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SURVEY QUESTIONS:

Talker Research team members are memibers of the Market
Research Society (MRS) and the European Society for Opinion
and Marketing Research (ESOMAR).

Talker Research is also part of the Transparency Initiative through the
American Association for Public Opinion Research (AAPOR) — to view the
complete methodology as part of this initiative, please visit the Talker Research

Process and Methodoloqgy page.

For more information on the survey or any additional questions, please

contact: questions@talkerresearch.com
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PROJECT NAME:
DR.DONE

SAMPLE: 2,000 Americans who've been seen by a doctor
within the last 12 months

SPLITS: Age, gender and region

Survey Questions:

D1. What is your gender? [ SINGLE SELECT, MAINTAIN ORDER]

Male

Female
Non-Binary
Other

Prefer not to say

KEEP NON-BINARY/OTHER/PNTS IN TOTAL, REMOVE FROM GENDER SPLIT
QSEX. HIDDEN GENDER RECODE

1. Male
2. Female

If D1=1, QSEX=Male
If D1=2, QSEX=Female

D2. What is your age in years?
[NUMERICAL OPEN-END; RANGE 0-99]

[TERMINATE IF UNDER 18]
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D2a. Please select the year in which you were born.
[Dropdown list of years from 2006 to 1925]
[TERMINATE if age and birth year do not align +/- 1year]

QAGE: HIDDEN AGE RECODE BY GENERATION
IF D2a=1997-2006, QAGE=Generation Z

IF D2a=1981-1996, QAGE=Millennials

IF D2a=1965-1980, QAGE=Generation X

IF D20=1946-1964, QAGE=Baby Boomers

IF D2a=1925-1945, QAGE=Silent Generation

D3. Which state do you live in?

[DROP DOWN OF 50 U.S. STATES AND “I DO NOT LIVE IN A U.S. STATE".
TERMINATE IF OUTSIDE THE U.S.]

QRGNb5: HIDDEN REGION RECODE

1. Northeast
Southeast
Southwest
Midwest
West

ok wWN

SQI: Which of the following have you done in the past 12 months? [select all that apply]
RANDOMIZE. ANCHOR LAST1

Gone to the doctors CONTINUE
Bought a car

Bought a house

Rented a car

Gone to the dentist

Got a pet

Got a new job
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None of the above [EXCLUSIVE]

Survey Questions:

1. How many years have you been seeing your current doctor? [Select one]

qa.

-~ ® Q0T

Less than 1 year
1to 3 years

4 to 6 years

7 to 9 years

More than 9 years
Not sure

2. What would cause you to “break up” with your doctor/find a new one? [Select all
that apply] RANDOMIZE. ANCHOR LAST 2

a.

-~ ® Q0 0T
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Long phone hold times

Long appointment wait times

Difficulty getting a hold of the right person

Phone tag

Difficulty scheduling my appointment

Misunderstandings/mistakes (scheduling at the wrong time, sending in the
wrong prescription, etc.)

Impersonal messages (text blasts, irrelevant auto-responses, etc.)

Feeling rushed through my appointment

Not feeling heard or understood

Poor appointment follow-up (easy-to-lose paper instructions, no check-in after
procedures, etc.)

Lack of modern technology (such as telehealth options, digital forms, etc.)
Doctor’s office disorganization

. High staff turnover

Other (please specify)
Not sure [EXCLUSIVE]

3. What would cause you to decide to stay with your doctor/not look for a new one?
[select all that apply] RANDOMIZE. ANCHOR LAST 2

a.
b.

C.

< T

Personalized communication (text messages, phone calls, etc.)
Quicker communication
Spending more time with my doctor
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d. The ability to reach the correct person on the first try

k.

Phone call-free appointment scheduling and confirmation

Text message-based communication (being able to text your office/doctor,
reminders, etc.)

The ability to initiate a text message-based conversation with my practice
No phone hold times

Use of the latest technology and communication methods

Supplying additional reading or information about a diagnosis

Strong online reviews

Other (please specify)

m. Not sure [EXCLUSIVE]

4. Towhat extent do you agree or disagree with the following statement? “There are

things | wish my doctor/doctor’s office did differently.” [select one]

a.
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Strongly agree

Somewhat agree

Neither agree nor disagree
Somewhat disagree
Strongly disagree

5. When going to/interacting with a new doctor’s office, what do you consider to be

“instant turn-offs” (things that make you not like the office, debate whether you'll
come back, etc.)? [Select all that apply] RANDOMIZE. ANCHOR LAST 2

a.

-~ ® o0 0T
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j-
k.
l.

Generic, impersonal inquiries/messages

Generic, impersonal chatbot/Al interactions
Inability to speak with a human

Playing phone tag with staff

Inability to communicate via text message

Only being able to communicate with the office by phone call
Difficulty scheduling my appointment

Waiting to have my first appointment

Lot of people sitting in the waiting room

Inattentive nurses/aids

Repeating myself (medical history, symptoms, etc.)
Other (please specify)

m. Not sure [EXCLUSIVE]

< T
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6. Inyouropinion, what are the worst parts of finding or switching to a new doctor’'s
office? [Select all that apply] RANDOMIZE. ANCHOR LAST 2
a. Ensuring that they take my insurance/are cost effective
Establishing trust and rapport with the doctor
Giving my history to the nurses
Scheduling the first appointment
Questioning the quality of the care | will receive

-0 Qo0 T

Playing phone tag
Long phone hold times

J @

No appointment reminders or confirmations

Unclear or hidden costs of care

j. Other (please specify)
k. Not sure [EXCLUSIVE]

7. [SLIDER] How many minutes are you willing to wait on hold to schedule an
appointment with a new doctor’s office before hanging up and trying a different
one? [Slider scale]

a. Less than1minute
b. [SLIDER SCALE FROM 1 MINUTES TO 30+ MINUTES]
c. Not sure

For DP Use Only:

Less than 1 minute

1 - 5 minutes

6 — 10 minutes

11 =15 minutes

16 — 20 minutes

21 -25 minutes

26 ore more minutes

8. Inyour opinion, how many minutes should it take to schedule a first appointment
with a new doctor? [Select one]
a. Less than 3 minutes

b. 3to 5 minutes
C. 6to 8 minutes
d. 9to12 minutes
e. 12to 15 minutes
i
research
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16 to 18 minutes
19 to 21 minutes
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22 to 24 minutes
25 to 27 minutes

j- 28 to 30 minutes
k. More than 30 minutes
. Not sure

9. Inyouropinion, how many minutes, on average, should a new doctor spend with
you during a first appointment? [Select one]
a. Lessthan 3 minutes
3 to 5 minutes
6 to 8 minutes
9 to 12 minutes
12 to 15 minutes

-~ ® 00T

16 to 18 minutes
19 to 21 minutes

> @

22 to 24 minutes
25 to 27 minutes

j- 28 to 30 minutes
k. More than 30 minutes
. Not sure

10. How much stress do you feel when needing to make the initial cold phone call to a
new doctor’s office? [Select one]
a. Alot of stress
b. Alittle bit of stress
c. Not much stress
d. No stress at all

1. What method of communication do you/would you prefer to use when contacting a
new doctor’s office for the first time? [Select up to 2] RANDOMIZE. ANCHOR LAST 2
a. Text message

b. Email
c. Phone call
d. Webchat
e. Other (please specify)
I
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f.

Not sure [EXCLUSIVE]

12. [SLIDER] When seeing a new doctor for the first time, how many minutes into the

appointment do you decide whether or not you'll come back? [Slider scale]

a.
b.

[SLIDER SCALE FROM LESS THAN 5 MINUTES TO MORE THAN 60 MINUTES]

Not sure

13. How satisfied or unsatisfied are you with your current doctor/doctor’s office? [Select

one]
a.
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Very satisfied

Somewhat satisfied

Neither satisfied nor unsatisfied
Somewhat unsatisfied

Very unsatisfied

14. [SHOW IF Q13 = D OR E] Why are you unsatisfied with your current doctor’s office?
[select all that apply] RANDOMIZE. ANCHOR LAST 2

a.

-~ ® Qo0 T
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It's too difficult to make/get an appointment

My doctor’s office is too difficult to get a hold of
They don’t have enough time to spend with me
They don’t use the most up-to-date methods of communication
They don’'t use the most up-to-date technology
They are understaffed/stretched too thin

| don't get frequent/consistent communication

| don’t get personalized responses to my questions
It's too hard to ask them a question

Other (please specify)

Not sure/prefer not to say [EXCLUSIVE]

15. To what extent do you agree or disagree with the following statement? “I'd be willing

to break up with my doctor.” [select one]

qa.

® 9 60 T
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Strongly agree

Somewhat agree

Neither agree nor disagree
Somewhat disagree
Strongly disagree
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16. How likely or unlikely are you to answer automated phone calls from your current
doctor’s office (appointment reminders, practice hours, etc.)? [Select one]
a. Very likely
Somewhat likely
Neither likely nor unlikely
Somewhat unlikely

©® 20 0 0T

Very unlikely

17. How likely or unlikely are you to view text messages from your current doctor’s office
(appointment reminders, appointment follow-up, etc.)? [Select one]
a. Very likely
Somewhat likely
Neither likely nor unlikely
Somewhat unlikely

® 2 0 T

Very unlikely

18. After an appointment, what types of follow-up communication would encourage
you to return to that doctor’s office? [Select all that apply] RANDOMIZE. ANCHOR
LAST 2

a. Phone calls from staff asking how | am doing

Text messages from staff asking how | am doing

Additional information about my diagnosis/issues

Questions/surveys about my experience with the doctor/at the office

Personalized reminders

-~ ® Q0T

Other (please specify)
Nothing in particular [EXCLUSIVE]

Q@

19. In general/daily life (not in terms of health care, when needing to contact a
business, schedule an appointment, etc.), which of the below would you prefer to
communicate with? [Select one]

a. Areal person

b. Chatbot/Al with no customization to my situation

c. Chatbot/Al with responses that are customized to my situation
d. Not sure

20. When dealing with your health care (scheduling appointments, getting resulits,
etc.), which of the below would you prefer to communicate with? [Select one]
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A real person

Chatbot/Al with no customization to my situation

Chatbot/Al with responses that are customized to my situation
Not sure

21. [SHOW IF Q19 = A] If you were to attempt to communicate with a doctor’s office over

webchat and found it to be a chatbot/Al, how would you react? [Select up to 2]

a.

-~ ® 00T

I'd immediately ask for a real person/type “real person”
I'd call the office instead

I'd try to navigate the chatbot

I'd search for another office entirely

Other (please specify)

Not sure [EXCLUSIVE]

22. When it comes to your health care, how would you like to see Al integrated? [Select
all that apply] RANDOMIZE. ANCHOR LAST 3
a.

-0 Qo0 T
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Appointment reminders

Scheduling appointments

Prescription refills

Follow-up questions/information after an appointment

Upcoming needs (follow-up appointments, yearly exams, etc.)

Recording medical history/bockground

To share records among different doctors

Other (please specify)

No way in particular [EXCLUSIVE]

N/A: I'm uncomfortable with Al being involved in my healthcare [EXCLUSIVE]

23. When it comes to your health care, what personal touches matter to you? [Select all
that apply] RANDOMIZE. ANCHOR LAST 2
a.

-~ ® Q0 T

«Q
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Personalized in-office interactions (e.g., greeting by name, remembering
personal details)

Remembering certain things about my personal life

Remembering my medical history

Receiving communication from a real person

Ensuring a calm, welcoming environment in the waiting room

Texting with a real person

Personalized treatment plans
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h.

j-

Holiday cards from the office
Other (please specify)
Nothing in particular [EXCLUSIVE]

24.0ver the last 10 years, how many different doctors have you had? [Select one]

qa.

Q@
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1to 2

3to4

5to6

7to8

9to10

More than 10
Not sure

25.How much do you trust technology like Al and chatbots to handle your healthcare
needs? [Select one] Autopunch “E” if Q22=J

a.

b
C.
d

| trust them completely—they enhance care and efficiency.

. I'trust them for simple tasks like reminders and scheduling.

I'm neutral—I see the potential but have concerns.

. I'm skeptical—I prefer human or more personalized interaction for most

healthcare needs.
| don't trust them at all—they feel impersonal or unreliable.

26. What's the biggest improvement you wish all doctors’ offices would make? [Select
up to 5] RANDOMIZE. ANCHOR LAST 2

a.
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j-
k.
l.

Shorter wait times for scheduling and appointments
More transparent billing and pricing

Easier appointment booking (online, text, or app options)
Improved follow-up care and communication

More friendly and attentive staff

Text message-based communications

Ability to text my doctor’s office with questions

No more waiting on hold on the phone

Eliminate phone tag

Make rescheduling easier

Extended office hours (evenings and weekends)
Enhanced use of modern technology (digital forms, telehealth, etc.)

m. Personalized care and attention during visits

<
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n.

O.

p.

Reduced paperwork and faster check-in processes
Other (please specify)
Not sure [EXCLUSIVE]

27. What are the biggest barriers to seeing a doctor regularly? [Select all that apply]
RANDOMIZE. ANCHOR LAST 2

a.

-~ ® o0 0T
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Difficulty getting time off work or other commitments
Long phone hold times to schedule an appointment
High costs or lack of insurance coverage

Concerns about the quality of care or trust in doctors
Fear of diagnosis or medical procedures

Lack of transportation or office location inconvenience
Feeling healthy and not needing regular visits
Confusing or complex scheduling processes
Language barriers or cultural concerns

Negative past experiences with healthcare providers
Other (please specify)

Not sure [EXCLUSIVE]

28.How do you prefer to receive appointment reminders? [Select one]

a.
b
C.
d

29. Have you ever missed an appointment because you didn’t get a reminder? [Select

one]

a.
b.

C.

< T

Phone call

. Text message

Emaiil

. N/A:1don't like to receive them

Yes
No
Not sure/prefer not to say
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