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Executive Summary

Background and Purpose of Report

The Integrative Therapies program was originally initiated under the provisions of FY 2002-23 General appropriations Act (Chapter 2002-225, Laws of Florida) which allows the Agency for Health Care Administration (AHCA) to contract, in accordance with s.409.912,F.S., within existing resources, with an integrative medical management vendor (AMI of Florida, LLC) for three years in order to develop and implement a pilot integrative therapies program to improve the quality of life and cost effectiveness for the Medicaid disease management initiative in Area 5 (Pinellas and Pasco counties).  In 2005, the pilot was expanded to Area 6 (Hillsborough county).  Expansions in the state may be anticipated in future project years.

The Integrative Medicine Program is nearing the completion of its sixth year (April 2010) of managing MediPass patients with chronic pain and related disorders (i.e., chronic fatigue syndrome, fibromyalgia, or chronic back / neck pain).  The vendor is contractually obligated to report patient satisfaction with the program to the AHCA.  

Data Source and Methodology

A mail survey was administered by the vendor to obtain satisfaction data from Medicaid beneficiaries enrolled/engaged in the Integrative Therapies Pilot (ITP) program.  The survey included both recently enrolled/engaged ITP beneficiaries (i.e., minimum of 3-months in 2008) and those enrolled during earlier program years (i.e., 2004, 2005, 2006, 2007, 2008, & 2009).  On 11/13/2009, the two-page survey instrument (see Appendix A) was mailed-out.  The vendor accepted completed surveys during a three-week survey duration ending on 12/7/2009.  A total of 158 completed surveys were returned from the 471 program enrollees to whom they were delivered, achieving a 33.6% return rate.  The U.S. Postal Service returned 18 (3.8%) of the mailed-out surveys as undeliverable.  

The vendor chose to conduct a mail survey in an effort to minimize the potential influence of response bias inherent to telephone-based surveys.  Further, similar to the 2007 and 2008 surveys, descriptive data on present survey respondents were not collected as the vendor chose to remain blinded to this information.  As a point of comparison, however, consider descriptive data from the vendor’s 2006 survey in which a sample of a sample of 108 survey respondents were female (78%), middle aged (mean = 47yrs, SD = 12), and carrying a primary diagnosis of chronic back and/or neck pain (81.5%).  Key findings from the survey are highlighted below.

Important Findings from Survey of Enrollees

Overall, survey respondents (n=158) representing beneficiaries enrolled since the program’s inception (2004-2009) tended to agree: 

· Integrative Therapies program staffers are friendly, courteous, and professional (98%; compared with 98% for 2008, 97% for 2007, 99% for 2006 and 100% for 2005).

· Program treatment providers help them to reduce their levels of pain (87%; compared with 94% for 2008, 88% for 2007, 94% for 2006 and 86% for 2005)

· They are satisfied with the care they have received in the last 6-months (~91%; compared with 91 % for 2008, 91% for 2007, 93% for 2006 and 94% for 2005)

· Their quality of daily life has improved since beginning the program (82%; compared with 88% for 2008, 74% for 2007, 82 % for 2006 and 83% for 2005)

· They have received helpful educational materials from the program (81%; compared with 75% for 2008, 71% for 2007, 78% for 2006 and 82% for 2005)

· They are satisfied with the Integrative Therapies Program (93%; compared with 94% for 2008, 95% for 2007, 93% for 2006 and 99% for 2005)

· They will continue in the program during the next year (94%; compared with 94% for 2008, 97% for 2007, 97% for 2006 and 100% for 2005)

· They would recommend the program to friends/family, if appropriate (~96%; compared with 95% for 2008, 98% for 2007, 95% for 2006; not assessed during the 2005 survey).  

Anecdotal (written) comments obtained from survey respondents about benefits derived through participation in the program continue to be effectively represented by a small number of general themes (e.g., 6 – 7) identified across the patient survey reports conducted by this reviewer (i.e., 2005 to 2009).  Generally speaking, these themes mirror the positive findings obtained in the annual patient surveys.  Perhaps the most remarkable of these themes is the “Quality and Importance of the Therapeutic Alliance / Relationship,” which is reflective of a level of goal-directedness experienced by many beneficiaries in their work with ITP-affiliated holistic providers.  Representative statements for the six themes identified in the current (2009) survey data are presented in the body of the report.  Descriptions of the six themes identified in the current survey responses are presented below.  

Theme 1:

ITP services decreased negative symptoms and increased my quality-of-life –

Treatment decreases symptoms associated with chronic conditions that, in turn, translates into improvements in quality of life, increased feelings of well-being, less symptoms of depression and the like (e.g., feeling relaxed, improved outlook on life).  

Theme 2:

AMI staffers are an excellent source of social support and health information –

Nurse care managers (NCMs) provide program beneficiaries with an excellent source of both social support and information.  A sizable number of respondents indicated that their relationship with NCMs was just as important to them as the formal treatments they received from affiliated providers.

Theme 3:

ITP services have positively altered or transformed my life –

Participation in the Integrative Therapies Program has been a life altering and transforming experience for some survey respondents with respect to improved symptom management and ensuing improvements in quality of daily life.  

Theme 4:

ITP Services led me to rely less on medications in managing my pain symptoms – 

Participation in the Integrative Therapies Program has led some respondents to rely less on the use of medications to manage pain symptoms.  Most of these types of comments seem to be associated with massage therapy though one patient did mention benefits associated with acupuncture

Theme 5:

Cost containment practices that translate into decreases in treatment services had a negative impact on the coping status of some survey respondents –  

Several respondents commented on the notion that issues of cost containment may have resulted in a reduction in services.  These reductions had a perceived negative impact on the respondents’ level of coping with their specific health issue(s).  

Theme 6:

ITP-affiliated holistic healthcare providers (e.g., LMT, acupuncturist) and the ITP beneficiary have formed a positive, therapeutic relationship (alliance) to effectively manage the target chronic condition(s) – 

A sizable proportion of respondents in recent surveys (e.g., ~20% in 2009; 10% in 2008; and ~30% in 2007) have commented on the notion that the treatment relationship (or therapeutic alliance) developed with their provider had contributed positively to treatment gains experienced since beginning the program.  

Overall, the survey responses (ratings & anecdotal comments) obtained from beneficiaries drawn from all program year cohorts (i.e., 2004 to 2009) continues to support the idea that the comprehensive array of holistic healthcare services offered by the Integrative Therapies Program are highly valued by respondents, perceived as effective at reducing negative symptoms (e.g., pain, depressed mood), and contribute to improvements in their quality-of-life (emotional and physical).  A pattern of consistent findings has been established in the annual surveys (i.e., project years 2005-2009) examining patient satisfaction in both newly enrolled and veteran program beneficiaries.  First, the consistently high survey return rate combined with disproportionately positive item ratings, and positive anecdotal comments provided by beneficiaries suggest AMI’s patient-centered approach to service delivery is experienced by consumers as both effective and valuable.  Second, many program enrollees appear to develop a bond of trust (i.e., a goal-directed therapeutic alliance) with both AMI nurse care managers and holistic providers (e.g., massage therapists, acupuncturists) and seem to function as a team with the aim of achieving a multitude of positive outcomes.  As noted in earlier patient survey reports, these efforts may well translate into measurable change (e.g., improvements in health-related quality-of-life, reductions in prescription medication usage, reductions in emergency and inpatient medical services) important to both the consumer (i.e., patient) and healthcare management systems.  Moreover, the vendor’s high quality, outcome-oriented, patient-centered, holistic approach to the integrative management of chronic pain (and related disorders) has consistently led patients to endorse high ratings of satisfaction and improvements in medical outcomes (e.g., less pain, improved range-of-movement) while achieving significant reductions in total claims cost according to external claims analyses.  

One of the outstanding features of AMI’s ITP is the development of a treatment environment (or milieu) that fosters the growth of an outcome-oriented therapeutic alliance between the patient and holistic providers (e.g., acupuncturist, massage therapist).  A qualitative analysis of enrollee’s anecdotal comments on their experience in the program suggests differential outcomes based on the length of time enrolled in the program.  Early enrollees (e.g., less than 3 years) tend to benefit most immediately in terms of symptom improvement (e.g., less pain, less fatigue, less tension, increased energy) whereas program veterans (e.g., involved for 4-5 years) tend to report more lasting effects or life transforming outcomes (e.g., lifestyle behavior changes translating to improved quality-of-life and symptom management).  Across all years of enrollment, it appears the formation of a sufficiently strong therapeutic alliance between patient and provider has positive implications for treatment outcomes.  The fundamental importance of promoting a therapeutic alliance between patient and provider must be acknowledged by healthcare policymakers as systems of care are adopted to manage chronic disease entities that are on the rise in our society.  

Over the five years since this pilot’s inception, a number of remarkable trends have become apparent about the Integrated Therapies Program (ITP).  During each of the beneficiary mail surveys, the return rate has been quite respectable (e.g., mid-30% range), which is atypical for this disenfranchised population (i.e., Medicaid beneficiaries).  Also, the beneficiaries surveyed tend to rate their satisfaction with key goals and aspects of the program quite favorably which is mirrored in their anecdotal (written) comments.  Perhaps most importantly, AMI’s program staff and affiliated providers deliver a complex formula of education, compassionate care, and coordination of interventions (i.e., biopsychosocial and medical case management) which is, on the whole, greatly valued by program beneficiaries and provides conditions necessary for the development of a goal-directed treatment alliance.  AMI’s patient-centered approach to the management of chronic conditions continues to embody qualities that have significant implications for policy makers, clinicians, and healthcare payors to consider.  
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Background

As required in the Scope of Services for the Integrative Therapies Pilot (ITP) project for Medicaid beneficiaries, the vendor (Alternative Medicine Integration of Florida, LLC) conducted a baseline survey in January of 2003 to determine beneficiary interests, knowledge, and potential acceptance of complementary and alternative treatment modalities.  For each subsequent project year (i.e., PY2004-2009), annual surveys have been undertaken to examine beneficiary satisfaction with the MediPass Integrative Therapies Pilot program.  Patient satisfaction data for beneficiaries engaged between inception (i.e., 2004) and October of 2009 (i.e., recently-enrolled beneficiaries) are reported herein.

Analysis of beneficiary survey response data was subcontracted to Timothy U. Ketterson, Ph.D. of Gainesville, FL who is in private practice as a licensed (clinical) psychologist.  Dr. Ketterson also currently holds an appointment as the Center Mental Health Consultant (CMHC) at the U.S. Department of Labor Job Corps Center in Gainesville, FL.  During his tenure as Research Assistant Professor in the Department of Clinical and Health Psychology at the University of Florida (2001-2005), he gained significant professional experience conducting program evaluation, survey research, and clinical trials as an NIH-funded investigator.  He has published extensively in a variety of topic areas including health promotion (e.g., exercise intervention in sedentary adults), applications of telehealth in clinical psychology and rehabilitation, stroke rehabilitation (e.g., rehabilitation outcomes, evaluation of novel cognitive rehabilitation treatments), informal caregiving of persons with chronic medical conditions (e.g., progressive dementia), and geriatric rehabilitation.  

Method

Survey Procedures.  A mail survey (N=471) was conducted by the vendor to obtain satisfaction data from Medicaid beneficiaries enrolled/engaged in the MediPass Integrative Therapies Pilot (ITP) program between 2004 and October 1, 2009.  The minimum amount of time enrolled was three months.  A total of 158 surveys were completed by program beneficiaries within the survey period (11/13/09 – 12/7/09) equating to a 33.6% rate of return (note: 18 of the 471 or 3.8% of the surveys mailed were returned to the vendor as undeliverable by the U.S. Postal Service).  As in recent surveys, the vendor chose to remain blinded to the collection of demographic data and to conduct a mail survey in an effort to minimize the potential influence of response bias inherent to telephone-based surveys.

Measures.  The patient satisfaction survey is comprised of 9 items (8 items use a scaled response format; 1 item is an open-ended narrative)(see Appendix A).  The first 8 items require enrollees to rate, on a 5-point Likert-type scale, their level of agreement with a statement.  The 8 items tap content areas related to: (1) the courteousness of the Integrative Therapies Program staff (AMI of FL employees); (2) alterations in pain symptom level attributed to the integrative therapies health provider; (3) satisfaction with care delivered by the integrative therapies health provider over the last six months; (4) changes in quality of daily life attributed to the integrative therapies health provider; (5) quality of patient education materials received during enrollment in the program; (6) overall satisfaction with the integrative therapies program; (7) the intention of the enrollee to continue participation in the integrative therapies program over the next year and; (8) willingness to recommend the program to friends or family who suffer from similar health issues.  

As of 2006, an open-ended item (“Please describe any benefits you have experienced from this program”) was added to the Integrative Therapies Program (ITP) beneficiary survey (see Question 9 in Appendix B).  The results from this survey item are reported as general themes and are accompanied by quotes illustrating the nature of each theme identified during the analysis.  

Mail Survey Results

Characteristics of survey respondents.  As in recent years, demographic information was not collected during the present beneficiary survey as the vendor chose not to collect it.  One may assume that the characteristics of the present sample (i.e., n=158 of 471 program enrollees who completed surveys) would be relatively similar to those surveyed in 2006 (n=108 of 259 program enrollees) in which respondents were primarily female (78%) (See Table 1).  The average respondent age was 47 years (SD=12):  ~1% of respondents were under 20 years old; 7% of respondents were 20 to 29 years old; 18.5% were 30 to 39 years old; 27.8% were 40 and 49 years old; 28.7% were 50 to 59 years old; and 16.7% were 60 to 88 years old.  

By way of comparison, the 2005 survey revealed the most frequent primary diagnosis for respondents, based on ICD-9 claims information, was chronic back and/or neck pain (81.5%).  The second most common primary diagnosis was fibromyalgia (3.7%); the least common primary diagnosis was chronic fatigue syndrome (2.8%).  Only a small proportion of survey respondents (~30%) carried a secondary diagnosis of which the most common problem was chronic fatigue syndrome (18.5%), followed by ongoing neck and back pain (6.5%), or fibromyalgia (3.7%).

Patient Satisfaction Mail Survey – 2009 Results

Question 1:  The AMI staff is friendly, courteous, and professional.

Respondents to this survey item indicated they were quite satisfied with the quality of customer service offered by AMI (i.e., the vendor).  Overall, ~82% of the respondents “Strongly Agree,” and another 17% “Agree,” with this statement (see Figure 1.).  One respondent endorsed the “Neither Agree / Disagree” category (~1%) and two others endorsed the “Strongly Disagree” category (1.3%).  Thus, ~99% of mail survey respondents appear to be satisfied with the customer service offered by the vendor’s staff.  

Question 2: My integrative therapies provider has helped me reduce my pain level.  

Overall, ~87% of respondents to this survey item (see Figure 2) “strongly agree” (~55%) or “agree” (32%) that the care provided by their integrative therapies provider is contributing to the reduction of their pain levels.  About 8% of respondents were neutral (“Neither Agree/Disagree”) about their provider’s contribution to the management of their pain symptoms.  Four respondents (~3%) endorsed the “Strongly Disagree” category and three (~2%) endorsed the “Not Applicable” category.  In sum, a majority of beneficiaries surveyed agree that the services offered by their ITP provider have contributed to a reduction in pain levels.  

Question 3:  I am satisfied with the care I have received from my integrative therapies provider (last 6-months).  

Overall, ~91% of respondents (see Figure 3) “agree” (~22%) or “strongly agree” (69%) that they were satisfied with the care provided by their program-affiliated physician or therapist.  Approximately 5% of survey respondents (8 of 158) endorsed a neutral stance (“Neither Agree/Disagree”) concerning satisfaction with care recently received.  Three respondents endorsed the “Strongly Disagree” category (~2%) and another five endorsed the “Not Applicable” category (~3%).  

Question 4:  I believe the quality of my daily life has improved by participating in the program.  

Overall, 82% of respondents (see Figure 4) either “strongly agree” (~40%) or “agree” (~42%) that the quality of their daily life had improved since beginning their involvement in the Integrative Therapies Program.  Another twenty-one (~13%) indicated feeling neutral (“Neither Agree/Disagree”) about the degree to which their daily quality of life had improved due to involvement in the program.  Five respondents (~3%) endorsed the “strongly disagree” category, and three respondents (~2%) endorsed the “Not Applicable” category.  

Question 5:  I have received educational materials that help me take better care of myself.

Overall, 81% of respondents (see Figure 5) “agreed” (~34%) or “strongly agreed” (~47%) they had received helpful patient education materials either from the program itself or the program affiliated provider about the nature and management of their chronic health condition(s).  Another sixteen respondents (~10%) were neutral (“Neither Agree/Disagree”) in their response to this statement.  Four respondents (2.5%) endorsed the “Strongly Disagree” and ten (~6%) endorsed the “Not Applicable” response category.  

Question 6:  Overall, I am satisfied with the Integrative Therapies Program. 

Overall, 93% of mail survey respondents (see Figure 6) indicated they were satisfied with their involvement in the program (~68% “strongly agreed”; 25% “agreed”).  Eight respondents (5%) were neutral (“Neither Agree/Disagree”) in their level of satisfaction with the program.  Three (~2%) were not satisfied (“Strongly Disagree”) with their ITP experience.  

Question 7:  I will continue to participate in the Integrative Therapies Program next year.

An encouraging 94% (see Figure 7) of the mail survey respondents “strongly agreed” (~73%) or “agreed” (~21%) that they would like to continue their participation in the program for the next year.  Three (2%) respondents were neutral (“Neither Agree / Nor Disagree”) and four (~3%) endorsed the “Strongly Disagree” category.  

Question 8.  I would recommend this program to friends or family members who suffer from chronic pain or fatigue.

An encouraging ~96% (see Figure 8) of those program beneficiaries surveyed would recommend the Integrative Therapies Program to their significant others (~75% “strongly agree”; ~20% “agree”).  Three respondents (~2%) were ambivalent (“Neither Agree/Disagree”) about recommending the program to others.  Only two (~1%) indicated they would not recommend (“Strongly Disagree”) the program to others.  

Question 9:  Please describe any benefits you have experienced from the program.  

A single open-ended question was posed to program participants concerning asking them to describe any benefit(s) they may have derived from participating in the Integrative Therapies Program.  The narrative (anecdotal) comments from respondents may be grouped into 7 general themes (see Appendix B for the complete de-identified text of the patient narratives).  The first four of these themes persist from the findings of the 2005 beneficiary survey.  Two new themes were added in 2006 and one new theme was added after the 2007 survey.  No new themes were added in the 2008 or current (2009) surveys.  In the current survey, anecdotal comments indicated that the ITP-affiliated providers had found previously undiagnosed health issues in 2 patients and that one patient experienced an unintended benefit of significant decreased blood pressure.  In the section below, representative comments drawn from current and previous program surveys are included to help describe each theme.

General themes derived from beneficiary responses to Question 9 of the 2009 mail survey.

Theme 1.  ITP services decreased negative symptoms and increased my quality-of-life -

Treatment decreases symptoms associated with chronic conditions which, in turn, translates into improvements in quality-of-life, increased feelings of well-being, less symptoms of depression and the like (e.g., feeling relaxed, improved outlook on life, improved mood, increased levels of energy).  For example:

“Since I’ve been receiving the massage therapy, my pain level has reduced and my quality of life has improved.”

“Healing and Healing – Well Being – relief in all.  Work with therapist as best.  All around making me better.”

"I benefit medically and mentally from this program. I look forward to each visit!...”

"Feeling better . Can walk better. Lay down and sleep much better. Still have trouble standing straight - it seems to be in the legs."

"I am disappointed to lose this helpful program - it has improved my quality of life and well being."

Theme 2.  Staffers are an excellent source of social support and health information -

Nurse care managers (NCMs) and, oftentimes, therapists / providers (e.g., acupuncturists, massage therapists) provide program beneficiaries with an excellent source of both social support and information.  To be sure, a sizable number of respondents indicated that their relationship with NCMs was just as important to them as the formal treatments they received from affiliated providers.  For example:

"Kathy has entered my home not just as a professional but as a friend. I've never in my extensive visitations and treatments to [professional corporate businesses] throughout the years have been treated more kindly and accurate to my injuries than Kathy has provided to me, with message and aid rather than any of the mechanics of other institutions. In fact, I wish I had been introduced into this program years ago."

"Along with the benefits of massage therapy, my therapist has a positive attitude and a wonderful sense of humor. I believe that all the above plays a big part in the healing process."

“…I like the nurse (Kim) who checks on me. She listens and remembers me. this helps me mentally. Chronic pain really does a number on the mind…she listens! "

"I look forward to visits. I feel better with lower pain levels, and have friendship with LMT."

"My past years with Chaz C. have helped me immensely. Without my two appts a month I would probably be much worse off.  I’ve gone to Chaz long enough that he knows all of the right spots to manipulate.  Plus he has also become a good friend."

Theme 3.  ITP services have positively altered or transformed my life-

Participation in the Integrative Therapies Program has been a life altering and transforming experience for some mail survey respondents.  For example:  

"This program has been extremely beneficial to me. The AMI Staff is terrific and always there to answer questions about health or get you someone who does! My massage therapist is exceptional and I feel better; body mind and soul! Thank you!

"So many times I have needed pain relief and Kim has worked to help me. She not only helped me with the pain but also with finding a doctor that I had needed at the time. She has been a true asset to my health."

"Kim O., she is the nicest lady and very cordial. She is very understanding and tries her best and anything/everything she can to assist in the client’s needs.  The 167 days in a coma (history of patient being in coma)…God has blessed me by putting people like Kim in my path."

"I could say that this therapy is the only thing helping me-besides medication which I don't take any.  I thank you for this program but I wish I could get it every week. It is keeping me alive and moving around. Thank you and GOD BLESS YOU."

"My daughter's life was at a standstill, nothing was helping her. No Dr. and she was taking too much medication to get her through the day. Now she is feeling better and taking less med's losing weight and best of all she smiles daily. Thank you. We need this service and I can’t thank you enough.

Theme 4.  ITP Services led me to rely less on medications to manage pain symptoms -

Participation in the Integrative Therapies Program has led some respondents to rely less on the use of medications to manage pain symptoms.  Most of these types of comments seem to be associated with massage therapy though one patient did mention benefits associated with acupuncture.  For example:  

"I doubt that I'd be able to walk without AMI's help; I'm sure my pain killers would double without your help, my life is worth living all because of your help."

"From my neck down to my feet I suffer pain much of the time. I only have one kidney so my doctor tells me not to take so much pain meds because they work on the kidney. So I would like to thank you and Mrs. Pat."

"My therapy has allowed me to live life with less pain. It makes me ablt (sic) to move more freely. And without this therapy I would not be able to leave my home."

"Ever since my therapy I have been doing so much better, I even cut down on pain medication my therapist is wonderful with me."

“I stopped taking the pain killers (sic) medicine!”

"Mobility in my arms and legs has increased and the level of pain in my back has decreased. The pain is not completely gone but under control."

"Meeting my massage therapist and learning how to relax and her using different methods to try to control pain."

Theme 5:  Cost containment practices leading to decreases in treatment services had a negative impact on the coping status of some survey respondents - 

Several respondents commented on the notion that issues of cost containment may have resulted in a reduction in services.  These reductions had a perceived negative impact on the respondents’ ability to cope with their respective health issue(s).  


“(I) wish I could have this four times per month instead of two times per month.”

"I feel that my therapist is doing a great job in helping me with my pain in back and neck. I would like to have at least 3 times a month instead of two times."

“Less pain after, I wish it was once a week…."

“All is helping me somewhat.  Just wish there was more time a month for these services then (sic) two times per month.  It’s just not enough sometimes.”

“I am disappointed to loose (sic) this helpful program – it has improved my quality of life and (sense of) well being.”

Theme 6:

ITP-affiliated holistic healthcare providers (e.g., massage therapist, acupuncturist) and the ITP beneficiary have formed a positive, therapeutic relationship (or therapeutic alliance) to effectively manage the target chronic condition(s) – 

A sizable proportion of respondents commented on the notion that the treatment relationship (or therapeutic alliance) developed with their provider had contributed positively to treatment gains experienced since beginning the program.  

"Both Victoria Byron and Ms. Dinah Davis are truly my guardian angels. They are so kind, caring, nurturing and have helped me and my family handle my chronic pain much better. They are wonderful."

"Michelle is wonderful person. Every part where it hurts. She releases my pain away she's being great to me and professional person. Thanks so much."

“My [case manager] is a God sent at listening to me and caring.  My massage therapist Patty is a wonderful therapist and person."

"When I feel like I can’t put one foot in front of the other, Gina's healing hands have me smiling and feeling much better. They treat me like I was a family member. Dinah calls me to check on me, if I need extra care she sees to it that I get it.  I love ‘em!"

"Nicole is my best friend. I can talk to her about anything. And she will help me."

"I've only just started, but so far I've been enormously impressed by both Kim and Zoe. I appreciate their caring, compassionate and professional approach. The massage so far (I've only had one) was heaven sent! It improved my chronic pain very notably. I really look forward to continuing with such wonderful care. Thanks! P.S. Do you know that AMI in French means - friend?!  It’s so true!"

The overall tenor of anecdotal comments submitted by beneficiaries suggests that the services provided by AMI as part of the Medipass program are, indeed, “highly valued.”  The reader should note that in earlier beneficiary surveys, the convenience and flexibility of receiving in-home massage (and possibly acupuncture) has led a number of respondents to report feeling more relaxed and less hassled in obtaining meaningful health services through AMI’s providers.  In the present survey (2009), however, no anecdotal comments were received by respondents to support this notion.  Consequently, only six themes are discussed in the present report whereas earlier survey reports discuss seven.  

Summary and Conclusions

Results from the 2009 annual mail survey of MediPass Integrative Therapies Pilot (ITP) program beneficiaries enrolled/engaged between 2004 and October 1, 2009 tended to agree:

· AMI staffers are friendly, courteous, and professional (98%).

· Program treatment providers help them to reduce their levels of pain (87%)

· They are satisfied with the care they have received in the last 6-months (~91%)

· Their quality of daily life has improved since beginning the program (82%)

· They have received helpful educational materials from the program (81%)

· They are satisfied with the Integrative Therapies Program (93%)

· They will continue in the Program during the next year (94%)

· They would recommend the Program to friends/family, as appropriate (~96%)

Moreover, anecdotal statements from respondents (on Question 9 of the survey) about the benefit(s) experienced from participation in the program can be grouped into seven general themes:

Theme 1:  Treatment decreases symptoms associated with chronic conditions that, in turn, translates into improvements in quality of life, increased feelings of well-being, less symptoms of depression and the like (e.g., feeling more relaxed, less anxious, less stressed, experiencing an improved outlook on life).  

Theme 2:  Nurse care managers (NCMs) provide program beneficiaries with an excellent source of both social support and information.  A sizable number of respondents indicated that their relationship with NCMs was just as important to them as the formal treatments they received from affiliated CAM providers (i.e., massage therapists, acupuncturists).

Theme 3:  Participation in the Integrative Therapies Program has been a life altering and/or transforming experience for some mail survey respondents with respect to improved symptom management and ensuing improvements in quality of daily life.  

Theme 4:  Participation in the Integrative Therapies Program has led some respondents to rely less on the use of medications to manage pain symptoms.  Most of these types of comments appear to be associated with massage therapy though one patient did mention experiencing these benefits with acupuncture.

Theme 5:  Respondents have commented on the notion that issues of cost containment has resulted in a reduction of the frequency of CAM services received.  These reductions had a perceived negative impact on the respondents’ pain levels and ability to cope with their specific chronic health issue(s).  

Theme 6:  A sizable proportion of respondents (e.g., ~20% of the 134 who submitted a response to Question 9 in the current 2009 survey; 10% of the 135 in the 2008 survey; and ~30% of the 59 in the 2007 survey) commented on the notion that the treatment relationship (or therapeutic alliance) developed with their provider had contributed positively to treatment gains experienced since beginning the program.  This finding is consistent with a large body of published research literature on healthcare outcomes.  Generally speaking, it is well-established in the treatment outcome research literature that a high therapeutic alliance between provider and patient contributes significantly to improved treatment outcomes, though it is not sufficient to explain all patient outcomes (e.g., Stevens, Muran, Safran, et al., 2007).  

Overall, survey responses continue to support the idea that the comprehensive array of cost-effective, client-centered, holistic disease management services offered by AMI’s Integrative Therapies Program (ITP) are highly valued by respondents, perceived as effective at reducing negative symptoms (e.g., pain, tension), and contribute to improvements in their emotional (e.g., less anxious, improved mood) and physical aspects (e.g., increased range of movement) of their quality-of-life.  In a number of instances ITP-related services have contributed to beneficiaries’ experience of reclaiming or transforming their quality of daily living (cf., health related quality-of-life).

Across the last five annual surveys (i.e., project years 2005-2009) examining patient satisfaction in both new and veteran program beneficiaries, a pattern of consistent findings has emerged.  The consistently high survey return rate combined with disproportionately high item ratings, and positive anecdotal comments provided by beneficiaries lead this reviewer to conclude AMI’s patient-centered approach to service delivery is being experienced as efficacious by consumers.  Some program enrollees seem to develop a goal-directed therapeutic alliance (i.e., bond of trust) both with AMI staff (e.g., nurse care managers) and their holistic providers (e.g., massage therapist, acupuncturist) which comes to function as a team.  This treatment alliance strives to achieve a multitude of positive outcomes that may well translate into measurable change for the client (e.g., improvements in health-related quality-of-life, reductions in prescription medication usage, reductions in high-cost emergency and inpatient medical services).  The vendor’s high quality, outcome-oriented, patient-centered, holistic approach to the integrative management of chronic pain (and related disorders) has consistently led patients to endorse high ratings of satisfaction and improvements in medical outcomes (e.g., less pain, improved range-of-movement) while achieving notable reductions in disease management costs according to external claims analyses which are reported elsewhere.  One of the hallmarks of AMI’s ITP appears to be a treatment environment that fosters the development of an outcome-oriented therapeutic alliance between the patient and the holistic provider (i.e., acupuncturist, massage therapist).  

A qualitative analysis of enrollee’s anecdotal comments on their experience in the program suggests differential outcomes based on the length of time enrolled in the program.  Early enrollees (e.g., less than 3 years) tend to benefit most immediately in terms of symptom improvement (e.g., less pain, less fatigue, less tension, increased energy) whereas program veterans (e.g., involved for 4-5 years) tend to report more lasting effects or life transforming outcomes (e.g., lifestyle behavior changes translating to improved quality-of-life and symptom management).  Across all program years, survey respondents have commented on the importance of forming a sufficiently strong therapeutic alliance with their healthcare provider and how its presence has translated into positive implications for their treatment outcomes.  The importance of establishing, nurturing, and maintaining this therapeutic treatment alliance cannot be ignored by healthcare policymakers as systems of care are designed to successfully manage chronic disease entities that are on the rise in our society.  

In sum, throughout the course of the of the Integrative Therapies Program (ITP) pilot, a number of remarkable trends are apparent.  During each of the beneficiary surveys, the return rate has been quite respectable (e.g., mid-30% range) which is atypical for the disenfranchised population (i.e., Medicaid beneficiaries) served by this program.  Also, the beneficiaries surveyed tend to rate key goals and aspects of the program quite favorably which is mirrored in their anecdotal (written) comments.  Perhaps most importantly, AMI’s program staff and affiliated providers deliver a complex formula of education, compassionate care, and coordination of interventions (i.e., biopsychosocial and medical case management) which is, on the whole, greatly valued by program beneficiaries and provides conditions necessary for the development of a goal-directed treatment alliance.  AMI’s patient-centered approach to the management of chronic conditions continues to embody qualities that have significant implications for policy makers, clinicians, and healthcare payors to consider.

Table 1.  Characteristics of 2005** MediPass Beneficiary Survey Respondents (n=108)

	
	Frequency (Percents)

	Gender
	

	Female
	84 (77.8)

	Male
	24 (22.2)

	
	

	Age group
	

	<20
	1 (0.9)

	20-29
	8 (7.4)

	30-39
	20 (18.5)

	40-49
	30 (27.8)

	50-59
	31 (28.7)

	60 and over
	18 (16.7)

	Mean [SD]
	47.37 years [12 years]

	
	

	Primary Diagnosis*
	

	Ongoing back and/or pain
	88 (81.5)

	Fibromyalgia
	4 (3.7)

	Chronic fatigue syndrome
	3 (2.8)


· *Primary diagnosis information is based on ICD-9 claim data.  Percentages do not sum to 100% because their PCP either did not assign the respondent a primary diagnosis or this information was missing from the vendors records.  

· **These data are provided in this report for the purposes of comparison since demographic data was not collected by the vendor during the mail survey of 2006 program beneficiaries.

Figure 1.  Percentage by response category for Question 1: The AMI staff is friendly, courteous, and professional (n=158)

Figure 2.  Percentage by response category for Question 2: My integrative therapies provider 

has helped me reduce my pain level (n=158)

Figure 3.  Percentage by response category for Question 3: I am satisfied with the care I have received from my Integrative Therapies provider over the last 6-months (n=158)

Figure 4.  Percentage by response category for Question 4: I believe my quality of daily life has improved since beginning the Integrative Therapies Program (n=158)

Figure 5.  Percentage by response category for Question 5: I have received educational materials that help me take better care of myself (n=158)

Figure 6.  Percentage by response category for Question 6: Overall, I am satisfied with the Integrative Therapies Program (n=158).

Figure 7.  Percentage by response category for Question 7: I will continue to participate in the Integrative Therapies Program during the next year (n=158).

Figure 8.  Percentage by response category for Question 8.  I would recommend this program to friends or family members who suffer from chronic pain or fatigue (n=158).

Appendix A.  The MediPass Beneficiary Questionnaire (Survey Instrument)

MEDIPASS Alternative Medicine Integration of Florida, LLC

Integrative Therapies Program

Satisfaction Questionnaire

Instructions:  
Please circle the response that best describes your experience with the Integrative Therapies Program.  Please write any comments you may have in the space provided.

1. The AMI staff is friendly, courteous and professional:

Strongly agree      Agree    Neither Agree nor Disagree    Strongly Disagree     Not applicable

2. My Integrative Therapies Provider (massage therapist, acupuncturist, nutritionist) has helped me reduce my pain level: 

Strongly agree      Agree    Neither Agree nor Disagree    Strongly Disagree     Not applicable

3. I am satisfied with the care I have received from my Integrative Therapies  Provider in the last six months:

Strongly agree      Agree    Neither Agree nor Disagree    Strongly Disagree     Not applicable

4. Since beginning the Integrative Therapies Program, I believe that the quality of my daily living has improved:

Strongly agree      Agree    Neither Agree nor Disagree    Strongly Disagree     Not applicable

5. I have received educational materials that help me take better care of myself:

Strongly agree      Agree    Neither Agree nor Disagree    Strongly Disagree     Not applicable

6. Overall, I am satisfied with the Integrative Therapies Program.

Strongly agree      Agree    Neither Agree nor Disagree    Strongly Disagree     Not applicable

7. I will continue to participate in the Integrative Therapies Program during the next year.

Strongly agree      Agree    Neither Agree nor Disagree    Strongly Disagree     Not applicable

8. 
I would recommend this program to friends or family members who suffer from chronic pain or fatigue.

Strongly agree     Agree     Neither Agree nor Disagree      Strongly Disagree     Not applicable

9. Please describe any benefits you have experienced from this program:

_________________________________________________________________

_________________________________________________________________

_________________________________________________________________

________________________________________________________________

________________________________________________________________

Your Name (optional)_______________________________________________

Surveyor______________________________ Date completed_______

THANK YOU FOR COMPLETING THIS SURVEY!

Please return it to us in the enclosed envelope.

Appendix C.  Patient (narrative) responses to Question 9 of the Medipass Survey Questionnaire mail survey instrument, Project Year 2009 (n=134 total comments).

	Patient Name

(omitted herein)
	“Please describe any benefits you have experienced from this program”

	Donald O.
	"Getting in and out of car and tub, going up and down stairs, being able to sit for an hour, it relieved the pain in my neck and back."



	Kousildai S.
	"The massage therapy program has helped me a lot. Thanks."



	Maurice R.
	"I tell anyone who is in pain about the program because it has truly been a blessing. My pain is still there but it is much better and I feel good."



	Mario M.
	"…it helps me a lot with having massage and I can talk to the therapists."

	Anonymous
	"Kim, she is the nicest lady and very cordial. She is very understanding and tries her best and anything/everything she can to assist in the clients’ needs. The 167 days in a coma (history of patient being in coma)…God has blessed me by putting people like Kim in my path."



	Aida P.
	"Someday I hurt so much in my muscle and my legs. If Ms. Pat didn't talk and pray with me as well as treating my pain. I would never get out of bed or my house. Thank you for the program."



	Thomas D.
	"I Doubt that I'd be able to walk without AMI's help; I'm sure my pain killers would double without your help, my life is worth living all because of your help"



	Sony P.
	"During and shortly afterwards I have pain reduction. Unfortunately for me, Pain is all over and chronic, I do look forward to the massages and the moments of pain relief."

	Anonymous
	"Better Mobility"

	Anonymous
	"From my neck down to my feet I suffer pain much of the time. I only have one kidney so my doctor tells me not to take so much pain meds because they work on the kidney. So I would like to thank you and Mrs. Pat."

	Jose P.
	Even though the frequencies of the massage have been reduced, we still think it is a wonderful program and still very helpful. Thanks.

	Anonymous
	"Less feeling, better mobility."


	Rebecca E.
	"This program is nice."



	Michelle S.
	"this program has been extremely benificial (sic) to me. The AMI Staff is terrific and always there to answer questions about health or get you someone who does! My massage therapist is exceptional and I feel better; body mind and soul! Thank you!



	Anonymous
	"I feel better every day and in every way! Each day is better than the last! I even have a better mental outlook and spiritual life."



	Donald G.
	"I've learned to take much, much better care of myself because AMI has taught me how to do so, since they take good care of me. My anxiety and stress level have reduced; I'm learning how to "relax" despite my problems- Also relaxing (and Sleeping) eases my physical pain too! My massage therapist Linda is excellent and Dinah will always give me appropriate advice and positive encouragement."



	Michael C.
	"So many times I have needed pain relief and Kim has worked to help me. She not only helped me with the pain but also with finding a doctor that I had needed at the time. She has been a true asset to my health."



	Paul G.
	"my past years with Chaz has helped me immensely. Without my two appts a month I would probably be much worse off. I’ve gone to Chaz long enough that he knows all of the right spots to manipulate. Plus he has also become a good friend."



	Crystal M.
	"I could say that this therapy is the only thing helping me-besides medication which I don't take any. I thank you for this program but I wish I could get it every week. It is keeping me alive and moving around. Thank you and GOD BLESS YOU."

	Charlotte C.
	"it has helped me with pain and to walk more."

	Mandy B.
	"I feel better. Thanks."



	Robert O.
	"I feel relief in my back after the massage."



	Virginia H.
	"This program has helped me relax when I'm finished with the massage and happy when the therapist has given me a massage. Thank you."




	Misty B.
	"I have experienced great care and lots of helpful information from my AMI nurse Dinah (she is a true angel)"



	Jacob K.
	Joel is my Physical Therapist. He actually found a cyst on my back"

	Merida M.
	"Learned how to excercize (sic) to help my  condition especially the neck. And my left hip."



	Duval W.
	"Another year has gone by with the best of care - rehabilitation and advice from Lynda S. and the other AMI staff and LMT's that have helped me!"

	Faye B.
	" it has helped reduce my stress"

	Deb B.
	"Feeling help medically (sic), therapeutically, and positive outlook on my problems."



	Carol H.
	"less muscle spasms therefore less pain."



	Gerlinde G.
	"Since I've been receiving the massage therapy, my pain level has reduced and my quality of life has improved."

	Deborah M.
	"I feel better."



	Takeya C.
	"This is the most wonderful program I have even been in. thank you, thank you! So very much. Dinah has made it wonderful and very helpful to me."

	Linda K.
	"I am suffering from a neuromuscular disease and prior to being in this program. I was in severe pain. Since my massage therapist, Noa (LMT), has been working with me the pain has been much more manageable."



	Michael D.
	"Everything is "wonderful" they have helped me in believing I'm still counted for as a human being. I can't wait for "Noa" (LMT) to get here, I'm in such pain and she helps take my pain level down. Tracy is the best Case Mgr."

	Maureen C.
	"I have benefited from this program by having my pain level decrease."

	Rashama M.
	"I have learned that there are other ways to take care and cope with the bad and daily pain that I have from my medical problems and that there are really people that do care about my health and pain problems. Your program is wonderful one and I thank god for being chosen and allowed to participate in it, Thank you Dinah and Noa!"


	Anonymous
	"More relaxed and it somewhat reduces pain to a tolerable level for awhile (hours)."



	Joseph D.
	"Without my therapist, I would be in constant pain. I have friends who would benefit from this program, but they do not qualify."

	Alice K.
	"I can now move my neck with no pain; This is very helpful with driving.  Overall, most days, I have less pain."

	Anonymous
	"I have so much pain that massage is just not enough. I feel I need acupuncture or something plus massage. Rodney is great."

	Lloyd H.
	"Rodney told me to do leg movement's to stretch my hips, Rodney is very knowledgeable and helpful to me."

	Willie T.
	"I feel there has been as much improvement as there can be considering my physical condition."

	Simone T.
	"I feel the pain in my back has decreased some, but I feel I still need massage therapy not only in my back, but my legs and neck. I feel tension a lot in my life, as a single woman, and also stress."

	Kim B.
	"Please continue the program, when AMI first sent me a letter- I have been helped with my chronic pain- it’s a life saver! The staff is also caring and nice."

	Joanne M.
	"The massage therapist wasn't right for me and my issues. I look forward to starting the acupuncture sessions. That would be better for my many issues."

	Lavania C.
	"The program is wonderful."

	Lindsay V.
	"Massage therapies have helped me a lot. I get around better and its helped me with the pain I have. My massage therapist knows what she is doing."

	Pam C.
	"Days living (sic) improved when it was 4x's a month. I was put back to 2x's a month, so my pain is coming back more, 2x's a month helps a little, wish I could have my 4x's a month back, I have to go back to just a little doing with my kids and living around the home."


	Jane F.
	"I am learning more and more about myself and I am more conscious of my physical pain. This has been very helpful, Thank you for the services provided; Mrs. Jennifer(LMT) is very wonderful."

	Anonymous
	"It's nice the program offers something to make you feel better."



	Anonymous
	"My back ache has decreased and my neck pain and headaches have eased up. Thank you so much!!"

	Greg P.
	"I have less pain when I visit my massage therapist couldn't be nicer and has taught me patience with myself and cope with my chronic pain and makes me very comfortable."

	Mary
	"Ron has helped me overcome my migraines they are not as severe. He has also helped me to relax my muscles. I suffer from cerebral palsy."

	Marjorie J.
	"Relaxation, calmness, try (sic) to reduce my anxiety. Susan, LMT is a great therapist and a wonderful, friendly person."

	Mary D.
	"I feel better after a session. It just doesn’t last long after, but it is slowly helping with the pain. I only go 2x's a month. I wish I could go once a week. It would be a lot better."

	Flora R.
	"Very satisfied."
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