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Part One 

 

What have we learned about 
the effects of including 

patient comments in public reports? 
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Research on Reporting Comments: SelectMD 1.0 

• How does adding patient comments to online 
reports affect: 
•

•

•

consumer engagement with the information? 

understanding and use of CAHPS and clinical 
measures of performance? 

quality of consumer decision-making? 
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SelectMD 1.0 Experiment 

•

•

•

•

•

SelectMD – a fictitious public reporting website 
designed for the experiment with content, format, 
and functionality typical of “real world” sites 

Participants were from a representative sample of 
U.S. households with internet access 

Assigned randomly to 1 of 6 experimental arms 
with different combinations of measures 

Hidden tracking system monitored click patterns 
and time spent on each page 

Pre- and post-survey questions 
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Key Finding: Comments Lead to Increased 
Engagement 
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User Perceptions and 
Behavior 

CAHPS + Clinical 
Measures 

CAHPS + Clinical 
Measures + Comments 

P 

Satisfaction with choice of 
doctors available 

24% very 31% very .16 

Likelihood to use a site 
like this 

32% definitely 39% definitely .22 

Likelihood to recommend 
a site like this 

28% definitely 36% definitely .11 

Time spent on site 346 seconds 490 seconds <.05 
Number of actions on site 5.2 actions 10.7 actions <.05 
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Key Finding: Comments Drew Attention Away 
from Other Measures 
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User Behavior Comments 
absent 

Comments 
present 

P 

Probed to examine detail on 
CAHPS measures 

43% 33% .06 

Probed to examine detail on 
clinical measures 

43% 30% .01 
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Key Finding: Comments Undermined Decision 
Quality 
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User Behavior Comments 
absent 

Comments 
present 

P 

Selected doctor with best CAHPS 
score: no clinical measures 

61% 49% .05 

Selected doctor with best overall 
score: With clinical measures 

62% 43% .01 

Selected doctor whose scores 
were dominated by others’ 

18% 37% .01 
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Issues to Address in the Next Phase of Research 

•

•

How to obtain comments that are representative, 
balanced, and better aligned with valued aspects 
of patient experience 

How to report patient comments in a way that 
promotes integration with standardized measures 
and minimizes report complexity 
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