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BACKGROUND: Despite growing emphasis on public
reporting of health care quality data, available data are
often ignored.
OBJECTIVE: To evaluate the usefulness of web-based
physician-level data for patients choosing a new primary care physician (PCP).
DESIGN: Patients seeking a new PCP (n=2225) were
invited to view web-based information including PCP
credentials, personal characteristics, office location and
hours, and patient experience scores. Patient experience
scores included validated measures of interpersonal
quality, appointment access, care coordination, health
promotion, and patient recommendations of the PCP.
After viewing the website, participants indicated their
preferred PCP and completed a study questionnaire.
RESULTS: Of the invited participants, 17% visited the
website (n=382). Patient experience scores were cited
most frequently as important to physician choice (51%).
Among these measures, patients’ highest priorities were
interpersonal quality (37%) and patient recommendations of the PCP (41%). For patients citing these
priorities, the odds of choosing a highly scored physician after viewing the data was nearly 10 times that of
choosing such a physician by chance (odds ratio (OR)=
9.52 and 9.71, respectively).
CONCLUSIONS: Targeting patients known to be making
a health care decision appears to promote the use of
performance data. Patients particularly valued data
concerning other patients’ experiences and, after viewing the data, made choices well-aligned with their
priorities.
KEY WORDS: health care decision-making; physician performance
measures; public reporting; patient care experience measures.
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INTRODUCTION
Despite the growing demand for health care transparency and
public reporting of quality data, available evidence suggests that
patients rarely use these data1–4. At least 3 factors appear to
contribute to patients’ relative lack of interest in health care
quality data to date: (1) Studies consistently find that patients
are most interested in physician-level quality information,5,6
however, available data have focused primarily on large health
care organizations and institutions (e.g., health plans, hospitals,
medical groups). (2) The content and format of performance data
are often difficult for patients to understand.7,8 (3) At the point of
decision-making, patients are often unaware of data that could
inform their choice.3,9–12
In this study, patients known to be seeking a new primary
care physician (PCP) were invited to view web-based information to inform their choice. We monitored the percent of
patients who visited the website, and among those who did,
evaluated their informational priorities and the role of the
information in their PCP choice.

METHODS
Sampling
In 2004, adult patients seeking a new PCP at 2 California
medical groups (San Fernando Valley) were invited by mail to
view web-based information about the 14 adult PCPs comprising the groups. Those invited to view the website included: (1)
all patients newly joining the practice (n=225) and (2) a
random sample (n=2,000) of patients empanelled to 2 retiring
PCPs (“switchers”). Patients were offered $20 to complete a
web-based questionnaire after reviewing the website. A second
invitation letter was sent to nonrespondents 2 weeks later.

The Website
The website provided the following physician-level information:
credentials (i.e., years in practice, medical school, specialty
certification, hospital affiliations), personal characteristics (i.e.,
age, gender, ethnicity, languages spoken), office location and
hours, and patient experience scores from the Short-Form
Ambulatory Care Experiences Survey (ACES). ACES is a
validated questionnaire13,14 that has been administered to
medical groups throughout California since 2003. The survey
produces 5 summary measures for physicians: interpersonal
quality, appointment access, care coordination, health promotion, and patients’ willingness to recommend the physician.
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Four physicians did not have survey-based measures because
they were new to the practice. For each of the remaining
physicians, the website indicated performance on each measure
based on the underlying score assigned to 1 of 4 categories:
scored best, scored highly, scored average, scored lowest
(http://www.tufts-nemc.org/icrhps/resprog/thi/fanjiang.asp).

Data Collection
After viewing the web-based information, patients were asked
to complete a study questionnaire. Patients were first asked to
select their preferred PCP. Patients were told they would need
to contact the practice to formalize this choice (i.e., web-based
selections were not linked to the practice). Next, patients were
asked to indicate up to 3 types of information that had been
important in their choice, including physician credentials,
personal characteristics, office location and hours, patient
experience scores, advice from professionals, and advice from
friends. The latter 2 categories were based on participants’
personal experience, whereas the others corresponded to the
web-based information. Next, patients were asked to rank the
importance of the 5 ACES measures. Finally, patients were
asked about their overall assessment of the website.

Statistical Analysis
Characteristics of all patients invited to view the website were
compared with those who visited the site and completed the
study questionnaire using two-sample t tests. In addition, twosample t tests were used to compare the importance of the
survey-based ACES measures against each of 5 other types of
information (i.e., physician credentials, physician personal
characteristics, office location/hours, advice from profes-

sionals, advice from friends). Subgroup analyses were conducted based on patient gender, age, education, number of
chronic diseases, and enrollment status (new versus switcher).
Finally, we computed (1) the odds of choosing a physician who
scored highly on a particular ACES measure given a stated
priority related to performance on that measure and (2) the
odds of randomly choosing a physician who scored highly on
that measure. The ratio of these 2 odds then gave us the odds
of choosing a high performing physician given a particular
performance priority over that of choosing such a physician by
chance.

RESULTS
Of the invited sample (n=2,225), approximately 17% visited
the website (n=382). Patients newly joining the practice were
more likely to visit the website than “switchers” (24% vs 12%; p
<0.01). Of those visiting the site, 80% completed the questionnaire (n=306). Compared to the starting sample, those who
participated were significantly younger (<60 years) and more
likely to have HMO-based insurance (p<.001), but did not
differ in terms of gender or years of plan enrollment.
Table 1 summarizes the information priorities cited by patients
who viewed the website. Half of the participants cited patient
experience scores as important to informing their PCP choice
(51%). Patient experience scores significantly exceeded each of
the 5 other types of information in their importance to patients
choosing a PCP (p<.001). Office convenience (39%) and physician
credentials (38%) were cited as important by more than one-third
of patients. Older adults (≥60 years) particularly valued advice
from professionals (41%) and placed less importance on patient
experience scores (28%) than younger adults. For patients with 2
or more health conditions, office location and hours (46%) and

Table 1. Percentage of Participants Who Cited Each Type of Information as Important to Their Physician Choice

Total (n=306)
Gender
Male (n=144)
Female (n=159)
Age (y)
18 to 34 (n=74)
35 to 59 (n=181)
60 to 96 (n=51)
No. of chronic diseases
None (n=171)
1–2 diseases (n=113)
More than 2 diseases (n=22)
Education
HS or less (n=43)
Some college (n=107)
4 y in college (n=84)
More than 4 y in college (n=70)
Patient status
New to practice (n=56)
Switching physicians (n=250)

Patient experience
scores (ACES)

Office location
and hours

Physician
personal
characteristics

Physician
credentials

Advice
from
professionals

Advice
from
friends

51

39*

25†

38†

27†

24†

47
54

42
38

28†
22†

40
37*

27†
26†

29†
20†

54
56
28

41‡
39†
37

22†
25†
26

38‡
39†
37

19†
24†
45

19†
25†
28

52
49
59

39*
39
46

27†
22†
18*

44
30*
31‡

23†
29*
41

25†
23†
23*

40
52
55
53

44
35*
45
37‡

30
28†
18†
23†

35
33*
39‡
47

23
25†
20†
37‡

21‡
22†
23†
31*

52
51

41
39

21†
25†

39
38

23†
27†

18†
26†

P values are based on pair-wise comparisons against the survey-based ACES measures
*0.01>p≥0.001
†p<0.001
‡0.05>p≥0.01
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advice from professionals (41%) emerged as important to PCP
selection, as did patient experience scores (59%).
Of the 5 ACES measures, interpersonal quality (37%) and
patients’ willingness to recommend the physician (40%) were
ranked most important survey-based measures by the largest
share of patients (data not shown). These priorities did not
differ by age, gender, education or number of chronic conditions. Of the participants, 90% reported that they would
recommend the patient experience measures from the website.
Two-thirds (68%) were confident that their experiences would
be similar to the survey-based scores.
Table 2 shows the extent to which patients chose PCPs whose
performance was well-aligned with their stated priorities. Among
patients who prioritized physician interpersonal quality, nearly
all (88%) selected a physician who scored highly on that measure.
Similarly, among patients prioritizing other patients’ recommendations of a PCP, 84% selected a PCP scoring highly on that
measure. For patients with these priorities, the odds of selecting a
highly scored physician after viewing the web-based data were
nearly 10 times those of selecting such a physician by chance
(odds ratio (OR)=9.5 and 9.7, respectively). Similarly, among
patients citing “appointment access” as their highest priority, the
odds of choosing a physician who performed highly on that
measure after viewing the data were 14.1 times those of choosing
such a physician by chance.

DISCUSSION
This study contributes several relevant findings to national
efforts to engage patients with quality data. First, with minimal
outreach, one-sixth of patients seeking a new PCP and onequarter of those newly joining a practice used web-based
physician-level information. This higher use of performance
data than is generally observed1–4 suggests the value of
strategies directing patients to quality data at a point that it
has particular relevance to them. Second, of the types of
information presented, survey-based measures of physician
performance were most frequently cited as important, and
among survey-based measures, patients particularly valued
measures of physician interpersonal quality and other
patients’ recommendations of the physician. This is consistent
with a considerable literature demonstrating the importance of

relational aspects of care to patients,15–17 but to our knowledge, is the first demonstration of patients using such data to
inform an actual physician choice. Finally, patients using webbased quality information made choices that were well-aligned
with their stated priorities. This initial demonstration of
patients’ successfully employing performance data to inform
a health care choice is encouraging but should continue to be
evaluated as efforts to engage patients in this way are extended
to other populations, other settings, and other types of health
care choices.

Limitations
There are several relevant study limitations. First, the study
included adult patients of 2 California medical groups. Interest
in health care quality data and willingness to use web-based
tools may differ in other markets and other patient groups.
Second, whereas study participants indicated their preferred
PCP, we do not know if they contacted the practice to formalize
this choice. Finally, because the website lacked information on
clinical performance measures, the study cannot evaluate how
these would figure into patients’ priorities. A recent study,
using simulated quality data, found that patients often
prioritized technical dimensions of quality over interpersonal
ones.18 Whereas that study involved a hypothetical physician
choice, the results suggest the value of providing both clinical
and patient experience data to inform patient choice.

CONCLUSIONS
Targeting patients known to be making a health care decision
appears to promote the use of performance data. With minimal
outreach, one-quarter of patients newly joining 2 practices and
12% of those switching PCPs within these practice used webbased data to inform their choice. Patients particularly valued
information concerning other patients’ experiences and, after
viewing the data, made choices well-aligned with their priorities. The results underscore the value of current work to
develop and implement a national standard for measuring
patient care experiences with individual physicians,19,20 but
also highlight the importance of ensuring that the performance

Table 2. Odds of Choosing a Physician with High Performance on a Given Patient Experience Measure
Patient experience
measure cited as most important

Willingness to recommend
physician (n=64)
Interpersonal quality
(n=57)
Appointment access
(n=25)
Coordination of care
(n=7)
Health promotion (n=3)

Random choice

Informed choice
Odds of choosing highly rated
physician given stated priority
versus choosing that physician
by chance

Percentage of physicians
who were rated
highly (NMD =14) (%)

Odds of randomly
choosing a highly
rated physician*

Percentage of patients
selecting a highly rated
physician given a stated
priority (%)

36

0.6

84

9.7 (CI=3.3, 28.5)

43

0.8

88

9.5 (CI=3.4, 26.6)

21

0.1

52

14.1 (CI=1.6, 114.7)

7

0.3

57

4.88 (CI=0.9, 28.4)

21

0.3

0

of physicians who were rated highly
*Odds of randomly choosing a highly rated physician ¼ ðtotal number ofnumber
physiciansÞðnumber of physicians who were highly rated Þ

0.00 (CI=NA)

1466

Fanjiang et al.: Web-based Information to Inform Patient Choices

distinctions highlighted in public reports are meaningful,
legitimate, and easy to understand.

Acknowledgements: This research was supported by the Robert
Wood Johnson Foundation (Grant No. 050791) and the Pacific
Business Group on Health. Salary support was also provided by
grant T32-HS00060 from the Agency for Healthcare Research and
Quality.
We gratefully acknowledge Dr. Michael Nelson and the Facey
Medical Group for their support and participation in this research.
We are also indebted to Dr. Andrew Maxfield, Dr. Margaret Gerteis,
and BearingPoint, Inc. as invaluable resources in the design and
analysis of this project. We also gratefully acknowledge Kara
Cassidy, Angela Li, and their colleagues for their outstanding work
in obtaining and managing the data.
This paper was presented at the Society of General Internal
Medicine Annual Meeting in April, 2006 and the AcademyHealth
Annual Research Meeting in June, 2006.
Conflicts of Interest: None disclosed.
Corresponding Author: Dana Gelb Safran, ScD; The Health
Institute, Tufts-New England Medical Center, 750 Washington
Street, NEMC Box 345, Boston, MA 02111, USA (e-mail: dsafran@
tufts-nemc.org).

REFERENCES
1. Farley DO, Elliott MN, Short PF, Damiano P, Kanouse DE, Hays RD.
Effect of CAHPS performance information on health plan choices by Iowa
Medicaid beneficiaries. Med Care Res Rev. 2002;59:319–36.
2. Marshall MN, Shekelle PG, Leatherman S, Brook RH. The public
release of performance data: what do we expect to gain? A review of the
evidence. JAMA. 2000;283:1866–74.
3. Schneider EC, Epstein AM. Use of public performance reports: a survey
of patients undergoing cardiac surgery. JAMA. 1998;279:1638–42.
4. Schauffler HH, Mordavsky JK. Consumer reports in health care: do
they make a difference? Annu Rev Public Health. 2001;22:69–89.

JGIM

5. Isaacs SL. Consumer’s information needs: results of a national survey.
Health Aff (Millwood, Va.) 1996;15:31–41.
6. Hibbard JH, Jewett JJ. What type of quality information do consumers
want in a health care report card? Med Care Res Rev. 1996;53:28–47.
7. Hibbard JH, Jewett JJ. Will quality report cards help consumers?
Health Aff (Millwood, Va.) 1997;16:218–28.
8. Hannan EL, Racz MJ, Jollis JG, Peterson ED. Using Medicare claims
data to assess provider quality for CABG surgery: does it work well
enough? Health Serv Res. 1997;31:659–78.
9. Schneider EC, Epstein AM. Influence of cardiac-surgery performance
reports on referral practices and access to care. A survey of cardiovascular specialists. N Engl J Med. 1996;335:251–6.
10. Gibbs DA, Sangl JA, Burrus B. Consumer perspectives on information
needs for health plan choice. Health Care Financ Rev. 1996;18:55–73.
11. Hibbard JH, Peters E. Supporting informed consumer health care
decisions: data presentation approaches that facilitate the use of
information in choice. Annu Rev Public Health. 2003;24:413–33.
12. Hibbard JH, Jewett JJ. Will quality report cards help consumers?
Health Aff (Millwood, Va.) 1997;16:218–28.
13. Safran DG, Karp M, Coltin K, Chang H, Li A, Ogren J, Rogers WH.
Measuring patients’ experiences with individual primary care physicians. Results of a statewide demonstration project. J Gen Intern Med.
2006;21:13–21.
14. Rodriguez HP, von Glahn T, Rogers WH, Chang H, Fanjiang G, Safran
DG. Evaluating patients’ experiences with individual physicians: a
randomized trial of mail, internet, and interactive voice response
telephone administration of surveys. Med Care. 2006;44:167–74.
15. Safran DG. Defining the future of primary care: what can we learn from
patients? Ann Intern Med. 2003;138:248–55.
16. Stewart MA. Effective physician–patient communication and health
outcomes: a review. CMAJ. 1995;152:1423–33.
17. Cleary PD. The increasing importance of patient surveys. Qual Health
Care. 1999;8:212.
18. Fung CH, Elliott MN, Hays RD, Kahn KL, Kanouse DE, McGlynn EA,
Spranca MD, Shekelle PG. Patients’ preferences for technical versus
interpersonal quality when selecting a primary care physician. Health
Serv Res. 2005;40:957–77.
19. Agency for Healthcare Research and Quality (AHRQ). Consumer
Assessment of Healthcare Providers and Systems (CAHPS) website.
Accessed on: April 16, 2007. http://www.cahps.ahrq.gov/content/products/CG/PROD_CG_CG40Products.asp.
20. National Quality Form (NQF) Website. Standardizing Ambulatory Care
Performance Measures. Accessed on: April 16, 2007. http://www.
qualityforum.org/projects/ongoing/ambulatory/index.asp.

