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• is quick and easy to get to
• doesn’t keep you waiting
• has friendly and respectful staff
• gives you privacy during physical

examinations
• has health care providers who explain

clearly
• has health care providers who give you

enough time to ask questions
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• gives you enough information
• involves you in making decisions
• ensures you can talk in private
• keeps your personal information confidential
• gives you freedom to choose your doctor
• has clean facilities with sufficient space
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Results from the WHO Multi-Country Survey Study
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• “...put aside preconceptions about the value
of patient surveys: there now are valid and
reliable instruments that ask patients
objective questions about aspects of care
that both clinicians and patients think
represent quality.”
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• the general population
– Interviewer-administered questionnaires in

household surveys

– Self-administered questionnaire in household
surveys

– Patient exit questionnaires
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MCSS WHS
2000-2001 2002-2003
Interviewer administered Interviewer administered
Long 13 Long 56
Short 30 Short 18
Self-administered 27
Total 70 74
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• Responsiveness across domain j items to an individual
for experience c

• Responsiveness across m domains for
experience c
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expert, individual or population choices

• Domains

• Longer experiences
count more (time)

• Users with more time
count more

• Non-users?

• Elicit weights, apply..

• Other criteria?
– e.g. individual preference
– expert decided- health dependent

• Other criteria as above?

• Counterfactual-- perfect
coverage
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(0%=least important, 100% most important)

Domains W. Europe

Prompt Attention 18%
Communication 14%
Quality of Basic Amenities 10%
Dignity 14%
Choice 12%
Confidentiality 14%
Autonomy 12%
Social Support 6%
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37 countries, minimum 100 respondents
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35%  say increase in
inequality greater

26%  say increase in
inequality greater
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23%  say increase in
inequality greater

38%  say increase in
inequality greater



Evidence and Information for Policy

n

i i
�

�

�

1
2



Evidence and Information for Policy

C
oe

ffi
ci

en
t

Total Health Expenditure as % of GDP5 10 15

0

.05

Belg ium
Can

Ger

SpF
Fr
an

UK  K ingdom

Greece

Ire.
lan

Italy

Lux.

Neth
NZL

Portugal
Swe

USA



Evidence and Information for Policy

0.0

20.0

40.0

60.0

80.0

100.0

0.000 0.050 0.100 0.150C
ou

nt
ry

 m
ea

n 
(0

-1
00

)



Evidence and Information for Policy

less
inequality between women than between men

Level of Responsiveness
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