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I. Executive Summary 
The St. Louis Regional Health Commission (STLRHC) sponsored the Gateway to Better Health 

Demonstration Project – Patients Survey.  In partnership with the State of Missouri, STLRHC operates 

the Gateway to Better Health Demonstration, which is an 1115 waiver granted by the Centers for 

Medicare and Medicaid Services (CMS) that authorizes a pilot coverage model.  Enrollees select a 

primary care home from five community health centers that coordinate additional outpatient care with 

covered specialists. For the survey, a representative sample of Gateway enrollees (1,202) completed the 

surveys via a telephone interview, representing a 32% response rate from those contacted. 

The Gateway to Better Health program enrollees believe the program is having a positive impact on 

their health.  Majorities report they are satisfied with quality of the care they have received and would 

recommend Gateway to friends or family members.  They are “not confident” that they would be able 

to maintain the same level of health if the Gateway program were no longer available.  Many were 

uninsured prior to Gateway and delayed getting health care due to cost, which could account for their 

lack of confidence in obtaining care if the program were no longer available.  The survey reveals some 

key findings of particular interest. 

Participants’ Prior Insurance Status and Access to Health Care 
The large majority of Gateway enrollees (82%) were uninsured prior to being enrolled in the Gateway 

program.  Just 18% were covered by health insurance prior to Gateway enrollment. Prior to enrollment, 

delaying health care was common among participants.  A majority (57%) report it had been a year or 

longer since they saw a medical provider for a check-up or other routine care, with 27% reporting it had 

been three years or more.  Those who were uninsured prior to Gateway enrollment are more likely not 

to have seen a doctor for a considerable period of time. 

In addition, majorities of respondents report they did not get specific types of care because of the cost, 

including: 

¶ 79% who did not get routine dental care; 

¶ 74% who did not see a doctor when sick; 

¶ 74% who did not fill a prescription; 

¶ 72% who skipped a medical test, treatment or follow-up recommended by a doctor 
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Incidence of skipping these types of care is even higher among Gateway participants who were 

uninsured prior to their enrollment, those who describe their physical health as fair or poor, those with 

a chronic health condition, and those taking prescription medications. 

Among those who report delaying or not getting care prior to enrollment in Gateway, 73% describe it as 

a “big problem” while just 17% say it was a “small problem” and 9% say it was “not at problem at all.”   

Current Health Status 
One-third of Gateway enrollees rate their overall physical health as excellent or very good, while an 

additional 35% say it is good.  Twenty-nine percent say their physical health is fair or poor. About two-

thirds of respondents (68%) report at least one chronic health condition, such as high blood pressure, 

diabetes, or arthritis.  The largest share of respondents have high blood pressure (43%) or arthritis 

(21%).  

A majority of respondents (59%) currently take or need prescription medication to manage a long-term 

or chronic condition.  In addition, more than one in three respondents (37%) have a physical or medical 

condition that seriously interferes with their ability to work, attend school, or manage their day-to-day 

activities. 

Gateway Impact on Health 
An important purpose of the survey was to gauge the impact, if any, that the Gateway program is having 

on enrollees’ health.  A majority of participants (56%) say their overall physical health has improved 

since enrollment in the Gateway program.  A larger share of those with a chronic condition report 

improvements in their physical health since enrolling in Gateway, than those without these conditions 

(60% v. 46%). 

Respondents were also asked about improvements in their mental or emotional health since enrolling in 

the Gateway program.  One-third (36%) say that their mental or emotional health is better, while the 

majority (59%) say it has stayed the same. 

Those with chronic health conditions, those who have had help coordinating their care, those who have 

been seen in the past three months at the health center, and those who delayed care are all more likely 

than their counterparts to say their mental or emotional health has improved since enrollment in 

Gateway. 

Gateway enrollees were asked about other impacts enrollment in the program may be having on their 

health.  Strong majorities say they “strongly agree” with each of the statements: 
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¶ Helps you follow the treatments your health provider recommends (74%) 

¶ Makes it easier to coordinate all your health care (74%) 

¶ Helps you to make better decisions about your health and wellness (74%) 

¶ Helps you lead a healthier life (74%) 

¶ Helps you feel more in charge or your health (73%) 

In addition to impacts on health, 30% of respondents say being enrolled in Gateway has had a “big 

impact” on their ability to find or keep a job.   

Gateway participants were asked to put into their own words what about the program has been most 

helpful to them, and what needs to be improved.  Many enrollees say the ability to see a doctor and 

obtain treatment at a low-cost is most helpful to them.   

ά.eing able to go and have my blood pressure checked and my cholesterol checked. I 

would not have been able to do that before the GŀǘŜǿŀȅ ǇǊƻƎǊŀƳΦέ 

ά.eing able to see the doctor and not having a whole lot of out-of-pocket expenses. 

Without Gateway, I don't know what kind of insurance I would or could have.έ 

ά.efore I had insurance through Gateway, I would not go to the doctor. Now that I do 

have insurance, I don't have to be afraid to calƭ ŀƴŘ Ǝƻ ǘƻ ǘƘŜ ŘƻŎǘƻǊΦέ 

Gateway enrollees were also asked what could be improved in the program.  Many responses focused 

on administrative aspects such as scheduling. Others emphasized the need to expand coverage. 

ά!ppointment times and schedules and being able to get someone in a little quicker 

than they doΦέ 

ñThe location of providers and the number of providers.ò 

ñI think they need to cover mental health.  There are a lot of people with mental issues 

that are not getting the help they need. They also need to add dental services.ò 

Concern if Gateway Ended 
Gateway participants are concerned that they would not be able to continue to receive health care if the 

Gateway program ended.  Majorities say they are “not confident” about each of the following: 

¶ You could afford prescription medicines (84%)  

¶ You could afford to see a doctor (83%) 

¶ You could find quality medical care (74%) 
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Additionally, six in ten say they are “not confident” their overall health would stay the same. 

Gateway Health Centers 
Overall, Gateway enrollees are satisfied with the care they are receiving.  Seven in ten participants say 

the quality of the health care they receive from Gateway is “excellent” (41%) or “very good” (28%).  Nine 

in ten enrollees are satisfied with the care they receive at their particular health center, with 68 percent 

saying they are “very satisfied”.  Three-quarters (76%) report they are “very likely” to recommend their 

health center to a friend or family member.   

Several groups of interest are more likely than others to say they are very satisfied with their health 

center and very likely to recommend their health center to others: respondents who report improved 

health since enrolling in Gateway, who have had help coordinating their care, and those who were 

uninsured prior to enrollment.   

Seven in ten say it is easy to get an appointment at the health center when they need one.  In addition, 

large majorities report satisfaction with the medical staff at their health center.  When asked how well 

each statement describes the staff, majorities say “very well” for each:  

¶ The staff explains thing in way that is easy to understand (82%)  

¶ The staff shows respect for what you have to say (81%) 

¶ They listen carefully to you (80%) 

¶ They involve you in decisions made about your medical treatments (78%) 

¶ They spend enough time with you (75%) 

Specialist Visits 
Fifty-five percent of program participants have visited a specialist doctor.  Among those referred to 

specialists, a large majority (86%) report that it is easy to get a referral, including 60% who describe the 

process as “very easy.”  In addition, eight in ten (80%) of those referred to specialists say it is easy to 

schedule an appointment, including 55% who describe the process as “very easy.”   

As was the case with the specific health centers, majorities of those who have visited a specialist report 

the statements describe the medical staff at the specialist office “very well”. 

¶ The staff explains things in way that is easy to understand (86%)  

¶ The staff shows respect for what you have to say (86%) 
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¶ They listen carefully to you (84%) 

¶ They spend enough time with you (82%) 

¶ They involve you in decisions made about your medical treatments (81%) 

Emergency Room Use 
A majority of survey respondents (60%) report they have not visited the emergency room since enrolling 

in the Gateway program.  About one in five (19%) report just one ER visit, while one in ten (12%) 

respondents have visited an ER three or more times during their Gateway enrollment.  The most 

commonly cited reason for going to the ER is the problem was too serious for a doctor’s office (69%). 

Nearly one-half of Gateway enrollees who have visited an emergency room since entering the program 

believe that none of their ER visits could have been treated by their health center (48%).   

One-half of all survey respondents (52%) report visiting the emergency room less often since enrolling in 

Gateway, and just 4% say they go to the ER more often.   

Hospitalization 
Since enrolling in Gateway, just 16% of survey respondents report they been a patient in a hospital 

overnight or longer.  Of those who have been hospitalized since enrolling in the program, almost eight in 

ten (79%) say that at least one of their stays in the hospital began with a visit to the emergency room.   

Respondents who have been hospitalized since enrolling in Gateway were asked how easy or hard it was 

for them to coordinate various aspects of their care after their release.  Majorities of these respondents 

report that coordinating aspects of their care such as medication and follow-up appointments was easy. 

¶ Getting an appointment to see your primary doctor for a follow up (82%) 

¶ Getting the medicines that the hospital doctor had prescribed for you (75%) 

¶ Getting an appointment to see a specialist doctor (72%) 
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About the Survey 
These are among the findings of a survey sponsored by the St. Louis Regional Health Commission.  The 

survey included telephone interviews with a representative sample of 1,202 Gateway to Better Health 

program enrollees.  The survey, conducted by Princeton Survey Research Associates International, asked 

questions about the respondent’s use of Gateway program benefits, their opinion and attitudes towards 

the program, as well as the impact the program is having on their health.  Interviews were conducted 

from September 22-October 11, 2014.  

The margin of sampling error for results based on total sample at the 95 percent level of confidence is 

plus or minus three percentage points.  Question wording and the practical difficulties in conducting 

surveys can also introduce error in survey estimates.  A description of the survey methodology and a 

questionnaire annotated with the survey results are included in the appendix that follows the detailed 

findings.  
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II. Background of Survey Participants 

Participant Demographics 
The 1,202 Gateway program enrollees who responded to the survey closely mirror the total Gateway 

enrollee population.  The final sample is 55% female and about three-quarters African-American (76%).  

Respondents range in age from 18 to 64, with a median age of 48 years-old.  A majority of respondents 

(83%) have graduated from high school, and 37% are employed either full- or part-time.  Most are 

unmarried (85%) and have no children under age 18 (67%).  Virtually all survey respondents (97%) 

report that English is the language they mainly speak at home.  The table below summarizes the key 

demographic characteristics of survey respondents.   

Table 1: Demographic Makeup of Survey Respondents 

Male 45% 

Female 55% 

  

18-29 17% 

30-39 16% 

40-49 23% 

50-64 43% 

  

Less than high school 16% 

High school graduate 40% 

Some college or more 43% 

  

White 19% 

African-American 76% 

Asian 1% 

Other/Mixed race 2% 

  

Married/Living with partner 14% 

Not married 85% 

  

Parents of children under 18 32% 

Non-parents 67% 

  

Employed full-time 11% 

Employed part-time 26% 

Not employed for pay 62% 

 

Participant Tenure in Gateway to Better Health  
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40% 

13% 

16% 

17% 

14% 

Length of time enrolled in Gateway 

24 mos or more 

18-23 mos 

12-17 mos 

6-11 mos 

0-5 mos 

Survey respondents’ tenure in the Gateway program ranges from brand new enrollees to those who 

have been in the program for more than 

two years.  Their median length of 

enrollment in Gateway is 19 months.   

Asked the MOST important reason for 

enrolling, about half (47%) say that 

Gateway made healthcare affordable, 

20% say they enrolled because they lost 

their health insurance, and another 18% 

say getting sick was the main reason they 

enrolled.  About one in ten (11%) enrolled 

because their doctor encouraged them to.   

Getting Care Prior to Gateway 
Fewer than one in five Gateway participants (18%) 

report having health insurance prior to enrolling in the 

program, with 82% reporting being uninsured at that 

time.  The demographic subgroups that are 

particularly likely to report being uninsured prior to 

enrollment are men, older participants, and those 

who do not have a high school diploma (see Table 2). 

In addition, to demographic differences, health status 

is also related to one’s insurance status prior to 

Gateway enrollment.  Those of poorer health are 

more likely than others to report being uninsured 

prior to their enrollment in Gateway (see Table 3).  

  

Table 2: Percent Uninsured Prior to 
Enrollment 

Total 82% 

  

Men 85%* 

Women 79% 

  

18-29 66% 

30-39 81%* 

40-49 88%* 

50-64 85%* 

  

Less than high school 89%* 

High school graduate 83% 

Some college or more 78% 

*Throughout the report, the asterisk identifies 

groups that represent a statistically significant 

difference in response at the 95% level of 

confidence. 
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Table 3: Percent Uninsured Prior to Enrollment 

Total 82% 

  

Physical Health is Excellent/Very good 79% 

Physical Health is Good 80% 

Physical Health is Fair/Poor 87%* 

  

Have chronic health condition(s) 85%* 

No chronic health condition(s) 75% 

  

Take prescription medicine(s) 85%* 

Do not take prescription medicine(s) 76% 

 

Among those who were uninsured prior to enrolling in Gateway, a majority (72%) say that not being able 

to afford private insurance is the main reason they were uninsured.  Another 17% report that losing 

their job or exhausting COBRA benefits is the main reason they had no insurance at that time.  For 6%, 

the main reason for being uninsured is working for an employer that did not offer health insurance.    

A substantial majority (88%) of survey respondents who were uninsured prior to enrolling in Gateway 

report being uninsured for at least one year, including 60% who had been uninsured for three years or 

more.  Male respondents appear to be at slightly higher risk for lengthy periods of being uninsured; 

among the uninsured, men are significantly more likely than women (66% v. 54%) to have been 

uninsured for three years or more prior to enrolling in Gateway. 

Looking at those who did have health insurance when they enrolled in Gateway, roughly half (52%) were 

covered by Medicaid/MO HealthNet, and another 34% were covered by an employer-provided plan.  

Those covered by Medicaid/MO HealthNet prior to enrollment are disproportionately female, under age 

50, African-American and parents of children under 18.  Those covered by an employer-provided plan 

prior to enrolling in Gateway are disproportionately male, age 50-64, and white.    

Delays in Routine Care Prior to Enrollment in Gateway 
Prior to enrolling in the Gateway to Better Health program, many respondents were not getting regular 

medical care.  For a majority (57%), their most recent doctor’s visit was at least one year prior to 

enrolling, including 27% who had not seen a doctor for at least three years before being enrolled in 

Gateway.  Four in ten survey respondents (42%) report that prior to enrolling in Gateway, their most 

recent visit to a doctor or other healthcare provider for routine care had been within the past year.   



12 

Whether one delayed routine care prior to being enrolled in Gateway appears to be more a function of 

their insurance status at the time than their health status.  Gateway enrollees who were insured prior to 

becoming participants in the program are much more likely than those who were not insured (57% v. 

38%) to have seen a doctor within the year prior to enrollment.  In contrast, participant’s physical health 

rating and whether they have a chronic health condition have no impact on whether they delayed 

routine care prior to being enrolled in Gateway. 

Delays in care prior to becoming a Gateway 

participant are also related to an individual’s age, 

gender and employment status (see Table 4).   

In addition to not seeing a doctor for routine care, 

large majorities of respondents report that prior to 

enrolling in Gateway, there were times they did not 

see a doctor when they were sick (74%), did not fill 

a prescription for medicine (74%), or skipped a 

medical test, treatment or follow-up recommended 

by a doctor (72%).  Eight in ten (79%) report not 

getting routine dental care prior to enrolling in the 

program.  These figures are even higher among Gateway participants who were uninsured prior to their 

enrollment, those who describe their physical health as fair or poor, those with a chronic health 

condition, and those taking prescription medications (see Table 5). 

  

Table 4: Percent Who Did Not See a Doctor for 
Routine Care for 3+ Years Prior to Enrolling in 

Gateway 

Total 27% 

  

Men 32%* 

Women 23% 

  

18-29 15% 

30-39 18% 

40-49 30%* 

50-64 33%* 

  

Employed Full or Part Time 22% 

Not employed 30%* 
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Table 5: Groups Most Likely to Report NOT Getting Care Prior to Enrolling in Gateway 

% of each group who say that 
before enrolling in Gateway, there 
were times theyΧ 

Did not get 
routine dental 

care 

Did not go see a 
doctor when they 

were sick 

Did not  
fill a 

prescription  

Skipped a 
recommended test, 

treatment,  
or follow-up   

Total 79% 74% 74% 72% 

     

Uninsured prior to enrollment 81%* 78%* 77%* 75%* 

Insured prior to enrollment 66% 57% 61% 59% 

     

Physical health is fair/poor 81% 82%* 81%* 76%* 

Physical health is good 80% 73% 74% 72% 

Physical health is excellent/very 
good 

76% 70% 68% 68% 

     

Have chronic health condition(s) 81%* 78%* 80%* 78%* 

No chronic health condition(s) 74% 66% 62% 59% 

     

Take prescription medicine(s) 81% 78%* 79%* 77%* 

Do not take prescription 
medicine(s) 

76% 69% 66% 65% 

 

Among those who report delaying or not getting care prior to enrollment in Gateway, 73% describe it as 

a “big problem,” while just 17% say it was a “small problem,” and 9% say it was “not at problem at all.”  

Those who were uninsured and in poor physical health were more likely to report delays in care were a 

“big problem” (see Table 6).   

Table 6: Percent of Each Group Who Say Delays in Care  
ƻǊ bƻǘ DŜǘǘƛƴƎ /ŀǊŜ ²ŜǊŜ ŀ ά.ƛƎ tǊƻōƭŜƳέ  

Before Enrolling in Gateway 

Total  73% 

  

Uninsured prior to enrollment 76%* 

Insured prior to enrollment 59% 

  

Physical health is fair/poor 81%* 

Physical health is good 72% 

Physical health is excellent/very good 66% 

  

Have chronic health condition(s) 78%* 

No chronic health condition(s) 62% 

  

Take prescription medicine(s) 79%* 

Do not take prescription medicine(s) 64% 
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Respondents’ Current Physical and Mental Health 
Asked to rate their current physical health, 35% of respondents describe their health as excellent or very 

good, another 35% say their health is good, and 29% describe their health as fair or poor.  Self-ratings of 

mental and emotional health are slightly more positive than ratings of physical health, with 51% 

describing their current mental health as excellent or very good, 27% saying good, and 21% saying just 

fair or poor. 

About two-thirds of respondents (68%) have a chronic health condition such as high blood pressure, 

diabetes, or heart disease, and almost as many respondents (59%) currently take or need prescription 

medication to manage a long-term or chronic condition.  In addition, more than one in three 

respondents (37%) have a physical or medical condition that seriously interferes with their ability to 

work, attend school, or manage their day-to-day activities. 

Respondents’ health ratings and profiles vary considerably by age and race (see Table 7).  

Table 7: Health Profile of Survey Respondents 

% ƻŦ ŜŀŎƘ ƎǊƻǳǇ ǿƘƻΧ 

Describe their 
physical health 
as fair or poor 

Describe their 
mental health 
as fair or poor 

Have a chronic 
health 

condition 

Take/need 
prescription 

medication for 
a chronic or 
long-term 
condition 

Have a physical 
or mental 

condition that 
interferes with 

daily life 

Total 29% 21% 68% 59% 37% 

      

18-29 9% 15% 35% 25% 18% 

30-39 27%* 14% 58%* 49%* 27%* 

40-49 34%* 26%* 75%* 69%* 42%* 

50-64 36%* 24%* 81%* 70%* 46%* 

      

White 39%* 36%* 75%* 71%* 55%* 

African-American 27% 18% 66% 55% 33% 
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41% 

28% 

20% 

8% 2% 
1% 

Overall, how would you rate the quality of care you 
have received through Gateway? 

Excellent 

Very good 

Good 

Fair 

Poor 

DK/Ref 

III. Perceptions of Gateway and its Impact on Health 
Survey respondents rate the care they receive through Gateway with high marks.  Nine in ten (89%) say 

the quality of care they receive through Gateway as at least “good”.  Four in ten (41%) rate the quality of 

their care “excellent,” 28% rate it “very good” and 20% say it is “good”.  Very few (10%) give their care in 

the program ratings of “fair” or “poor.”     

Respondents who give their Gateway 

care the highest marks are those who 

have had a recent visit to a Gateway 

healthcare provider, as well as those 

who had not seen a doctor for at least 

one year prior to being enrolled in the 

program.  Specifically, participants who 

visited a Gateway healthcare provider 

within the three months prior to the 

survey are slightly more likely than 

those whose last visit was four or more 

months prior (72% v. 64%) to say their 

overall healthcare under Gateway is “excellent” or “very good.”  Enrollees who had not visited a doctor 

for more than a year prior to being enrolled are also slightly more likely than those who had (73% v. 

64%) to rate their care under the program as “excellent” or “very good.” 

As would be expected, Gateway enrollees who report better health since joining the program and those 

who have had help coordinating care also rate the program’s quality of care more positively than others.  

Among those who say their health has improved since becoming part of Gateway, 81% rate the care 

they receive as “excellent” or “very good,” compared with just half (51%) of those who do not report 

better health since joining.  Patients who received help coordinating their care are more likely than 

those who did not (73% v. 64%) to give quality of care ratings of “excellent” or “very good.”    

Ratings across the different health centers are high, while not statistically significant, there is some 

variation.  Seventy-four percent of patients at Family Care Health Centers give ratings of “excellent” or 

“good” on the quality of health care they have received in the Gateway program, while 72% of patients 

at Myrtle Hilliard Davis Health Centers, 70% of patients at Grace Hill Health Centers, and 67% of patients 
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56% 

3% 

41% 

0 

Since being enrolled in the Gateway program, 
do you think your overall physical health is 

better, worse, or has it stayed about the same? 

Better 

Worse 

Stayed the same 

at Betty Jean Kerr People’s Health Centers and St. Louis County Health Centers give similar ratings (see 

Figure). 

 

 

Perception of Health since Enrolling in Gateway 
A majority of survey respondents (56%) report better physical health since enrolling in Gateway, with 

very few (3%) reporting worsening physical 

health.  As was the case with ratings of 

Gateway’s quality of care, respondents who 

have visited a Gateway healthcare provider in 

the three months prior to the survey are 

more likely than those who have not (60% v. 

46%) to report improved health.  Likewise, 

those who had not seen a healthcare 

provider for at least three years prior to 

enrolling in Gateway are more likely than 

those who had had more recent care (64% v. 

53%) to say their health has improved since 

enrollment.   

Older survey respondents are more likely than younger respondents to report positive health impacts 

since joining the program.  Gateway enrollees age 40-64 are more likely than those 18-39 (59% v. 49%) 

67% 

67% 

70% 

72% 

74% 

0% 20% 40% 60% 80% 100% 

Betty Kerr Health Centers 

St. Louis County Health Centers 

Grace Hill Health Centers 

Myrtle Davis Health Centers 

Family Care Health Centers 

Rating the quality of health care received by each health center 

Excellent/Very Good 
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to say their health has gotten better since enrolling in Gateway.  This may be partly due to older 

respondents reporting poorer health overall, leaving more room for perceived improvement with 

consistent care.  This same pattern bears out among enrollees with a chronic health condition, who are 

more likely than others (60% v. 46%) to say their health is better since enrolling in Gateway.   

Asked about their overall mental and emotional health since enrolling, fewer respondents report 

improvement (36%), with most reporting their mental or emotional health has stayed the same (59%).  

Again, very few (5%) report a decline in mental or emotional health since becoming Gateway 

participants.   

Similar to findings regarding physical health since joining Gateway, those most likely to report improved 

mental or emotional health have had a recent visit with a healthcare provider and had delayed care 

prior to joining Gateway.  Enrollees who have visited a provider within the three months prior to the 

survey are more likely than those who have not (39% v. 29%) to report improvement in their mental or 

emotional health.  Moreover, 37% of those who had delayed care prior to enrolling in Gateway report 

improvements in their mental health, compared with 27% of those who did not experience care delays 

before enrolling.       

Also particularly likely to report improved mental health since joining Gateway are the chronically ill 

(38% v. 30% of those without chronic conditions) and those who have had help coordinating their care 

(39% v. 32% of others). 

Specific Benefits of the Gateway Program 
Respondents were asked if they had experienced any of five specific health benefits as a result of being 

enrolled in Gateway.  As the table below indicates, substantial majorities not only agree but “strongly 

agree” that the Gateway program has provided all of these five health benefits.   
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Sizeable majorities of all demographic subgroups in the survey “strongly agree” that Gateway provides 

these benefits to its enrollees, though there are particular groups that stand out on this question (see 

Table 8).   

 

Table 8: Some Groups Are More Likely to Report Specific Benefits of Gateway 

҈ ƻŦ ŜŀŎƘ ƎǊƻǳǇ ǿƘƻ άǎǘǊƻƴƎƭȅ ŀƎǊŜŜέ 
ǘƘŀǘ ōŜƛƴƎ ŜƴǊƻƭƭŜŘ ƛƴ DŀǘŜǿŀȅΧ 

Makes it 
easier to 

coordinate 
all of your 
healthcare 

Helps you 
follow 

treatments 
your health 

provider 
recommends 

Helps you 
make better 

decisions 
about your 
health and 
wellness 

Helps you 
lead a 

healthier 
life 

Helps you 
feel more in 

charge of 
your health 

Total 74% 74% 74% 74% 73% 

      

Most recent visit to health provider  
0-3 months ago 

79%* 78%* 77%* 77%* 78%* 

Most recent visit 4+ months ago 67% 69% 69% 69% 65% 

      

Had not visited a doctor in at least a 
year prior to enrolling 

78%* 79%* 79%* 78%* 79%* 

Had visited a doctor within one year 
of enrolling 

70% 69% 69% 70% 67% 

      

Have received help coordinating care 79%* 80%* 78%* 78%* 77%* 

Have not received help coordinating 
care 

70% 69% 71% 70% 70% 

      

Have chronic health condition(s) 78%* 78%* 77%* 77%* 77%* 

No chronic health condition(s) 67% 67% 68% 67% 67% 

 

73% 

74% 

74% 

74% 

74% 

0% 20% 40% 60% 80% 100% 

Helps you feel more in charge of your health 

Helps you lead a healthier life 

Helps you make better decisions about your health and 
wellness 

Helps you follow treatments your health provider 
recommends 

Makes it easier to coordinate all of your health care 

Do you agree or disagree that the Gateway program... 

Strongly agree 
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In addition to the above health-related benefits, 30% of respondents say being enrolled in Gateway has 

had a “big impact” on their ability to find or keep a job.  Another 9% report a “small impact” while 58% 

say Gateway has had no impact in this area.  More men than women (34% v. 27%) report a “big impact” 

in this area, as do respondents age 40-64 when compared with those 18-39 (35% v. 20%) and those who 

report improved health since enrolling in Gateway when compared with those who do not report better 

health (36% v. 21%). 

Most and Least Helpful Aspects of the Gateway Program 
Gateway participants were asked to put into their own words what about the program has been most 

helpful to them, and what needs to be improved.  Patients felt having the ability to see a doctor and get 

treatment needed was most helpful to them.  In addition, they cited the low costs of prescription 

medicines, and other services as a great benefit.   Some also cited the caring, helpfulness, and quality of 

the doctors and staff at the health centers. 

ά.eing able to go and have my blood pressure checked and my cholesterol checked. I 

would not have been able to do that before the gateway program. ά 

 άLt helps me pay for my medicine. I have high blood pressure and diabetes and I have 

no other insurance and it allows me to see a doctor and get prescriptions cheapΦέ 

άay diabetes program, keeping up with my diabetes plan; they take extra care they 

make sure you are following doctors recommendations and they keep an eye on you 

ǾŜǊȅ ǿŜƭƭΦέ 

άL get lab work and prescriptions that i would never have been able to afford before. ά 

ά¢he part with the specialty departments. I've had good specialty doctors under the 

gateway program and I've been happy with my endocrinologist that was 

recommended through them. It just seems like they have good coverage with good 

quality doctors under the coverage.έ 

ά¢he staff at gateway are helpful with making the payments and informing me about 

appoiƴǘƳŜƴǘǎ ŀƴŘ ƻǘƘŜǊ ƳŜŘƛŎŀƭ ƴŜŜŘǎΦέ 

ά¢ƘŜ ŜŦŦƛŎƛŜƴŎȅ ƻŦ ǘƘŜ ŘƻŎǘƻǊǎΦ  ²hen I get there, the doctor answers all the questions, 

thorouƎƘ ƻƴ ŜȄŀƳƛƴŀǘƛƻƴǎ ŀƴŘ ŦǊƛŜƴŘƭȅΦέ 

Gateway enrollees were also asked what aspect(s) of the Gateway program could be improved.  Many 

responses focused on the administrative aspects of the program, such as scheduling appointments or 

enrollment issues.  Others focused on the need for expanding the program with regards to services 

covered or a larger number of providers and facilities accepting Gateway.  
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ά¢hey need to improve the time between you make an appointment and when you 

actually have the appointment. If I was to call the doctor now it would probably be a 

month before I could see him.έ 

άaaybe to be accepted at all hospitals, not just grace hill and peoples, itΩs 

overŎǊƻǿŘŜŘΣ ǘǿƻ ƳƻƴǘƘǎ ǘƻ ƎŜǘ ŀǇǇƻƛƴǘƳŜƴǘέΦ 

ά¢here are not too many other places that will accept it, only at the centerΦέ 

ά9xpand the emotional and mental health support in the program; provide glasses 

and other services relatedΦέ 

άaaybe more people need to be let in.  Maybe adjust by how much a person makes 

and can afford.έ 

 

Finding and managing care if Gateway ended 
When asked what would happen to their health and healthcare if the Gateway program were to end, 

respondents are not optimistic about the outcomes. Survey respondents were asked how confident they 

would be managing various parts of their healthcare if the Gateway program were to end.  As the table 

below indicates, majorities of respondents report that if the Gateway program ended, they would NOT 

be confident they could afford prescription drugs, afford to see a doctor, find quality medical care, or 

that their overall health would stay the same. 

 

While concerns about losing the Gateway program are high across virtually all survey respondents, there 

are some subgroups that are particularly concerned about what would happen if the program ended 

(see Table 9).    

63% 

74% 

83% 

84% 

35% 

23% 

16% 

15% 

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 

Your overall health would stay the same 

You could find quality medical care 

You could afford to see a doctor  

You could afford prescription medicines 

If the Gateway program ended, how confident are you that...? 

Very/Somewhat confident Not too/Not at all confident 
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Table 9: Managing Your Health if the Gateway Program Ended 

If Gateway ended, % of each group who are 
άƴƻǘ ǘƻƻέ ƻǊ άƴƻǘ ŀǘ ŀƭƭέ ŎƻƴŦƛŘŜƴǘ ǘƘŀǘΧ 

They could 
afford 

prescription 
medicine 

They could 
afford to 

see a 
doctor 

They could 
find quality 

medical 
care 

Their overall 
health 

would stay 
the same 

Total 84% 83% 74% 63% 

     

18-29 68% 70% 57% 47% 

30-39 85%* 85%* 75%* 62%* 

40-49 87%* 85%* 76%* 67%* 

50-64 87%* 86%* 79%* 69%* 

     

White 88%* 87% 84%* 74%* 

African-American 82% 83% 72% 61% 

     

Employed FT or PT 79% 79% 69% 56% 

Not employed 87%* 85%* 77%* 67%* 

     

Most recent visit within 3 months of survey 87%* 86%* 77%* 68%* 

Most recent visit 4+ months prior to survey 76% 77% 67% 54% 

     

Delayed care prior to enrolling in Gateway 87%* 85%* 78%* 67%* 

No delayed care 54% 60% 38% 33% 

     

Had not seen doctor for at least 1 year prior 
to enrolling 

89%* 88%* 79%* 65% 

Had seen a doctor in year prior to enrolling 77% 77% 67% 61% 

     

Have chronic health condition(s) 87%* 86%* 79%* 70%* 

No chronic health condition(s) 76% 76% 64% 49% 

     

Physical health improved since enrolling 86%* 85%* 76% 68%* 

Physical health not improved 80% 79% 70% 56% 

     

Take prescription medicine(s) 88%* 85%* 79%* 74%* 

Do not take prescription medicine(s) 78% 79% 67% 48% 
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45% 

17% 

14% 

15% 

7% 3% 

1% 

Health Center Used Most Often for Primary Care 

Grace Hill  

Myrtle Hilliard Davis 

St Louis County Dept of 
Health 

Betty Jean Kerr 

Family Care  

Other 

Dk/Ref 

IV. Experiences with Gateway Health Centers 
Survey respondents were asked at which health center they get most of their primary care.  Just under 

half (45%) report using Grace Hill 

Health Centers for most of their 

primary care, followed by Myrtle 

Hilliard Davis Comprehensive 

Health Centers (17%), Betty Jean 

Kerr People’s Health Centers 

(15%), Saint Louis County 

Department of Health (14%), and 

Family Care Health Center (7%).  

This distribution is comparable to 

program enrollment at each health 

center. 

Most Recent Visit  
Seven in ten (72%) of survey respondents who use one of the health centers report that their most 

recent visit was within the three months prior to the survey, and another 18% report visiting from four 

to six months prior.   

Groups of enrollees most likely to have had a visit within three months are the unemployed (75% v. 67% 

of employed enrollees), those who have had a specialist referral (79% v. 63% of those without a 

referral), and those who had delayed care 

prior to enrolling in Gateway (73% v. 58% 

who had no delayed care prior to 

enrollment). 

As might be expected, those who report 

poor physical health, chronic illness, and 

prescription medicine use are also 

particularly likely to have visited their health 

center more recently (see Table 10).   

 

Table 10:  Who Visited a Health Center Within  
Past Three Months  

Total 72% 

  

Physical health is excellent/very good 68% 

Physical health is good 70% 

Physical health is fair/poor 79%* 

  

Have chronic health condition(s) 78%* 

No chronic health condition(s) 58% 

  

Take prescription medicine(s) 81%* 

Do not take prescription medicine(s) 59% 
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68% 

24% 

4% 
2% 

Overall, how satisfied are you with the 
care you receive at your health center? 

Very 
satisfied 

Somewhat 
satisfied 

Not too 
satisfied 76% 

18% 

3% 
2% 

How likely are you to recommend your 
health center to a friend or family 

member? 

Very likely 

Somewhat 
likely 

Not too 
likely 

Not at all 
likely 

Ease of Getting Appointment  
Overall, a majority of respondents say getting an appointment at their health center is easy (70%).  

About four in ten (37%) survey respondents who use a health center report that getting appointments is 

“very easy” and another 33% say it is “somewhat easy.”  Just over one quarter (26%) of respondents 

describe the process of getting an appointment as “somewhat” or “very” hard.   

While a majority of patients at all health centers rate the appointment process positively, those most 

likely to say it is “very easy” to get an appointment use Family Care Health Centers (57%) or Myrtle 

Hilliard Davis Comprehensive Health Centers (50%).  In contrast, one-third or fewer describe the getting 

an appointment as “very easy” use Grace Hill Health Centers (31%), St. Louis County Department of 

Health Centers (33%), or Betty Jean Kerr People’s Health Centers (33%).   

Satisfaction with their Health Center 
Gateway enrollees rate their own health centers very positively.  Nine in ten say they are satisfied with 

their particular health center, with the majority saying they are “very satisfied” (68%). In addition, three-

quarters sat they are “very likely” to recommend their health center to a friend or family member. 

 

 

 

 

 

 

 

 

 

 

Overall, respondents who report improved health since enrolling in Gateway are particularly likely to say 

they are “very satisfied” with their health center (77% v. 55% who do not report improved health).  Also 

particularly likely to be “very satisfied” with their health center are enrollees who have had help 

coordinating their care when compared with those who have not (74% v. 61%) and those who were 

uninsured prior to enrollment when compare with those who were insured (71% v. 57%).  Seventy-one 

percent of those with chronic health condition say they are “very satisfied”, compared with 63% of 
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those with no chronic conditions.  These same groups of enrollees are more likely than others to say 

they are “very likely” to recommend their health center to others. 

Looking at specific health centers, a majority of Gateway enrollees from each location report being “very 

satisfied” with the care they receive and that they are “very likely” to recommend their center to others.  

Family Care Health Centers has both the largest percentage of patients reporting being “very satisfied” 

with the care they provide (80%) and that they are “very likely” to recommend Family Care to others 

(85%).    

Relationship with Medical Staff 
Medical staff across the Gateway program receive very high ratings from patients.  The survey asked 

respondents to rate the medical staff at their health center on five key aspects of patient care.  

 

While Gateway enrollees as a whole have positive feelings about the way staff at their health centers 

relate to them, there are a few instances where a specific subgroup of patients feels staff at their health 

center does something particularly well.  For example, the oldest patients (age 50-64) are the most likely 

of all age groups to say that “explaining things a way that is easy to understand” describes staff “very 

well.”  African-American patients are more likely than white patients to say that “they listen carefully to 

you” describes staff at their health center “very well.” 

Across the board, Gateway enrollees who report better health since entering the program and those 

who have had help with care coordination are more likely than those who have not to say that each of 

these statements describe medical staff at their health center “very well.”    

75% 

78% 

80% 

81% 

82% 

0% 20% 40% 60% 80% 100% 

They spend enough time with you 

They involve you in decisions made about your medical 
treatments 

They listen carefully to you 

They show respect for what you have to say 

They explain things in a way that is easy to understand 

How well does each of the following describe the medical staff at your 
health center? 

Very well 
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Satisfaction with Coordination of Care 
About half (51%) of survey respondents report that someone from their health center helped coordinate 

their care among specialists or other health providers.  Among this group, 79% say they are “very 

satisfied” with the help they received, and another 18% report being “somewhat satisfied.”  Just 2% say 

they are “not too” or “not at all” satisfied with the help they received coordinating their care.   

Patients presumably requiring the most care are also the most likely to report receiving help 

coordinating their care from someone at their health center.  Among these are patients age 50-64 (62% 

have received help with coordinated care), the chronically ill (56%), those who rate their physical health 

as fair or poor (57%), and those taking prescription medicines (58%).  It is notable that among those who 

have been referred to a specialist, 72% have received help from someone at their health center 

coordinating their care, and of those, 80% report being “very satisfied” with the help they received.   

V. Specialist Care 
Just over half of survey respondents (55%) have been referred to a specialist doctor at least once since 

enrolling in Gateway.  As shown in the table below, older enrollees are more likely to report being 

referred to a specialist, as are those who had delayed care prior to entering the Gateway program, 

report fair or poor physical health, have a chronic illness, or need prescription medicine for a medical 

issue.    

Table 11: Referred to a Specialist Since Enrolling in Gateway 

Total 55% 

  

18-29 28% 

30-39 52%* 

40-49 51%* 

50-64 69%* 

  

Delayed care prior to enrollment 57%* 

No delayed care 40% 

  

Physical health is excellent/very good 44% 

Physical health is good 54%* 

Physical health is fair/poor 69%* 

  

Have chronic health condition(s) 64%* 

No chronic health condition(s) 36% 

  

Take prescription medicine(s) 65%* 

Do not take prescription medicine(s) 40% 
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Respondents whose main health center is Family Care or St. Louis County are more likely than those 

using other health centers to report being referred to a specialist.  About three-quarters of survey 

respondents from Family Care Health Centers (73%) and St. Louis County Department of Health (74%) 

report being referred to a specialist, compared with about half who use Betty Jean Kerr People’s Health 

Centers (53%), Grace Hill Health Centers (48%), or Myrtle Hilliard Davis Comprehensive Health Centers 

(52%). 

Ease of Getting a Specialist Referral and Scheduling an Appointment 
Among those referred to specialists, a large majority (86%) report that it is easy to get a referral, 

including 60% who describe the process as “very easy.”  Likewise, a large majority (80%) of those 

referred to specialists say it is easy to schedule an appointment with a specialist in the Gateway 

program, including 55% who describe the process as “very easy.”   

One segment of survey respondents who stand out as being especially likely to say it is “somewhat or 

very hard” to both get a specialist referral and to get an appointment with a specialist are those who did 

not receive help coordinating their care.   

 

 

 

When and Where was Most Recent Specialist Visit? 

[VALUE]* 

42% 

24% 

32% 

9% 

[VALUE]* 

0% 20% 40% 60% 80% 100% 

Received help coordinating care 

Did not receive help coordinating care 

How easy or hard was it to get a referral to specialist doctor? 

Very easy Somewhat easy Somewhat or very hard 

[VALUE]* 

37% 

23% 

32% 

15% 

[VALUE]* 

0% 20% 40% 60% 80% 100% 

Received help coordinating care 

Did not receive help coordinating care 

How easy or hard was it to schedule an appointment with the specialist? 

Very easy Somewhat easy Somewhat or very hard 
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60% 
7% 

20% 

10% 

2% 

When was your most recent visit to a specialist 
doctor?  

Within the last 6 
months 

7 to 11 months ago 

A year ago or more 

Have not had visit 
yet 

Did not go 

29% 

19% 
10% 

 

9% 

23% 

9% 

Thinking about your most recent specialist 
visit, where was the doctor located? 

Barnes-Jewish 

St. Louis Univ 
Care 

STL ConnectCare 

Washington 
Univ 

Someplace else 

DK/Ref 

Three in five (60%) survey respondents who have been referred to a specialist since enrolling in Gateway 

say their most recent specialist visit was within six months of participating in the survey.  About one in 

ten had not yet had their specialist 

appointment at the time of the survey.  Among 

that group, 93% report that they intend to 

keep that appointment, while 6% report they 

do not plan on keeping it.   

Those who had already scheduled and 

attended a specialist visit were asked where 

their most recent appointment took place.  

The most common response was Barnes-

Jewish Hospital (29%)1, followed by SLUCare 

(19%).  Nine percent could not recall or chose 

not to disclose the location of their most 

recent specialist visit.  

Patients whose most recent specialist visit was 

at Barnes-Jewish Hospital tend to come from 

Betty Jean Kerr People’s Health Centers, 

Family Care Health Centers, Grace Hill Health 

Centers, and Myrtle Hilliard Davis 

Comprehensive Health Centers.  Enrollees who 

use St. Louis County Health Centers are more 

likely to visit specialists at SLUCare.   

 

  

                                                           
1 Based on the program’s claims data, it is likely that many of these visits were with physicians at Washington 
University School of Medicine, but that patients reported the visit as with Barnes-Jewish Hospital due to the co-
location of the organizations. 
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Relationship with Specialist Medical Staff  
Survey respondents who attended an appointment with a specialist doctor were asked to rate the 

medical staff from their most recent specialist experience.  As is the case with their ratings of their 

health center medical staff, enrollees have very positive feelings about the way specialist staff relate to 

them.   

 

These positive responses regarding specialist staff cross all demographic subgroups of patients.  In a few 

cases, specific demographic subgroups stand out in their responses.  Specifically, on some measures, 

older patients and African-American patients tend to perceive interactions with staff more positively 

than younger patients and white patients. 

Table 12: Interactions with Specialist Staff 

% of each group who say this 
describes άǾŜǊȅ ǿŜƭƭέ staff at 
their most recent specialist 
visitΧ 

They show 
respect for 
what you  

have to say 

They explain 
things in a 
way that is 

easy to 
understand 

They 
listen 

carefully 
to you 

They 
spend 

enough 
time with 

you 

They involve 
you in 

decisions 
about your 

medical 
treatments 

Total 86% 86% 84% 82% 81% 

      

18-29 81% 80% 80% 77% 80% 

30-39 73% 78% 72% 69% 69% 

40-49 86%* 85% 83% 83%* 84%* 

50-64 90%* 89%* 88%* 86%* 84%* 

      

White 80% 83% 78% 78% 76% 

African-American 88%* 88% 86%* 84% 84%* 

 

81% 

82% 

84% 

86% 

86% 

0% 20% 40% 60% 80% 100% 

They involve you in decisions made about your medical 
treatments 

They spend enough time with you 

They listen carefully to you 

They explain things in a way that is easy to understand 

They show respect for what you have to say 

How well does each of the following describe the medical staff at your 
most recent specialist visit? 

Very well 
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One enrollee subgroup, those who have not received help coordinating care, consistently rates specialist 

staff less positively than those who have received help (see figure below).  Yet even among the former 

group, a sizeable majority report very positive perceptions of specialist staff.   

 

 

Overall, ratings of staff by specialist organization visited are positive.  Ratings do vary somewhat by 

organization visited.  A larger share of those who visited Washington University School of Medicine 

receives have positive perceptions of the staff, while STL Connect Care receives fewer positive ratings 

(see Table 13).   

Table 13: Interactions with Specialist Staff by Specialist Organization 

% of each group who say this describes 
άǾŜǊȅ ǿŜƭƭέ ǎǘŀŦŦ ŀǘ ǘƘŜƛǊ Ƴƻǎǘ ǊŜŎŜƴǘ 
specialist visitΧ 

They show 
respect for 
what you  

have to say 

They explain 
things in a 
way that is 

easy to 
understand 

They 
listen 

carefully 
to you 

They 
spend 

enough 
time with 

you 

They involve 
you in 

decisions 
about your 

medical 
treatments 

Total 86% 86% 84% 82% 81% 

      

Washington University School of 
Medicine – Center for Advanced 
Medicine 

95*% 93% 90% 91%* 85% 

Barnes-Jewish Hospital Resident Clinic 88% 87% 86% 83% 84% 

SLUCare 85% 89% 83% 85% 83% 

STL Connect Care 76% 79% 74% 74% 76% 

  

74% 

71% 

77% 

79% 

80% 

[VALUE]* 

[VALUE]* 

[VALUE]* 

[VALUE]* 

88% 

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100% 

They spend enough time with you 

They involve you in decisions made about your 
medical treatments 

They listen carefully to you 

They explain things in a way that is easy to 
understand 

They show respect for what you have to say 

Percent of each group who say this describes "very well" medical staff at their 
most recent specialist visit 

Received help coordinating care Did not receive help 
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VI. Emergency Room Visits 
Overall, 60% of survey respondents report no emergency room visits since enrolling in the Gateway 

program, and another 19% report just one ER visit.  Roughly one in ten (12%) respondents have visited 

an ER three or more times during their Gateway enrollment.  Subgroups particularly likely to have 

visited an emergency room since enrolling in Gateway include those who rate their physical health as 

fair or poor, those with a chronic health condition, and those needing prescription medicine. 

 

Reasons for Visiting the Emergency Room 
Survey respondents who have visited an emergency room since enrolling in Gateway were asked if each 

of six different reasons was a major reason for their most recent visit, a minor reason, or not a reason at 

all.  The most often cited “major reason” for visiting the ER is that “the problem was too serious for a 

doctor’s office or health center,” which 69% say was a major reason for their most recent visit.  In 

contrast, just 34% say “the doctor or health center told you to go” was a major reason for their last ER 

visit.   

54% 

[VALUE]* 

49% 

[VALUE]* 

[VALUE]* 

55% 

[VALUE]* 

23%* 

14% 

22% 

19% 

16% 

21% 

15% 

22% 

18% 

28%* 

[VALUE] 

16% 

23%* 

14% 

0% 20% 40% 60% 80% 100% 

Take/Need prescription medicine 

Do not need prescription medicine 

Rate own health fair/poor 

Rate own health good 

Rate own health excellent/very good 

Have chronic illness 

Do not have chronic illness 

Since enrolling in Gateway, how many times have you gone to an 
emergency room to get care for yourself? 

No visits One visit Two or more 
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How often is the Health Center a Viable Alternative to the Emergency Room? 
Gateway enrollees who have visited an emergency room since entering the program tend to feel that 

none of their ER visits could have been treated by their health center.  Roughly half (48%) of all 

respondents who have visited an ER give this response, while just 20% say that all of their ER visits could 

have been treated at their health center and 28% say that some or a few ER visits could have been 

handled there.   

Gateway participants with chronic health conditions are more likely than others (51% v. 39%) to say that 

“none” of their ER visits could have been treated at their health center.  Male ER patients are also more 

likely than female ER patients (55% v. 43%) to feel “none” of their visits could have been treated at their 

health center.   

Many Report fewer Emergency Room Visits since Enrolling in Gateway 
About half of all survey respondents (52%) report visiting the emergency room less often since enrolling 

in Gateway, and just 4% say they go to the ER more often.  African-American program participants are 

significantly more likely than white program participants (56% v. 37%) to say there has been a decline in 

their emergency room visits since entering the program, as are participants who were uninsured prior to 

enrolling in Gateway when compared with those who had insurance (54% v. 44%).  Enrollees suffering 

from chronic illness also report more impact than others in this area; 55% of this group say they are 

visiting the ER less often since enrolling in Gateway, which is higher than the 46% of those without 

chronic illness who report less need for the ER.      

34% 

40% 

45% 

51% 

57% 

69% 

0% 20% 40% 60% 80% 100% 

The doctor or health center told me to go 

There were no available appointments soon enough at my 
doctor or health center 

The ER is my closest provider 

The doctor's office was closed 

The ER provides all of the services I might need 

The problem was too serious for a doctor's office or health 
center 

The last time you went to the ER to get care for yourself, how much of a 
reason was each of these? 

Major reason 
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VII. Section VI: Hospital Visits 
Since enrolling in Gateway, just 16% of survey respondents have been a patient in a hospital overnight 

or longer.  Of those who have been hospitalized since enrolling in the program, almost eight in ten (79%) 

say that at least one of their stays in the hospital began with a visit to the emergency room.  Asked 

where they spent their most recent hospitalization, the most common response is Barnes-Jewish 

Hospital (41%), followed by St. Louis University Hospital (16%) and St. Mary’s Health Center (15%).   

As would be expected, the incidence of hospitalization among Gateway enrollees is slightly higher for 

50-64 year-olds (20%), those who have been referred to a specialist (22%), those who rate their physical 

health as fair or poor (25%), those with a chronic health condition (20%) and those requiring 

prescription medicine for a medical issue (20%). 

Respondents who have been hospitalized since enrolling in Gateway were asked how easy or hard it was 

for them to coordinate various aspects of their care after their release.  As the table below indicates, 

most respondents report that coordinating aspects of their care such as medication and follow-up 

appointments was “very easy” or “somewhat easy.” 

 

 

 

  

54% 

54% 

63% 

18% 

21% 

20% 

14% 

21% 

13% 

0% 20% 40% 60% 80% 100% 

Get an appointment to see a specialist 
doctor 

Get medicines that the hospital doctor 
prescribed for you 

Get an appointment to see your 
primary doctor for follow-up 

When you were released from the hospital, how easy or hard was it to....? 

Very easy Somewhat easy Somewhat or very hard 
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VIII. Appendix: Methodology 
Sample Design  

Sample for the survey was proportionately stratified and selected from the pool of approximately 

21,000 Gateway program participants.  Independent simple random samples were drawn within each of 

the five health centers.  A second batch of sample was selected later in the field period which was 

disproportionately stratified to account for lower participation rates among men and the Myrtle Hilliard 

Davis Health Center. 

Questionnaire Design and Testing 

The questionnaire was developed by PSRAI and RHC.  The survey consists of primarily closed-ended 

questions. A few open-ended questions are included.  These open ended questions were coded by 

PSRAI.   

In order to improve the quality of the data, the questionnaire was pretested with a small number of 

respondents (n=21) using a sample of Gateway program participants.  Pretest interviews were 

monitored by the research staff.  Pre-test interviews were conducted using experienced interviewers 

who could best judge the quality of the answers given and the degree to which respondents understood 

the questions.  Some final changes were made to the questionnaire based on the monitored pretest 

interviews.  The final questionnaire was translated into Spanish.  Interviews were conducted using a 

fully-programmed CATI instrument.  A copy of the English questionnaire can be found in the Appendix. 

Data Collection Procedures 

Interviewer Training 

Upon initial hiring, each interviewer completes a course on general interviewing skills and training in the 

use of CATI system.  This training includes lectures, role playing, and conducting practice studies on the 

CATI system.  The training introduces interviewers to telephone survey research, shows them examples 

of the types of survey questions and recording conventions, teaches basic ways to obtain accurate data 

through active listening and probing, and stresses methods for gaining respondent cooperation.  

Training also includes both landline and cell phone training – each of which have different introduction 

and different issues associated with gaining respondent cooperation.  Supervisors monitor the role 

playing and practice studies to determine if an interviewer is ready to go live on the phones.  Spanish 

language interviewers are trained in the same way, with additional tests to determine their fluency in 

Spanish. 
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Interviewers are given specific training on utilizing the CATI system.  This training reviews the 

procedures for conducting interviews using CATI.  The session instructs interviewers on the uses of the 

PCs, all the CATI recording functions, and any special CATI commands.  Interviewers review this 

information in a group setting while various CATI screens/questions are displayed on a screen for all to 

see.  After this training, interviewers are able to review what they have learned by directly accessing a 

PC and doing test interviews using the CATI system. 

Interviewers assigned to this study complete formal project-specific training. After a thorough review of 

the project’s objectives and review of the questionnaire, interviewers practice by doing mock interviews 

on one another prior to making live calls.  Supervisors monitor these practice interviews prior to placing 

an interviewer on the project. 

Data collector performance is evaluated through examination of cooperation rate reports and 

monitoring of live interviewing for the skills needed for effective interviewing. Team leaders monitor 

interviewers on a rotating basis.  Each monitoring session was conducted using a system offering the 

remote, silent listening of a data collector and respondent while viewing the interviewers CATI screen.  

Interviewers who did not meet requirements were retrained as needed. 

Contact Procedures 

Survey interviews were conducted from September 22 through October 11, 2014.  Gateway program 

participants were first sent an advance letter (see Appendix for content) alerting them that they have 

been selected to participate in the survey.   

As many as seven call attempts were made to contact every telephone number. Sample was released for 

interviewing in replicates, which are representative subsamples of the larger sample.  Using replicates to 

control the release of sample ensures that complete call procedures are followed for the entire sample.  

Calls were staggered over times of day and days of the week to maximize the chance of making contact 

with potential respondents.  Each telephone number was called at least one time during the day in an 

attempt to complete an interview. 

Interviewers asked to speak with the contact person named in the sample.  If this person is not available 

to complete the interview, interviewers attempted to schedule a callback time.   

If a Spanish speaking household is reached and a bilingual interviewer is not immediately available to 

complete the interview, the number is placed into a priority disposition to be redialed by a bilingual 

interviewer. 
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Bilingual Interviewing 

The survey instrument was translated into Spanish.  Bilingual interviewers complete the interviewer 

training in English, and conduct interviews in English until they became familiar enough with the 

questionnaire.  After evaluation by project staff, they are then able to conduct Spanish language 

interviews for the project.  An additional project specific training is provided to the bilingual interviewers 

reviewing the Spanish language version of the questionnaire.  The Spanish language questionnaire was 

reviewed in detail and any interviewer questions were answered. 

Cases initial assigned a code of ‘language barrier’ by an interviewer who spoke English only were 

assigned to a bilingual interviewer when they were available.  An attempt will be made by the bilingual 

interviewer to complete the survey in Spanish.  If the household spoke another language other than 

Spanish or English, the final disposition of ‘language barrier’ is assigned. 

Incentives 

Each respondent who qualified for and completed the survey was offered a $10 Subway gift card as an 

incentive.  This incentive is mailed to all qualified respondents after completion of the survey. 

Data Preparation and Weighting 

Throughout data collection, the data was examined by Princeton Survey Research Associates 

International data staff to be sure that the CATI programs are functioning properly.  This task was 

accomplished by creating syntax in SPSS that checks that the skip patterns are being followed and that 

the respondents are being asked the correct questions depending on answers to the root question.   

A post-stratification weighting adjustment was made to match the final sample distribution of sex by 

health center to the sample frame distribution. 

Response Rates 

The response rate estimates the fraction of all eligible respondents in the sample that are ultimately 

interviewed. At PSRAI it is calculated by taking the product of three component rates:2  The response 

rate for this project is 32%. 

¶ Contact rate – the proportion of working numbers where a request for interview was made3 

                                                           
2 PSRAI’s disposition codes and reporting are consistent with the American Association for Public Opinion Research 
standards. 
3 PSRAI assumes that 75 percent of cases that result in a constant disposition of “No answer” or “Busy” are actually 
not working numbers. 
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¶ Cooperation rate – the proportion of contacted numbers where a consent for interview was at 

least initially obtained, versus those refused 

¶ Completion rate – the proportion of initially cooperating and eligible interviews that were 

completed 

 Sample Disposition 

708 OF = Out of Frame 

98 Bad working number (Office) 

610 No such person 

  2,050 NWC = Not working/computer 

1,998 Not working 

52 Computer/fax/modem 

  
428 UHUONC = Non-contact, unknown if household/unknown other (NA/busy all attempts) 

  
1,756 UONC = Non-contact, unknown eligibility 

1,534 Voice mail 

222 Not dialed 

  
639 UOR = Refusal, unknown if eligible 

226 Refusals 

413 Callbacks (INCLUDE Spanish CBs) 

  0 O = Other (language) 

  55 SO = Screen out 

55 Language ineligible 

  7 R = Refusal, known eligible (breakoffs and qualified CBs) 

  1,202 I = Completed interviews 

6,845 T = Total numbers dialed 

  
57.0% e1 = (I+R+SO+O+UOR+UONC)/(I+R+SO+O+UOR+UONC+OF+NWC) - Est. frame eligibility of non-contacts 

95.6% e2 = (I+R)/(I+R+SO) - Est. screening eligibility of unscreened contacts 

  48.8% CON = [I + R + (e2*[O + UOR])]/[I + R + (e2*[O + UOR + UONC]) + (e1*e2*UHUONC)] 

66.0% COOP = I/[I + R + (e2*[O + UOR])] 

32.2% AAPOR RR3=I/[I+R+[e2*(UOR+UONC+O)]+[e1*e2*UHUONC]] = CON*COOP 
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IX. Appendix - Letters 
 

Advance Letter 

DATE 

 
First Last Name 
Address 
City, State Zip 
 
 
Dear [PARTICIPANT NAME], 
 

We need your help.  We are writing to ask you to take part in a survey about the Gateway to Better 

Health Program.  By taking part in the survey, you will help us learn more about how Gateway to Better 

Health impacts the health and well-being of people enrolled in the program.  This is your chance to help 

your health program serve you better. 

You have been chosen as part of a sample of program members.  To get accurate results, we need to get 

answers from you and other people we ask to take part in this survey.  Within the next week or so, you 

will get a phone call from Princeton Survey Research asking you to take part in a phone survey. Most 

people find it takes about 20 minutes to answer the questions. 

If the call comes at a time when you cannot talk, Princeton Survey Research can set an appointment to 

call back at a better time.   

You may also call in to take part in the survey at this toll free number: 1-877-274-1600.   

When you call in, provide your survey ID number: {PSRAIID}. 

Of course, what you have to say is private.  Your answers will be part of a pool of information from 

others like you.  Your answers will be used only for this study.  You may choose to participate in the 

survey or not.  If you choose not to, this will not affect the benefits you receive from the Gateway to 

Better Health program. 

If you have questions about this letter or the phone survey, call the Gateway to Better Health Call Center 

at 1-888-513-1417 and someone will be able to assist you.  All calls to this number are free.  Thank you 

in advance for your help! 

 

Sincerely, 

Gateway to Better Health 

P.S. For those that take part in the survey, we will send a $10 Subway gift card in thanks for your 

participation. 
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Incentive Letter 

 

 

 

 

DATE 
 
 
 
 
Thank you! 
 
Enclosed please find a $10 Subway restaurants gift card for your recent participation in a survey about 

the Gateway to Better Health Program.   
 
By taking part in the survey, you are helping us learn more about how Gateway impacts the health and 

well-being of people enrolled in the program.   
 
If you have questions about your Gateway benefits, call the Gateway to Better Health Call Center at  

1-888-513-1417 and someone will be able to assist you.  All calls to this number are free.   
 
 
 
 
Sincerely, 
 
Gateway to Better Health 
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XI. Appendix: Topline Results 

Gateway Demonstration Project Survey 
Patient Survey 

Final Topline Results  
October 30, 2014 

 
 
N=1,202 participants in Gateway to Better Health Program 
Margin of Error: plus or minus 3 percentage points 
Field Dates:  September 22 –October 11, 2014 
Interviewing: English and Spanish 
 
NOTES: An asterisk indicates a percentage less than 1% 
 Totals may not add to 100% due to rounding 
 
 
CONTACT1  Hello, my name is [INSERT NAME]. I’m calling on behalf of the Gateway to Better Health 

Program. May I please speak with {INSERT FNAME LNAME}?” 
[IF R SAYS DRIVING/UNABLE TO TAKE CALL: Thank you.  We will try to call another time…] 
 

 
[IF RESPONDENT DID NOT ANSWER PHONE, REPEAT: Hello, my name is _______, and I am calling on 

behalf of the Gateway to Better Health Program.   

ONCE TARGET RESPONDENT IS ON THE PHONE: 
We are conducting a survey of Gateway Program Patients and we would like to include your opinions. 

Your participation is voluntary, and your individual responses are confidential.  Your responses have no 

impact on your enrollment in the Gateway Program.  To begin... 

[READ IF NECESSARY: The interview will only take about 20 minutes to complete.] 

[READ IF NECESSARY: For those who complete the survey we will be offering a $10 gift card to Subway 

restaurants] 

 
CONTACT2 I’d be happy to call back whenever is most convenient for you. When would be a good 

time?  
 

 
CONTACT3. Do you know when would be a good time for us to call back? 
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BACKGROUND 
 
Q1 In general, how would you rate your overall physical health?  Would you say it is excellent, very 

good, good, fair, or poor?  
 

11 Excellent 
24 Very good 
35 Good 
22 Fair 

7 Poor 
* (DO NOT READ) Don’t know 
* (DO NOT READ) Refused 

 
 

Q2 In general, how would you rate your overall mental or emotional health?  Would you say it is 
excellent, very good, good, fair, or poor?  
 

26 Excellent 
25 Very good 
27 Good 
16 Fair 

5 Poor 
* (DO NOT READ) Don’t know 
* (DO NOT READ) Refused 
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GATEWAY SPECIFIC 
READ TO ALL: Now we are going to focus on the Gateway to Better Health program.  As you may know, 

the Gateway program provides access to certain health care services at a low cost.  
 
 
THERE IS NO QUESTION 3 
 
 
Q4 Overall, how would you rate the quality of health care you have received in the Gateway 

program? Would you say it is excellent, very good, good, fair or poor?  
 

41 Excellent 
28 Very good 
20 Good 

8 Fair 
2 Poor 
1 (VOL.) Have not received any care 
* (VOL.) Neither good nor poor/Mixed/Depends on type of care 
* (DO NOT READ) Don’t know 
* (DO NOT READ) Refused 

 
 
Q5 SINCE you have been enrolled in the Gateway program, do you think your overall physical health 

is better, worse, or has it stayed about the same? 
 

56 Better  
3 Worse 

41 Stayed the same 
* (DO NOT READ) Don’t know 
0 (DO NOT READ) Refused 

 
 
Q6 What about your mental or emotional health?  Is it better, worse, or about the same? 

 
36 Better  

5 Worse 
59 Stayed the same 

* (DO NOT READ) Don’t know 
0 (DO NOT READ) Refused 
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Q7a What about the Gateway program has been the MOST HELPFUL to you? RECORD OPEN END. 
PROBE ONLY TO CLARIFY RESPONSE. DO NOT ASK FOR MULTIPLE RESPONSES 

 
33 Access to health care/Able to see doctor 
31 Affordable medical costs 
26 Help with getting/cost of prescription medicines 
11 Specialist medical services 
11 Didn’t have insurance coverage previously 
11 Helpful customer service 

8 Dental services 
6 Quality of care 
6 Don’t have to wait too long for appointment 
5 All of it/program is great 
3 Convenience/Location 
3 Other  
7 No answer 

 Answers may add to more than 100% due to multiple responses 
 
 
Q7b What about the Gateway program do you think needs to be IMPROVED? RECORD OPEN END. 

PROBE ONLY TO CLARIFY RESPONSE. DO NOT ASK FOR MULTIPLE RESPONSES 
 

12 Appointment/scheduling 
10 Cover more services 

9 Nothing/I like everything 
6 More facilities/locations 
5 More providers 
4 Customer service issues 
4 Prescription drug/supplies issues 
4 ER/Urgent care visits 
3 Enrollment issues 
3 Specialist/Referrals issues 
3 Hospitals Stays 
3 Quality of Care 
2 Lower patient costs 
1 Choice of doctor 
2 Other 

38  No answer 
 Answers may add to more than 100% due to multiple responses 
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Q8 If the Gateway program ended, how confident are you that…?  (First/Next), (INSERT. ASK ITEM 
A FIRST, THEN READ AND RANDOMIZE) 

 
 READ FOR FIRST ITEM, THEN AS NECESSARY:  Are you very confident, somewhat confident, not 

too confident, or not at all confident about this? 
 
  

Very Somewhat 
Not  
too 

Not  
at all 

DK/ 
Ref. 

a. Your overall health would 
stay the same 

13 22 24 40 2 

b. You could find quality 
medical care 

8 15 22 52 3 

c. You could afford to see a 
doctor 

5 11 21 62 1 

d. You could afford 
prescription medicines 

5 10 20 64 1 

 

 

Outcomes 
Q10 Next, please tell me how strongly you agree or disagree with each.  (First/Next), the Gateway 

Program … (INSERT. READ AND RANDOMIZE). 
 
 READ FOR FIRST ITEM, THEN AS NECESSARY: Do you strongly agree, somewhat agree, 

somewhat disagree, or strongly disagree that the Gateway program has helped with this aspect 
of your health and health care? 

 
  Strongly 

Agree 
Somewhat 

Agree 
Somewhat 
Disagree 

Strongly 
Disagree 

DK/ 
Ref. 

a. Helps you lead a 
healthier life 

74 22 2 1 1 

b. Helps you to make 
better decisions about 
your health and wellness 

74 20 3 1 1 

c. Makes it easier to 
coordinate all of your 
health care 

74 19 3 2 1 

d. Helps you feel more in 
charge of your health 

73 21 2 2 1 

e. Helps you to follow the 
treatments your health 
provider recommends 

74 21 2 1 1 

 

 

  



44 

Q9 BEFORE you were enrolled in the Gateway program, how long had it been since you went to a 
doctor, health care center, or other health care provider for a check-up or other routine care 
 

29 Six months or less, 
13 Seven months to less than one year, 
20 One year to less than two years, 
10 Two years to less than three years 
27 Three years or more 

1 (DO NOT READ) Don’t know 
0 (DO NOT READ) Refused 

 

 

Q11 Thinking about BEFORE you were enrolled in the Gateway Program…. 
Was there EVER a time when you (INSERT ITEM A. THEN READ AND RANDOMIZE) because of 
cost? 
 

 Yes No DK/Ref. 
a. Did not go see a doctor when you were 

sick 
74 25 1 

b. Did not fill a prescription for medicine 74 26 * 
c. SKIPPED a medical test, treatment or 

follow-up recommended by a doctor 
72 28 * 

f. Did not get routine dental care 79 21 * 
 
 
Q12 SINCE you have been enrolled in the Gateway Program… 

Has there EVER been a time when you (INSERT IN SAME ORDER AS PREVIOUS) because of cost. 
 
 Yes No DK/Ref. 
a. Did not go see a doctor when you were 

sick 
16 84 * 

b. Did not fill a prescription for medicine 17 83 1 
c. SKIPPED a medical test, treatment or 

follow-up recommended by a doctor 
15 84 1 

f. Did not get routine dental care 24 74 2 
 
 
Q13 BEFORE you were enrolled in the Gateway program, how big of a problem was it that you did 

not get the health care, tests, or treatments you needed? Was it ΧΦόw9!5ύ.   
 
 Based on those who delayed or did not get care prior to Gateway enrollment (n=1078) 

73 Big problem 
17 Small problem, or 

9 Not a problem 
* (DO NOT READ) Don’t know 
0 (DO NOT READ) Refused 
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Health Center 
Q14 Is (INSERT HEALTH CENTER NAME FROM SAMPLE) the health center you use MOST OFTEN for 

primary care – that is for routine care that keeps you healthy or where you go first when sick? 
 
Q15 Which health center do you use MOST OFTEN for routine care or where you go first when sick?  

Is itΧΦόw9!5 b!a9 NOT ASKED ABOUT IN Q14). 
 

15 Betty Jean Kerr People’s Health Centers 
7 Family Care Health Centers 

45 Grace Hill Health Centers 
17 Myrtle Hilliard Davis Comprehensive Health Centers 
14 Saint Louis County Department of Health 

* Barnes Jewish Hospital Medicine Clinic 
0 Casa de Salud  
0 JFK Mercy Clinic 
1 (VOL.) Other (Specify) 
1 (DO NOT READ) Don’t know 
* (DO NOT READ) Refused 

 
 
Q16 What is the MAIN REASON you use this facility MOST OFTEN for routine care that keeps you 

healthy or where you go first when sick? (RECORD OPEN END) 
 
 Sample size too small to report 

 
 

Q17 Overall, how satisfied are you with the care you receive at {INSERT NAME OF HEALTH CENTER 
MOST FREQUENTLY USED FROM Q14 OR Q15}?  Would you say you are …..(INSERT) 

 
Based on those who use one of the five health centers (n=1176) 

68 Very satisfied 
24 Somewhat satisfied 

4 Not too satisfied, OR 
2 Not at all satisfied 
* (VOL.) Have never visited 
2 (DO NOT READ) Don’t know 
0 (DO NOT READ) Refused 
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Q18 How likely are you to recommend (INSERT HEALTH CENTER NAME) to a friend or family 
member?  Are you  (READ 1-4) 
 
Based on those who use one of the five health centers (n=1176) 

76 Very likely 
18 Somewhat likely 

3 Not too likely, OR 
2 Not at all likely 
* (VOL.) Have never visited 
2 (DO NOT READ) Don’t know 
0 (DO NOT READ) Refused 

 
 
Q19 SINCE you have been enrolled in Gateway, when was your most recent visit to (INSERT HEALTH 

CENTER NAME)?  Was it in ….(READ 1-4) 
 

Based on those who use one of the five health centers (n=1176) 
72 The last 3 months, 
18 4 to 6 months ago, 

4 7 to 11 months ago, 
4 A year ago or more 
1 (VOL.) Never needed care/Have never visited 
2 (DO NOT READ) Don’t know 
0 (DO NOT READ) Refused 

 
  



47 

Q20 Now, please tell me how well each of the following describes the medical staff at {INSERT 
HEALTH CENTER NAME}?  (First/Next)…(INSERT. READ AND RANDOMIZE). 

 
 READ FOR FIRST ITEM, THEN AS NECESSARY:  Would you say this describes the medical staff at 

the health center very well, somewhat well, not too well, or not at all? 
 

Based on those who use one of the five health centers (n=1176) 
 

Very Somewhat 
Not  
too 

Not  
at all 

NA/DK/ 
Ref. 

a. They spend enough time with you 75 17 3 2 3 
b. They listen carefully to you 80 14 2 1 3 
c. They explain things in a way that is 

easy to understand 
82 12 2 1 3 

d. They show respect for what you 
have to say 

81 13 2 2 3 

e. They involve you in decisions made 
about your medical treatments 

78 14 3 2 3 

 
 
Q21 In general, how easy or hard is it to get an appointment at  {INSERT HEALTH CENTER NAME} 

when you need one?  Is it…(READ 1-4) 
 

Based on those who use one of the five health centers (n=1176) 
37 Very easy 
33 Somewhat easy 
18 Somewhat hard, OR 

8 Very hard 
1 (VOL.) Never needed care/Never visited 
1 (DO NOT READ) Don’t know 
0 (DO NOT READ) Refused 
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Specialist Visits 
Q22 SINCE you have been enrolled in the Gateway program, has your doctor EVER referred you to a 

specialist doctor?   
(READ IF NECESSARY: By specialist we mean doctors like surgeons, heart doctors, skin doctors, 
and other doctors that specialize in one area of health care. ) 

 
55 Yes 
45 No 

* (DO NOT READ) Don’t know 
0 (DO NOT READ) Refused 

 
 
Q23 How easy or hard was it…. (INSERT. READ ITEMS IN ORDER)  READ: Was this very easy, 

somewhat easy, somewhat hard, or very hard? 
  
 Based on those who have been referred to a specialist (n=666) 
 Very  

Easy 
Somewhat 

Easy 
Somewhat 

Hard 
Very  
Hard 

NA/DK/ 
Ref 

a. To get a referral to a 
specialist doctor 

60 26 10 4 * 

b. To get an appointment 
scheduled with the specialist 

55 25 13 6 1 

 
 

Q23.1 Since you have been enrolled in Gateway, when was your most recent visit to a specialist 
doctor? Was it inΧόw9!5ύ 

 
 Based on those who have been referred to a specialist (n=666) 

44 The last 3 months, 
16 4 to 6 months ago, 

7 7 to 11 months ago, 
20 A year ago or more, OR 
10 You have not had this visit YET? 

2 (VOL.) Did not go to specialist 
* (DO NOT READ) Don’t know 
0 (DO NOT READ) Refused 

 
 
Q24 Do you plan to go to the specialist doctor appointment? 

 

Based on those who have not had appointment yet (n=63) 

93 Yes 
6 No 
1 (DO NOT READ) Don’t know 
0 (DO NOT READ) Refused 
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Q25 What {was/is} the MAIN reason { you did NOT go/ you do not PLAN to go} to the specialist you 
were referred to? {Was/Is} it because (READ AND RANDOMIZE ) 

 

Sample size too small to report 
 
 

Q26  Thinking about your most recent visit to a specialist doctor, where was this doctor located? 
(PRE-CODED OPEN END?) 
 

 Based on those who went to a specialist (n=585) 
29 Barnes-Jewish Hospital Resident Clinic 
19 SLU Care (St. Louis University) 
10 St. Louis ConnectCare 

9 Washington University School of Medicine Center for Advanced 
Medicine 

4 BJC Medical Group 
3 SSM/St. Mary’s Hospital  
2 Eye Associates 
1 St. Alexius Hospital 
* Mercy Clinic 

13 (VOL.) Other (SPECIFY) 
9 (DO NOT READ) Don’ t know 
* (DO NOT READ) Refused  

 

 
Q27 Now, please tell me how well each of the following describes the medical staff at this most 

recent visit to the specialist doctor.  (First/Next)…(INSERT. READ AND RANDOMIZE). 
 

READ FOR FIRST ITEM, THEN AS NECESSARY:  Would you say this describes the visit to the 
specialist very well, somewhat well, not too well, or not at all? 
 

 Based on those who went to a specialist (n=585) 
 

Very Somewhat 
Not  
too 

Not  
at all 

NA/DK/ 
Ref. 

a. They spend enough time with you 82 12 2 2 1 
b. They listen carefully to you 84 11 1 3 1 
c. They explain things in a way that is 

easy to understand 
86 9 3 2 1 

d. They show respect for what you 
have to say 

86 10 1 2 1 

e. They involve you in decisions made 
about your medical treatments 

81 12 3 2 1 
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Q28 Has anyone from {INSERT NAME OF HEALTH CENTER} helped coordinate your care among 
specialists or other health providers? 

 
INTERVIEWER READ IF ASKED: Coordination could include helping you get appointments, 
following-up with you to make sure you get recommended care, and making sure other doctors 
have important information. 
 

51 Yes 
47 No 

2 (DO NOT READ) Don’t know 
* (DO NOT READ) Refused 

 

Q29 Overall, how satisfied are you with the help you received to coordinate your health care?  Are 
youΧόw9!5ύ 
 
Based on those who received help coordinating care (n=598) 

79 Very satisfied 
18 Somewhat satisfied 

2 Not too satisfied, OR 
* Not at all satisfied 
* (DO NOT READ) Don’t know 
0 (DO NOT READ) Refused 
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ED visits 
Q30 SINCE you have been enrolled in the Gateway program, how many times have you gone to an 

emergency room to get care for yourself? 
 

60 0/None 
28 1-2 times 
12 3 or more times 

1 (DO NOT READ) Don’t know 
* (DO NOT READ) Refused 

 
 
Q31 Do you think ALL of these visits to the emergency room, could have been treated at your 

Gateway health center, SOME of them, just a FEW of them, or NONE of them could have been 
treated at your Gateway health center? 

 
 Based on those who went to ER after Gateway enrollment (n=475) 

20 All of them 
20 Some of them 

8 A few of them, OR 
48 None of them 

4 (DO NOT READ) Don’t know 
0 (DO NOT READ) Refused 

 
 
Q32 Thinking about the last time you went to the emergency room to get care for yourself.  Please 

tell me how much of a reason each was in your decision to go to the emergency room.  
(First/Next), ….(INSERT. READ AND RANDOMIZE).   

 
READ FOR FIRST ITEM, THEN AS NECESSARY: Was this a major reason, minor reason, or not a 
reason you went to hospital emergency room? 

 
 Based on those who went to ER after Gateway enrollment (n=475) 
 

Major Minor 
Not a  

reason 
DK/ 
Ref. 

a. The doctor or health center told you to go  34 9 57 * 
b. The problem was too serious for a doctor’s 

office or health center 
69 9 21 1 

c. The doctor’s office was closed 51 7 41 1 
e. There were no available appointments soon 

enough at the doctor’s office or health center 
40 10 48 1 

f. The emergency room is your closest provider 45 11 43 1 
g. The emergency room can provide all the 

services I might need such as blood tests, x-
rays and consultation with a specialist doctor 

57 16 26 2 
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Q33 Thinking about how often you use the emergency room – do you think you use it more often, 
less often or about the same as you did BEFORE you were enrolled in the Gateway program? 

 
4 More often 

52 Less often 
41 About the same 

2 (DO NOT READ) Don’t know 
* (DO NOT READ) Refused 

 
 

Hospitalization 
Q34 SINCE you have been enrolled in Gateway, have you been a patient in a hospital overnight or 

longer? 
 

16 Yes 
84 No 

* (DO NOT READ) Don’t know 
0 (DO NOT READ) Refused 

 

 

Q34.1 In this most recent hospital visit, which hospital did you visit? (PRE CODED OPEN END) 
 

Based on those who have been hospitalized since Gateway enrollment (n=200) 

41 Barnes-Jewish Hospital 
16 St. Louis University Hospital 
15 St. Mary's Health Center 

8 DePaul Health Center 
7 Christian Hospital NE 
4 St. Anthony's Medical Center 
3 St. John's Mercy Medical Center 
1 Northwest Healthcare 
1 St. Clare Health Center 
0 Cardinal Glennon Children's Medical Center 
0 Missouri Baptist Medical Center 
0 St. Alexius Hospital 
0 St. Louis Children's Hospital 
* St. Luke's Hospital 
4 Other (SPECIFY) 
2 Don’t know 
0 Refused 
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Q35 Did any of these stays in the hospital begin with a visit to the emergency room? 

 

Based on those who have been hospitalized since Gateway enrollment (n=200) 

79 Yes 
21 No 

0 (DO NOT READ) Don’t know 
0 (DO NOT READ) Refused 

 
 

Q36 When you were released from the hospital, how easy or hard were each of the following? 
(First/Next),  (INSERT. READ AND RANDOMIZE). 

 
 READ FOR FIRST ITEM, THEN AS NECESSARY:  Was this very easy, somewhat easy, somewhat 

hard, or very hard after you were released from the hospital? 
 

Based on those who have been hospitalized since Gateway enrollment (n=200) 

 Very 
Easy 

Somewhat 
Easy 

Somewhat 
Hard 

Very 
Hard 

DK/ 
Ref 

a. Getting the medicines that the 
hospital doctor had prescribed 
for you 

54 21 14 7 3 

b. Getting an appointment to see 
your primary doctor for a 
follow-up 

63 20 8 5 4 

c. Getting an appointment to see 
a specialist doctor  

54 18 7 7 14 

 
 

Prior Insurance Coverage 
READ TO ALL:  Now thinking about your health insurance coverage BEFORE you were enrolled in the 

Gateway program… 

Q37 Were you covered by health insurance, including Medicaid or Medicare, or were you uninsured? 
 

18 Covered/Had health insurance, including Medicaid/Medicare 
82 Uninsured 

* (DO NOT READ) Don’t know 
0 (DO NOT READ) Refused 
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Q38 What was your MAIN source of health insurance?  Was it a plan through your employer, a plan 
through your spouse’s employer, a plan you purchased yourself either from an insurance 
company or a state or federal marketplace, were you covered by Medicare or Medicaid, also 
known as M-O HealthNet or did you get your health insurance from somewhere else? 

 
 Based on those previously insured (n=225) 

34 Plan through your employer 
1 Plan through your spouse’s employer 
2 Plan you purchased yourself 
3 Medicare 

52 Medicaid/M-O HealthNet] 
1 Somewhere else (SPECIFY) ____________ 
4 Plan through your parents/mother/father (VOL.) 
1 (DO NOT READ) Don’t know 
0 (DO NOT READ) Refused 

 

 
Q39 BEFORE you were enrolled in the Gateway program, what was the MAIN reason for not having 

health insurance? (PRE CODED OPEN END) 
  

Based on those previously uninsured (n=973) 
72 You could not afford private insurance 
17 You lost your job/Exhaustion of COBRA benefits 

6 Your employer did not offer insurance  
1 No longer able to be on parent’s insurance 
1 You didn’t think you needed it/You are not sick 
1 You didn’t know what you needed to do to apply 
2 (VOL.) Other (SPECIFY) 
1 (DO NOT READ) Don’t know 
* (DO NOT READ) Refused 
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Q40 Before you were in the Gateway program, how long were you uninsured?  (READ) 
 

Based on those previously uninsured (n=973) 
6 Six months or less, 
5 Seven months to less than one year, 

15 One year to less than two years,  
13 Two to less than three years, OR 
60 Three years or more 

1 (DO NOT READ) Don’t know 
0 (DO NOT READ) Refused 

 
 
Q41 What was the MOST important reason that you choose to enroll in the Gateway program?  Was 

itΧόw9!5 AND ROTATE) 
 

47 It made health care affordable, 
20 You lost your health insurance 
18 You got sick and needed coverage, 
11 My doctor told you to, 

3 (VOL.) Other (Specify) 
* (DO NOT READ) Don’t know 
* (DO NOT READ) Refused 
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GENERAL HEALTH 
Q42 Next, please tell me if you, yourself, are currently being treated or under a doctor’s care for each 

health condition?  (First/Next,) what about … (INSERT; READ RANDOMIZE)?   
 
 READ FOR FIRST ITEM, THEN AS NECESSARY: Are you currently being treated or under a 

doctor’s care for this condition? 
 

 Yes No DK/Ref. 
a. High blood pressure or 

hypertension 
43 56 * 

b. Diabetes  16 83 1 
c. Heart Disease 5 94 * 
d. Arthritis 21 79 1 
e. Asthma, C-O-P-D, emphysema, 

or other lung diseases 
16 84 * 

f. Any other chronic condition? 7 92 * 
 

 
Q43 Do you currently need or take medicine prescribed by a doctor to manage any long term or 

chronic conditions?   
 

59 Yes 
41 No 

* (DO NOT READ) Don’t know 
* (DO NOT READ) Refused 

 
 

Q44 Do you have a physical or medical condition that seriously interferes with your ability to work, 
attend school, or manage your day-to-day activities?   
 

37 Yes 
62 No 

1 (DO NOT READ) Don’t know 
* (DO NOT READ) Refused 
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DEMOGRAPHICS 
READ TO ALL:  Now, I have just a few more questions for you.  Please keep in mind that your responses 

have no impact on your enrollment in the Gateway program. 

 
D1. RECORD RESPONDENT’S SEX: 

 

45 Male  
55 Female 

 
 
AGE. What is your age? (RECORD EXACT AGE AS TWO-DIGIT CODE.) 
 

17 18-29 
16 30-39 
23 40-49 
43 50 and older 

1 (DO NOT READ) Don’t know/Refused 
 

 

PAR.  Are you the parent or guardian of any children under 18 years of age?  
 

32 Yes 
67 No 

* (DO NOT READ) Don’t know 
0 (DO NOT READ) Refused 

 
 

MARITAL. Are you currently married, living with a partner, widowed, divorced, separated, or have 

you never been married? 

9 Married 
5 Living with a partner 
4 Widowed 

17 Divorced 
10 Separated 
54 Never been married 

1 (DO NOT READ) Don’t know/Refused 
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EMPLOY. What best describes your employment situation today?  (READ IN ORDER) 

11 Employed full-time 
26 Employed part-time 
36 Unemployed and currently seeking employment 
13 Unemployed and not seeking employment 

4 A student 
1 Retired 
6 On disability and can’t work 
2 Or, a homemaker or stay at home parent? 
1 (DO NOT READ) Don’t know/Refused 

 
 
EMPLOY2. What best describes your employment situation BEFORE you were enrolled in the 

Gateway Program?  (READ IN ORDER) 
 

24 Employed full-time 
25 Employed part-time 
34 Unemployed and currently seeking employment 

8 Unemployed and not seeking employment 
4 A student 
* Retired 
2 On disability and can’t work 
2 Or, a homemaker or stay at home parent? 
1 (DO NOT READ) Don’t know/Refused 

 
 
WORK  Would you say that the Gateway Program has a big impact, a small impact, or no impact 

on your ability to find or keep a job? 
 

30 Big impact 
9 Small impact 

58 No impact 
3 (DO NOT READ) Don’t know 
1 (DO NOT READ) Refused 
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EDUC. What is the highest level of school you have completed or the highest degree you have 

received?  (DO NOT READ) [INTERVIEWER NOTE:  Enter code 3-HS grad if R completed training 

that did NOT count toward a degree] 

3 Less than high school (Grades 1-8 or no formal schooling/Never 
attended high school) 

13 High school incomplete (Grades 9-11 or Grade 12 with no diploma) 
40 High school graduate (Grade 12 with diploma or GED certificate) 
33 Some college but no degree (incl. 2 year occupational or vocational 

programs) 
8 College graduate (e.g. BA, AB, BS) 
2 Postgraduate (e.g. MA, MS, MEng, Med, MSW, MBA, MD, DDs, PhD, JD, 

LLB, DVM) 
* Don’t know 
1 Refused 

 
 
HISP. Are you, yourself, of Hispanic or Latino background, such as Mexican, Puerto Rican, Cuban, or 

some other Spanish background? 
 

2 Yes 
98 No 

* (DO NOT READ) Don’t know/Refused 
 
 
RACE. What is your race? Are you white, black, Asian or some other race?  (IF RESPONDENT SAYS 

HISPANIC ASK: Do you consider yourself a white Hispanic or a black Hispanic? CODE AS WHITE 
(1) OR BLACK (2).  IF RESPONDENTS REFUSED TO PICK WHITE OR BLACK HISPANIC, RECORD 
IL{t!bL/ !{ άh¢I9wΣέ /h59 п) 
 

19 White 
76 Black of African-American 

1 Asian 
2 Other or mixed race 
2 (DO NOT READ) Refused 
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Language What language do you mainly speak at home? (DO NOT READ) 
 

97 English 
* Spanish 
* Chinese 
* Russian 
* Vietnamese 
* Bosnian  
1 (VOL.) Other (SPECIFY) 
* Don’t know 
* Refused 

 
 
END OF INTERVIEW: That’s all the questions I have. Thanks for your time.  If you have any questions, 

regarding your Gateway Benefits, please feel free to contact the Gateway to Better Health call center at 

1-888-513-1417. 

 

 


