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7. What type of coverage do you currently have?  

O Individual O Individual plus spouse 

O Individual plus children O Family 

 
8. Do you work more than one job? 

 
O     Yes  O     No 

 
9. Prior to enrolling in the WV Small Business Plan with your employer, did you have health 

insurance?   
O     Yes  O     No 
 

9a.  If YES, how were you covered? 

O Covered by spouse’s insurance O Covered by school health insurance 

O Covered by parent’s insurance O Covered by other employer 

 
9b.  If NO, how long have you been without health insurance? 

O Less than one year O 10+ years 

O 1-4 years O This is the first time I’ve ever had insurance 

O 5-9 years   

 
10. How satisfied are you with the cost of the WV Small Business Plan? 

O Very Satisfied  O Dissatisfied  

O Satisfied  O Very Dissatisfied 
 

11. If dissatisfied with the costs, what are the major reasons for your dissatisfaction? 

O Premiums too high 

O Co-pays or deductibles too high 

O 
 
Other - please specify:  

 
 

12. How satisfied are you with the benefits of the WV Small Business Plan? 

O Very Satisfied  O Dissatisfied  

O Satisfied  O Very Dissatisfied 
 
 

13. If dissatisfied with the benefits, what are the major reasons for your dissatisfaction? 
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O Doesn’t cover the services I want/need 

O Providers don’t accept the product 

O Too much trouble/too complicated 

O  
Other - please specify:  

 
14. Since getting health insurance how many times have you seen a physician/provider for 

routine, preventive care (e.g., annual physical)?     
 
 

15. Since getting health insurance how many times have you seen a physician/provider for 
care other than routine or preventive, such as a problem, illness, injury, etc.? 

 
 
 

15a.  If applicable, on the below lines please briefly describe the problem(s), illnesses or 
injuries for which you sought care.  

 
 
 
 
 

16. Since getting health insurance how many times have you been to the emergency room? 
 
 
17. Why did you go to emergency room rather than go to your doctor’s office? 

O My illness or injury made it absolutely necessary to go to the ER. 

O I was unsure about the nature of my injury or illness so I went to the ER. 

O I do not have a regular doctor/provider. 

O The wait time to get a doctor appointment. 

O 
My work schedule or transportation needs make it difficult for an appointment during my 
doctor's regular office hours. 

O 
 
Other - please specify:  

 
18. Has your overall health improved since getting health insurance? 
 

O     Yes  O     No 
 

19. How would you rate your health? 

O Excellent O Fair 

O Very good O Poor 
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O Good O Very poor 
 

20. Did you ever experience difficulties accessing health care you needed when you did not 
have health insurance? 

O Often O Infrequently O Never 

21. Have you experienced difficulties getting the health care you need since getting health 
insurance?  

O Often O Infrequently O Never 

22. Has your access to health care improved since getting health insurance? 
 
O     Yes  O     No 

 
Please complete the below information if you are willing to be a part of the employee panel. 
 
The West Virginia University Institute for Health Policy Research, on behalf of the West Virginia 
Health Care Authority and the West Virginia Insurance Commission, is conducting research to 
assess the impact of the WV Small Business Plan.  Your participation is entirely voluntary.  The 
telephone survey questions will not include any personal or business identifiers. Your responses 
will be anonymous and you will not have to answer every question.  There will be approximately 
(10) questions that will take about 15 minutes to complete.  
 
As indicated by my signature below, I agree to participate in (3) follow-up telephone surveys of 
employees.  I understand that my contact information will be kept completely confidential and 
will not be disclosed to anyone.  At the time of the first telephone call, I will be asked to provide 
payment information that will only be used to send my “thank you” check to me after the end of 
the follow-up period.  I will also provide a daytime telephone number below where I can be 
reached for the follow-up calls. 
 
First Name   Middle Initial    Last Name 

 
Street Address 

 
City   State   Zip Code 

_______________________   _________________________________ 
Daytime Telephone Number    Alternative Telephone Number 

Please tell us the best day(s) and time(s) we can reach you for the follow-up 
calls______________________________________________________ 

 

Signature 
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Appendix F :  West Virginia Small Business Plan 
Comments Employee (Member) Mailed Survey 

 
Question 11:  If dissatisfied with the costs, what are the major reasons for your 
dissatisfaction? 
o “Was somewhat satisfied until our premiums increased 27% after 1st year; we had to drop it” 
o “We haven't used it but we still have these big premiums each month” 
o “Raise for no reason” 
o “Answered I don't know to both  #10 & #12” 
o “For what it costs I could use the money” 
o “Raised 29% from 1st yr to 2nd canceled b/c B/S; Our company saved $2200 a year on 9 

employees by taking another ins co with better coverage” 
o “Cost that raised after 1st year” 
o “Each year get higher” 
o “No drug coverage” 
o “No longer have this insurance; Changed ins. co.” 
o “needed to be affordable; TERMINATED11/30/06-no longer employed by Co.& no longer 

have medical insurance.” 
o “It's better than any I have had in the past but all health ins. is too high.” 
o “When we initially were enrolled the premium was 28% less. After the first 6 month premium 

went up & then 3 months later XXXX called & told us they could handle our group. Since our 
names have been given out to various brokers-how nice someone should have told us. I 
think this was deal to begin with; Gov. used this politically & then we were thrown out to 
other brokers. Of course can get premiums down if we raised deductibles from $3000 to 
$5000. What a scam.” 

 
Question 13:  If dissatisfied with the benefits, what are the major reasons for your 
dissatisfaction? 
o “Benefits good” 
o “To be able to have eye & dental coverage” 
o “Did not cover preventive as stated” 
o “Doesn't cover services & too much trouble” 
o “Price” 
o “Doesn't cover services I wanted; Poor prescription coverage” 
o “Office visits & prescriptions initial out of pocket are too costly” 
o “Insurance changing its mind on what it will cover after I've paid my bills about a yr. later & 

resulting in more fees that I had to pay unexpectedly” 
o “Deductible too high; would like more options with prescription drug portion” 
o “Doesn't cover services want/need; deductibles per person on family plan too high” 
o “I have not used this much. I am about the only person that used ins & I had to pay out over 

$2000.00 for about $3000.00 total bill.” 
o “Deductible too high; Rx coverage at 50% too low” 
o “Prescription copays too high” 
o “I will never use it” 
o “Office Calls-prescriptions should pay more” 
o “Bills & statements are confusing; paying 1 bill & starting another; Because of the continuing 

illness I had to pay 2 deductibles. If I had been ill Jan. Aug. Spet only 1 deductible would 
have been necessary” 

o “Co-pays-deductibles too high” 
o “Would rather have small co-pay not have to pay total cost until reaching deductible” 
o “Family Dr. is not a network provider; Penalties too harsh” 
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o “Didn't pay preventive med; Office call Premium too high” 
o “Mainly the deductible is just too high; It would be better if deductibles were cheaper so the 

80% would kick in; paying $47/week for my wife; should pay better than it does now” 
o “High Deductible” 
o “Didn't offer family benefits” 
o “Prescription coverage not too good” 
o “Only for protection; Deductibles too high; Prescription drug no real discount” 
o “Too much trouble/complicated; Please print claims 1 per page; CSRs aren't very 

knowledgeable about what is covered & which doctors are in the network.” 
o “There needs to be lower deductibles” 
o “Medications” 
o “Doesn't cover services; Providers don't accept; Too much trouble/complicated” 
o “What it all boils down to is COST! At first we could afford it almost too good to be true & 

then after you begin to enjoy at least getting your health on track & feeling comfortable it is 
taken away. No worry is how long can we continue to afford $615.00 per month premium. 
We are back in same situation. A 28% increase is unacceptable & we hear it's going up 
again. So much for being self-employed. Thanks Gov. now what? We know Gov. is aware of 
this. It's not nice being used.” 

 
Question 17:  Why did you go to emergency room rather than go to your doctor’s office? 
o “Illness made it necessary; unsure about nature...” 
o “Dr's office recommended me too due to symptoms” 
o “injury made it necessary; work schedule/transportation makes it difficult” 
o “Happened after hours flu” 
o “Late at night-Dr's office not open” 
o “Child had croup” 
o “Illness/injury made it necessary & do not have regular Dr./provider” 
o “Unsure about nature of injury/illness; do not have regular Dr./provider” 
o “Son Broke Ankle” 
o “My regular Dr. for bowel troubles didn't have time to see me for 2 weeks. Had a 

colonoscopy 1 year before trouble with him” 
o “illness/injury made necessary; unsure of nature or illness/injury” 
o “My Dr. wasn't open that late.” 
o “Had already been to physician” 
o “Dr. office not open” 
o “Car accident” 
o “Practicing in WV as Psychologist w/small private practice; no insurance coverage 2003-

2005; sons on WV Medicaid with MAJOR access problems; major reason for leaving state & 
moving family to NC” 
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Appendix G:  West Virginia Small Business Plan 
Business Owner Telephone Panel Questionnaire 

 
_____  Business Owner Study ID Number     _______ Today’s Date 
 

[INTERVIEWER INSTRUCTIONS – PLEASE RECORD VERBATIM RESPONSE FOR ALL 
RESPONSES AND CODE ANSWER LATER] 

1. Is your business still enrolled in the WV Small Business Plan? 
O     Yes  [SKIP to Q7] 
O     No   
 

1A. In what month and year did you drop the WVSBP?     
O  QUESTION NOT APPLICABLE 

O January O July O 2005 

O February O August O 2006 

O March O September O 2007 

O April O October   

O May O November   

O June O December   
2. What is the major reason you are no longer enrolled in the WVSBP?  

[Do not read options, prompt if necessary – RECORD ALL RESPONSES and CODE 
LATER] 

O QUESTION NOT APPLICABLE 

O My business wasn’t as profitable and I couldn’t afford it any longer 

O Cost of Premiums 

O Not happy with benefits 

O Lack of employee interest 

O Other - specify: [Record verbatim response] 

 
[COMPLETE Q3 IF Q2 RELATES TO COSTS, OTHERS SKIP to Q4] 
3. Did your insurance agent talk to you about any way to lower the costs for the WVSBP?  

 
O  QUESTION NOT APPLICABLE 

O      Yes 

O      No 

[Record comments, if provided, do not prompt for explanation] 
4. Do you now have insurance coverage for your employees through another insurance plan?  
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O  QUESTION NOT APPLICABLE 

O      Yes 

O      No 

 
5. Do you have insurance coverage for yourself?  

O  QUESTION NOT APPLICABLE 

O      Yes 

O      No 

 
6. Is there anything you want to add about your experience with the Small Business plan? 

[Record verbatim response] 
 
O  QUESTION NOT APPLICABLE 

____________________________________________________________________________

____________________________________________________________________________ 

We are only interviewing businesses covered by the WVSBP.  Since you are no longer 
covered, we will not be doing another interview in the fall.  We will now start processing 
your participation Thank You check.  Since you are only completing (1) interview, the 
check will be for $25. Thank you for your participation.  [END CALL] 
 
 
7. How many of your employees are eligible for health insurance? 
 
 
8. How many of your eligible employees have signed-up?  
 
 
How many of the ________[insert # from Q8] employees have signed up for……     
[Read the options – record number and calculate the percentage] 
 
9a.  Individual Coverage _______________# & % 

9b.  Family _______________# & % 

9c.  Employee + Spouse _______________# & % 

9d.  Employee + Children _______________# & % 

 
[SKIP Q10 if no employees declined coverage] 
 
 
10. What is the major reason given by your employees for declining coverage?  

[Do not read options, prompt if necessary] 



95 

O 
 
QUESTION NOT APPLICABLE No employees have declined coverage. 

O 
 
Having insurance is not important to them O 

They have insurance through somewhere 
else 

O 
 
Too much trouble, too complicated  O 

 
Premiums are too high 

O 
Can get all the medical care I need without 
insurance O 

 
Doesn’t cover the services needed/wanted  

O 
Coinsurance (co-pays and deductibles) are 
too high   

O 
 
Other - specify: [Record verbatim response]  

 
 
11. Overall how satisfied are you as a business owner with the WV Small Business Plan, are 

you …         [Read the options] 

O Very Satisfied  O Dissatisfied  

O Satisfied  O Very Dissatisfied 
 
[If Q11 = dissatisfied, then Q12, others SKIP to Q13] 
 
12. What is the major reason for your dissatisfaction?  

[Do not read options, prompt if necessary] 

 
 
[COMPLETE Q13 IF Q12 RELATES TO COSTS, OTHERS SKIP to Q14] 
 
13. Did your insurance agent talk to you about any way to lower the costs for the WVSBP? 

 
O  QUESTION NOT APPLICABLE 

O      Yes 

O      No 

[Record comments, if provided, do not prompt for explanation] 
 

 
14. Overall, how satisfied are your enrolled employees with the cost of the WV Small Business 

Plan, are they…..  [Read the options] 

O QUESTION NOT APPLICABLE   

O Premiums too high O Too much trouble, too complicated 

O Co-pays or deductibles too high O Providers don’t accept the product 

O Doesn’t cover the services needed  O Other - specify:[Record verbatim response] 
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O Very Satisfied  O Dissatisfied  

O Satisfied  O Very Dissatisfied 
 
[If Q14=dissatisfied with costs, then Q15, others SKIP to Q16] 
 
15. What is the major reason for their dissatisfaction?  

[Do not read options, prompt if necessary] 

O QUESTION NOT APPLICABLE 

O Premiums too high 

O Co-pays or deductibles too high 

O Other - specify: [Record verbatim response] 

 
 
16. Overall, how satisfied are your enrolled employees with the benefits of the WV Small 

Business Plan, are they…..    [Read the options] 

O Very Satisfied  O Dissatisfied  

O Satisfied  O Very Dissatisfied 
[If Q16=dissatisfied with benefits, then Q17, others SKIP to Q18] 
 
17.  What is the major reason for their dissatisfaction?  

[Do not read options, prompt if necessary] 

O QUESTION NOT APPLICABLE 

O Doesn’t cover the services needed 

O Providers don’t accept the product 
O Too much trouble/too complicated 

O  
Other - specify: [Record verbatim response] 

 
 
18. Is there anything you want to add about your experience with the Small Business plan since 

January   [OR since the last time we talked in __ INSERT MONTH of FIRST CALL]                  
[Record verbatim response] 

____________________________________________________________________________

____________________________________________________________________________

Thank you for your time and comments today. The next telephone interview will take 

place in about 3 months (mid to late October if necessary).  Can we set a day & time for that 

call now? _______________________________ 
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Appendix H:  West Virginia Small Business Plan 
Comments Business Owner Telephone Panels  

 
Time 1 call Question 10 - Other major reason employees give for declining coverage 
o “It's just too expensive - the premiums and the deductibles.” 
o “I'm not really sure - maybe the premiums.” 
o “The expenses in general.” 
o “Too expensive premiums and copays; because of sick children has to pay a lot for their 

care” 
o “Not really one reason - there are a couple.” 
 
Time 1 call Question 12 - Other major reason for dissatisfaction 
o “Too expensive - for small businesses, there's almost no discount from the regular Blue 

Cross plan.” 
 
Time 1 call Question 13 - Did agent talk abt ways to lower costs 
o “Yes, he said we could take a higher deductible.” 
 
Time 1 call Question 15 - Other major reason for employees' dissatisfaction w/ costs 
o “Way too expensive - if one of my employees insured her whole family, it would be more 

than her entire pay check once a month.” 
 
Time 1 call Question 18 - Misc Comments 
o “We've really benefitted from the plan. Before, we had a couple of people with no insurance 

and that's embarrassing but now places take our insurance even if you have to pay the first 
bit out of pocket.” 

o “No, I haven't had a single complaint.” 
o “The premiums automatically go to Tier 2 when you renew--that's a 24-27% increase. But 

we were able to requalify for Tier 1 which is only a 12% increase because we had done our 
homework when we were first putting together a program for our employees.” 

o “Very satisfied with the Blue Cross part but not as satisfied with the Small Business Plan.; In 
WV, Blue Cross benefits are the best.; If the goal is to make it more affordable for small 
businesses, maybe you could offer an intermediate level of benefits-not the Blue Cross 
Platinum level but just something in between that's cheaper. I mean, we pay 55% of the 
premiums but it's still too expensive for people making $10-$11 an hour.” 

o “It's a little hard to understand what's covered and what's not covered -- especially with 
prescriptions.” 

o “Always had MSBCBS before WV Small Business Plan and services were better prior to 
WVSBP. Example: colonoscopy not covered because not 50 years old; seems before 
covered annual exam and preventive maintenance items better. Difficulties with 
communication with MSBCBS. EOB's are very hard to understand and are confusing for me 
and the providers to when I have to fax them to my doctors.” 

o “We pay the whole cost.; We've been very pleased.” 
o “I cover the costs - so they're very satisfied. Never heard from them so I guess they're 

satisfied. The deductibles are high but I'm pleased overall--sometimes just wish we could 
afford a lower deductible.” 

o “The WV Small Business Plan is good - it's Blue Cross Blue Shield that's a problem - they 
don't take the claims. We still have claims from 17 months ago - they (BCBS) say they're not 
our primary insurance but they are.; Overall the WVSBP is pretty affordable but BCBS has 
some major issues. They say they've sent me letters for the last 2 years but I haven't gotten 
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any of them and so they say they're not the primary insurance and haven't paid the claims 
yet. I have another claim from last month and it's starting all over again.” 

o “Satisfied except they say it covers only 50 percent of the prescriptions. But really, we're 
pretty happy. My wife and I actually aren't eligible because my wife has insurance with her 
business, but we're happy.” 

o “I was incredibly shocked by the increase from year 1 to year 2 with no warning or reason. A 
30% increase is ridiculously criminal--with a capital "C". And now it's just too difficult to 
change--to re-apply or something.” 

o “They haven't said - I can't say. To be honest, I haven't heard them say very much except 
that the deductibles are high. They'd rather have a co-pay plan. Right now the deductibles 
are so high that they just don't go to the doctor because the cost is so hard to meet.” 

o “Never used it so I'd say they are very satisfied; We haven't had to use it yet--I guess we'll 
know then.” 

o “Regular office visits and not all prescriptions are covered; Coverage doesn't include general 
office visits - preventive care or just a cold or something.;We've had it for 2 years and the 
agent guy came in the Fall this year to ask if we wanted to change or anything. He'd been to 
a seminar or something. It's not the cost but the services that are a problem.” 

o “Don't remember being enrolled but I have MSBCBS insurance” 
o “The deductible is fairly high so you have to pay a lot out-of-pocket to get reasonable rates. I 

actually get insurance through my husband, so I myself don't use the WVSBP and don't 
really have the inside scoop.” 

o “We're pretty much satisfied. The only thing is that I think the old insurance covered 100% of 
emergencies and this one covers only 80% of emergencies, I think.” 

o “I've never actually asked of course, they raised the premiums this year but it's very 
reasonable compared to the rest of the market.; It was a little difficult to find people in 
charge -- to find information quickly and concisely. We dealt with private agents who didn't 
really get it and they were not knowledgeable. So we cut out the middlemen and worked 
with agents at BCBS--they are much better. Overall, it's a little pricey but I understand that. 
By and large, I had been waiting for an opportunity like this for a small business and hope it 
stays in place.” 

 
Time 2 Question 10 Major reason employees give for declining coverage 
o “Because of age, he is young and doesn't want insurance.” 
 
Time 2 call Question 13 - Did agent talk abt ways to lower costs 
o “Everyone reapplying again or increasing the deductible but we already have $1000 

deductible - we didn't do either” 
o “Filled out paperwork; increased 19% will know soon if it goes back down once we've 

reapplied.” 
 
Time 2 call Question 15 - Other major reason employees' dissatisfied w/costs 
o “Premiums for coverage other then Individual are too expensive - employees can't afford to 

cover spouse and family.” 
 
Time 2 call Question 17 - Other major reason employees' dissatisfied with benefits 
o “Items not covered, providers don't accept and inconsistency with what it told.” 
o “Would prefer to pay a copay for doctors visits and things instead of having to meet 

deductible.” 
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Time 2 call Question 18 - Misc Comments 
o “Have heard no complaints; Overall helped but need to do something about costs of 

healthcare and insurance.” 
o “Could do better with deductibles, offer lower ones.” 
o “In order to re-qualify for Tier 1, have to do all paperwork again - increase was half amount 

after reapplying. Bothers me that we have to do that each year. Personal note: I'm covered 
and used the insurance for pregnancy this year. I was surprised by coverage for prenatal 
services, ultrasound, bloodwork, etc. wasn't covered without meeting the deductible so I had 
to pay for all of that. Seems like it should be covered.” 

o “Increasing premiums; Biggest problem is difficult to make changes with coverage and plan. 
Difficulties with MSBCBS when making changes.” 

o “Inconsistency with what is covered.; Premium increased 17% this year - also increased last 
year so it is almost to the price of the individual policies we had before this.” 

o “Major increase in premiums - 19.8% increase at renewal.; Only problem with large rate 
increase - one employee not happy with Rx coverage; premium increase is way too much.” 

o “Lowered deductible recently to try to help the employees - would and have recommended it 
to other businesses. I'm very pleased with it.” 

o “Denied a claim for delivery of baby - plan to shop around for another insurance because of 
denied services.” 

o “Bills are confusing. He pays part of the deductible for his employees to help them out.” 
o “Echo comments from first call, the premium increases are criminal. You put a carrot in front 

of businesses and everything looks good until the yearly increase happens. It is a great 
initiative but after year 1 with the rate increase, no - I have nothing against Blue Cross but 
the State allows a 30% increase - makes the State look bad. I've shopped around and now 
the costs are the same as any others.” 

o “Would like some coverage of the doctors visits and things and pay a copay instead of 
having to pay for it all until the deductible is met” 

o “They (employees) wish it could be lower but I wouldn't say dissatisfied. Older people would 
like to have more affordable family policy and the option of not having the maternity 
coverage so that it is cheaper.” 

o “Guess so still expensive but all health insurance is expensive; Have had hard time getting a 
hold of MSBCBS to make changes to the plan. Overall helps and employees are glad they 
have health insurance.” 

o “Not as it was represented supposed to have been extension of PEIA but that changed 
because of insurance industry and it is now with private insurance. I think it would have 
been cheaper especially for the employees if it was with PEIA. I guess it is supposed to be 
25% cheaper than if it wasn't around, but from the employees perspective it is not affordable 
to cover families; does not protect the whole family because they can't afford to cover 
spouse and children.” 

o “Always increases each year and it's tough.” 
o “Have heard no complaints. Glad it's there; been telling other businesses that it is available.” 
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Appendix I:  West Virginia Small Business Plan 
Employee (Member) Telephone Panel Questionnaire 

 
_____  Employee Study ID Number  _______ Today’s Date  
 

[INTERVIEWER INSTRUCTIONS – PLEASE RECORD VERBATIM RESPONSE FOR ALL 
RESPONSES AND CODE ANSWER LATER] 

1. Are you currently enrolled in the WV Small Business Plan?   
 
O  YES  [If YES, skip to #Q6] 
O  NO 

2. What is the approximate month and year you stopped being covered?   
[Do not read options] 

O  QUESTION NOT APPLICABLE 

O January O July O 2005 

O February O August O 2006 

O March O September O 2007 

O April O October   

O May O November   

O June O December   
 

3. Why are you no longer enrolled? [Do not read options] 

O QUESTION NOT APPLICABLE 

O The business I work for is no longer enrolled in the WVSBP 

O I am no longer employed by this employer 

O I could not afford the premiums 

O I was not satisfied with the coverage  Specify: [Record verbatim response] 

  

O Other - specify: [Record verbatim response] 

 
 
4. Now that you are not covered by the WVSBP, do you have health insurance?  

[Do not read options] 
 
O  QUESTION NOT APPLICABLE 
O  YES  
O  NO  [SKIP to END CALL] 
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5. How are you now covered? [Read the options] 

O QUESTION NOT APPLICABLE 

O Covered by spouse’s insurance O Covered by school health insurance 

O Covered by parent’s insurance O Covered by another employer 

O Medicare O Medicaid 

O Other: specify                                                      [Record verbatim response] 

We are only interviewing people who are covered by the WVSBP.  Since you are no 
longer covered, we will not be doing another interview in the fall.  We will now start 
processing your participation Thank You check.  Since you are only completing (1) 
interview, the check will be for $25.  Thank you for your participation.  [END CALL] 
 

6. How long have you been enrolled in the WV Small Business Plan?  
[Do not read options] – do not ask 2nd interview 

 
O 0-3 months O 13 -18 months 

O 4-6 months O 19 -24 months 

O 7-9 months O More than 2 years 

O 10-12 months O Don’t Know 

 
7. What type of coverage do you currently have… Do you have …….?  

[Read options] 

O Individual O Individual plus spouse 

O Individual plus children O Family 

8. Do you work more than one job? 
 
O  YES  
O  NO 

 
9. How satisfied are you with the cost of the WV Small Business Plan, are you…..?  

[Read the options] 

O Very Satisfied  O Dissatisfied  

O Satisfied  O Very Dissatisfied 
 
[If Q9=dissatisfied, then Q10, others SKIP to Q11] 
 

10. What is the major reason for your dissatisfaction?    
[Do not read options, prompt if necessary] 
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O QUESTION NOT APPLICABLE 

O Premiums too high 

O Co-pays or deductibles too high 

O Other - specify: [Record verbatim response] 

 
11. How satisfied are you with the benefits of the WV Small Business Plan, are you……? 

[Read the options] 

O Very Satisfied  O Dissatisfied  

O Satisfied  O Very Dissatisfied 
 
[If Q11=dissatisfied with benefits, then Q12, others SKIP to Q13] 
 

12. What is the major reason for your dissatisfaction?  
[Do not read options, prompt if necessary] 

O QUESTION NOT APPLICABLE – not dissatisfied 

O Doesn’t cover the services I want/need 

O Providers don’t accept the product 

O Too much trouble/too complicated 

O  
Other - specify: [Record verbatim response] 

 
 
13. Since January [OR the last time we talked in __ INSERT MONTH of FIRST CALL] 

approximately how many times have you seen a provider for routine or preventive care 
(e.g., annual physical)?    

 
[If Q7=Individual Coverage Skip to Q15] 

 
14.  How about the others members of your household who are covered by the Small 

Business Plan -   
Since January [OR the last time we talked in __ INSERT MONTH of FIRST CALL] 
approximately how many times have they seen a provider for routine or preventive care 
(e.g., annual physical)? 

 

O QUESTION NOT APPLICABLE – no other members covered 

 
15. Since January [OR the last time we talked in __ INSERT MONTH of FIRST CALL] 

approximately how many times have you seen a provider for care other than routine or 
preventive, such as a problem, illness, injury, etc.?   

 



103 

[If Q7=Individual Coverage Skip to Q17] 
 

16.  How about the others members of your household who are covered by the Small 
Business Plan -   
Since January [OR the last time we talked in __ INSERT MONTH of FIRST CALL] 
approximately how many times have they seen a provider seen a provider for care other 
than routine or preventive, such as a problem, illness, injury, etc.? 

 

O QUESTION NOT APPLICABLE – no other members covered 

[If Q15 and 16 = Zero, Skip to Q18] 
 

17. Can you briefly describe the reasons, problem(s), illnesses or injuries for which you sought 
care? [ONLY APPLIES TO QUESTION 14; Record verbatim response] 

 
 
 

18. Since January [OR the last time we talked in __ INSERT MONTH of FIRST CALL] how 
many times have you been to the emergency room? 

 
[If Q7=Individual Coverage Skip to Q20] 
 

19.  How about the others members of your household who are covered by the Small 
Business Plan -   
Since January [OR the last time we talked in __ INSERT MONTH of FIRST CALL] how 
many times have they been to the emergency room? 

O QUESTION NOT APPLICABLE – no other members covered 

 
[If Q18 & 19 = zero, SKIP to Q20] 
 
20. Why did you go to emergency room rather than a doctor’s office? [DO NOT READ  -

RECORD VERBATIM – CODE ANSWER LATER] 
 
 
 

O QUESTION NOT APPLICABLE – no emergency room visits 

O My illness or injury made it absolutely necessary to go to the ER. 

O I was unsure about the nature of my injury or illness so I went to the ER. 
O I do not have a regular doctor/provider. 
O The wait time to get a doctor appointment. 

O 
My work schedule or transportation needs make it difficult for an appointment during my 
doctor's regular office hours. 

O Other - specify: [Record verbatim response] 
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21. Overall, has your health improved, stayed the same, or worsened since January?  
[OR the last time we talked in __ INSERT MONTH of FIRST CALL] 

O IMPROVED 

O STAYED THE SAME 

O WORSENED    

22. How would you rate your health since January [OR the last time we talked in __ INSERT 
MONTH of FIRST CALL]   would you say….       
[Read the options] 

O Excellent O Fair 

O Very good O Poor 

O Good O Very poor 
 

23. Now, I’m going to ask about difficulties getting health care.   
Since January [OR the last time we talked in __ INSERT MONTH of FIRST CALL], 
would you say you have experienced difficulties getting the health care you need 
[Read the options] 

O Often  

O Infrequently  [SKIP TO Q25] 

O Never   [SKIP TO Q25] 

 
24. Can you please describe the nature of the difficulties?  [Record verbatim response] 

O QUESTION NOT APPLICABLE – no difficulties 

___________________________________________________________________________

___________________________________________________________________________ 

 
25. Has your access to health care improved, stayed the same, or worsened since 

January? 
[OR the last time we talked in __ INSERT MONTH of FIRST CALL] 

O Improved 

O Stayed the same 

O Worsened 

26. Is there anything you want to add about your experience with the Small Business Plan 
since enrollment [OR the last time we talked in __ INSERT MONTH of FIRST CALL] 
[Record verbatim 
response]______________________________________________________________ 

 
The next telephone interview will take place in about 3 months (mid to late October).  Can we 
schedule a good day and time for that call now?______________________________ 
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Appendix J:  West Virginia Small Business Plan 
Comments Employee (Member) Telephone Panels  

 
Time 1 call Question 10 - Other major reason dissatisfaction costs 
o “Both is too high; The premiums cost me $128/week and the deductible is $2,000 per 

person/per year. That's $6,000 a year for me. The premiums and deductible are way too 
high.” 

 
Time 1 call Question 12 - Other major reason for dissatisfaction benefits 
o “With that high deductible, it doesn't cover anything - I can't get any services.” 
 
Time 1 call Question 17 - Describe problems, illness, injury for which you sought care 
o “I had surgery again 

this year.” 
o “Sinus infection” 
o “DTS=declined to say” 
o “Knee surgery. I don't 

remember exactly -- I 
think it was sinus 
trouble. She has 
ongoing trouble.” 

o “Injured wrist & ear 
infection” 

o “DTS; "don't feel 
comfortable giving that 
over the phone to a 
stranger" 

o “Poison Ivy reaction 
needed Rx drugs to 
treat it.” 

o “Allergies, bronchitis, 
mole removed” 

o “Reconstructive foot 
surgery (spouse)” 

o “Back issues -- 
chiropractic visits” 

o “Son: sick with kid 
stuff--my wife took him 
in. I think it might have 
been ear infections.” 

o “Laparoscopy -- for 
blocked bile ducts, 
then had to have gall 
bladder 
removed/surgery” 

o “Follow-up for kidney 
stones” 

o “Stomach virus” 

o “I had knee surgery a 
while back.” 

o “Torn tendon in foot” 
o “Remove stitches from 

head-was covered by 
Workers' Comp” 

o “Follow-up to ER visit” 
o “Allergic reaction; hair 

fell out, blood 
pressure” 

o “Allergies, respiratory 
problems” 

o “Kidney stone”

 
Time 1 call Question 26 Misc Comments 
o “Hard to say anything because I've never used it.” 
o “It's paid for by my employer. I would like to see coverage for well visits-preventive care.” 
o “For the type of insurance that it is, the premiums are pretty excessive because we at the 

office -- I'm the office manager -- carry ~ $3,000 premium for carrying it. That and the well 
visit coverage are the only things.” 

o [Confused-didn't know what WV Small Business Plan was]. “No experience with the plan so 
nothing to add.” 

o “The deductibles are way too high. It's absolutely crazy to have a $2000 deductible for 2 
people per year. It's a $1000 deductible per person. My employer pays all the cost except 
the deductible and that's the only part I'm dissatisfied about. $178 was reasonable to add my 
son considering the cost of health insurance these days.” 

o [Didn't know what WV Small Business Plan was]  “No complaints, I am very satisfied.” 
o “No, not exactly. Originally we weren't sure how the coverage would be but we've been real 

pleased.” 
o “Not really. We've been real satisfied with it. It's a lot cheaper than the regular BCBS 

program, so we're happy. I mean no one wants to pay for health insurance but I'm saving 
$100 a month with it.” 

o “Too expensive to add wife-premiums are too high if I added her; Cost of premiums 
especially for adding a 30-something woman. It is the first time in 12 yrs. I haven't been able 
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to cover her on my insurance so she is uninsured. I used to have a plan where I worked & it 
was expensive but not as much as this to cover her.” 

o “The office manager pays the cost but the deductibles are way too high!; My only issue is 
that the deductibles are way too high.” 

o “Dissatisfied with benefits because a couple of things weren't covered. Also dissatisfied with 
prescription benefits because amount you pay doesn't get applied to deductible. Poison Ivy 
reaction needed prescription drugs to treat it.” 

o “I'm so glad they finally did it; it's a wonderful opportunity for small businesses. I hope they 
will expand it to other insurances. Will someone other than BCBS offer it in the future?” 

o “Been very satisfied with it. Have had no problem; everything has gone pretty smooth” 
o “Even though my boss splits the premium, the deductible so high that by the time I pay out 

all of this it is the end of the plan year and I don't even get to use the 80% coverage of the 
benefits; Also prescription co-pays are too high compared to what I used to have; Difficulty 
getting physician ordered mammograms covered. if they have been denied, I have difficulty 
getting the right person during the appeal process; people I talk too can't help me, denied by 
Blue Cross because I’m under the recommended age; Overall been good, issue with Dr. 
ordered preventive services being denied because of age - seems like it would be better to 
cover preventive services like mammogram than waiting and I end up with cancer and they 
have to pay more for that treatment.” 

o “They just need to offer a doctor visit co-payment to the plan. I'm a broker and I support the 
plan, by the way.” 

o “Can't answer about satisfaction with costs because my boss pays for all of it-out of pocket 
costs are fine.” 

o “Yes, I would like them to cover 1 annual physical a year. I think it's good preventive care 
and they don't pay for it. And I need to talk to my insurance agent about dental coverage. I'd 
like to be able to get that for my family and maybe I can if I just ask.” 

o “Originally had individual and children but the "kids are out of the house now"; I've been 
pleased--haven't had any trouble. Even my health care provider hasn't had problems--
except with some ID numbers once. I've been with different small business plans for the last 
7 years and this is the best one.” 

o “May not be related -- cost of dental plan great but only pay for services at certain times of 
year.” 

o “Employer pays all of premium.;Never had to use it.” 
o “Just that deductibles are huge for what I pay every month” 
o “Meets my needs for individual.” 
o “My employer says the premiums are very high, I don't really see the costs though.” 
o “Don't know, been with company for 28 years and don't know when it switched to small 

business. I think family coverage should be rated per person; it's not fair that I have to pay 
as much as an employee with 6 kids when I have only 1 kid. And I received a cancellation 
for my son who just turned 19, even though state law says he's covered until he's 25. The 
prescription coverage should be 90-day through MedCo, not 30-day/30-day/30-day; you'd 
save money like that” 

o “I've never had to use it.; I had to get stitches in my head-it was really bloody, pretty much 
an emergency. I couldn't wait for a doctor's appointment. I think it's a good thing; with the 
cost of insurance now, it's the only way businesses can afford to do it for their employees.” 

o [Didn't know what WV Small Business Plan was]; “Premiums are too high-used to be 
satisfied with costs when first signed up but not now” 

o “That deductible is just too high. I'm a single party and unless I'm really ill in the hospital, I'm 
never gonna make $1000 deductible so that doesn't help me. It really only helps these 
women who stay at home popping out babies. They're uneducated and don't work and we 
keep paying for them. I'm wondering when they're gonna give back. The government will 
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give women and children anything and there's a trillion dollars overseas; we need to throw 
that guy in the White House out on his ear. Just the regular, single people working real hard 
everyday need something.” 

o “It could always be cheaper though; I've never had to use it.” 
o “Too expensive also frustrated that we have to re-apply each year to get a lower rate” 
 
Time 2 call Question 3 -why no longer enrolled 
o “Wife obtained option for health insurance and it was a lot cheaper.” 
 
Time 2 call Question 10 - Other major reason dissatisfaction costs 
o “Both premiums and deductibles too high” 
o “Premiums and deductibles both too high” 
 
Time 2 call Question 12 - Other major reason for dissatisfaction benefits 
o “Still difficulty getting them to cover screening mammograms because of age.” 
o “Insurance doesn't cover certain providers” 
o “Coverage for prescription drugs” 
o “No real benefit outside of something major happening because of deductible.” 
 
Time 2 call Question 17 - Describe problems, illness, injury for which you sought care 
o “Sinus infection” 
o “Wife: injury to leg - covered by another 

insurance” 
o “Follow-up to my pap smear because of 

results” 
o “Suspicious mole removed” 
o “Spouse: foot surgery” 
o “Chiropractic care for back problems.” 
o “Heart related check-ups; a stress test; 

echo-cardiogram” 

o “Kidney stone” 
o “Son: problem with skin on feet; Wife: 

hospitalization with skin infection had 
numerous follow-up visits” 

o “Head injury-Workers' Comp” 
o “Accidental fall; poison oak rash” 
o “Sinus infection and upper respiratory 

illness” 
o “Family - went to dermatologist for skin 

issues” 
 
Time 2 call Question 24 - Describe nature of difficulties getting care needed 
o “MSBCBS doesn't cover care - they used to pay for chiropractor visits but stopped. They 

said it was maintenance and wasn't covered.” 
 
Time 2 call Question 26 Misc Comments 
o “Makes it nice to know if something happened I have insurance.” 
o “Overall costs of health insurance too high - more unified care overall - not just this plan; 

need more affordable options for average person” 
o “Deductibles way too high.” 
o “No complaints” 
o “Very happy with it.” 
o “Deductibles too high - would have to have major illness before it would cover anything; 

Because deductibles are so high, don't go to the doctor unless it is absolutely necessary. I 
don't think that's an improvement in health care.” 

o “Very good for small businesses - a good opportunity” 
o “Would prefer a co-pay for doctors visits.” 
o “Don't understand why chiropractor visits twice a month not covered - they pay for 

prescription drugs monthly and would pay for me to take a pill or have surgery but I don't 
want those. I need these visits to be able to function. Other than this issue, I've been 
pleased with it.” 
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o “Had no problems with it.” 
o “Have not used it yet.” 
o “Bothered by issues with not paying certain providers - like the health center or for 

equipment rented after hospital stay” 
o “Haven't used it; Glad it was started-businesses can't afford it any more it is especially good 

for small businesses.” 
o “The fact that the costs go up each year bothers me.” 
o “Should cover new smoking cessation products because it is a preventive type service that 

will improve your health.” 
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Appendix K:  West Virginia Small Business Plan 
Provider Mailed Survey Cover Letter & Questionnaire  

 



110 

Provider Mailed Survey Cover Letter & Questionnaire  
 
Please fill-in the circle/dot next to your answer and return the survey in the enclosed 
postage paid envelope. 
 
1. Have you ever participated in the provider network for the West Virginia Small Business 

Plan for employees with 2-50 employees? 
 

O     Yes – Please skip to Question #2   
 
O     No 

 
1a.  If NO, what is the major reason you chose not to participate? 
 

O Reimbursement rates are too low 

O My practice is closed 

O Administrative burden 

O 
 
Other - please specify:  

 
 

2. You indicated in Question #1 that you have participated in the provider network for the West 
Virginia Small Business Plan in the past.  What is the major reason you are no longer 
participating?  

 

O Reimbursement rates are too low 

O My practice is closed 

O Administrative burden 

O 
 
Other - please specify:  
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