continue to increase in the next year or the following year, the insured will not accept it.”




