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The Access Project is a national initiative supported by the Robert Wood 
Johnson Foundation and the Annie E. Casey Foundation. It works in 
partnership with the Heller Graduate School for Advanced Studies in Social 
Welfare at Brandeis University and the Collaborative for Community Health 
Development. It began its efforts in early 1998. The mission of The Access 
Project is to improve the health of our nation by assisting local communities 
in developing and sustaining efforts that improve healthcare access and 
promote universal coverage, with a focus on people who are without health 
insurance.  For more information, contact: 
 
The Access Project 
30 Winter Street, Suite 930, Boston, MA 02108 
Phone: 617-654-9911, Fax: 617-654-9922 
E-mail: info@accessproject.org    Web site: www.accessproject.org 
 
West Virginia Community Voices (WVCV) is a partnership of West 
Virginia University Systems, the Higher Education Policy Commission, the 
Community Council of Kanawha Valley, the Regional Family Resource 
Network, and the West Virginia Governor’s Cabinet on Children and 
Families, as well as other community-based organizations and advocacy 
groups. It is one of 13 sites nationwide funded by the W.K. Kellogg 
Foundation to improve access to health care for underserved and uninsured 
populations. The mission of WVCV is to enhance the capacity of communities 
to improve access to health care for the medically underserved through 
creative programs and partnerships.  WVCV has worked toward this goal 
through building partnerships and sustainable systems, improving 
utilization of the Children’s Health Insurance Program (CHIP), identifying 
policy issues, and bringing the voices of the community to legislators and 
other policy makers.  
 
The Community Council of Kanawha Valley, one of the WVCV core 
partners, coordinated the Community Access Monitoring Survey project.  The 
Community Council of Kanawha Valley serves the uninsured and 
underserved through program planning, service delivery, advocacy, and 
policy education. The Council does community planning, conducts community 
forums, and performs research and evaluation in a four-county area.  The 
Council utilizes the information gathered for strategic planning to provide 
social and health care services, advocacy, and policy education.  To ensure 
access to care for its clients, the Community Council also collaborates with 
health care providers in its service area.  For more information, contact: 
 
Saba Masho, M.D., DrPH 
Evaluation Director, West Virginia Community Voices 
Marshall University School of Medicine 
Department of Family and Community Health 
1600 Medical Center Drive, Suite 1400 
Huntington, WV 25705 
Phone: (304) 691-1189    Fax: (304) 691-1183 
E-mail: masho@marshall.edu   Web site: www.wvvoices.org 
 
This report may be reproduced or quoted with appropriate credit. 
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SURVEY METHODOLOGY 

Eighteen surveyors administered the surveys; they included Vista and 
AmeriCorps volunteers, staff, and individuals hired specifically to do the 
interviewing.  Prior to conducting the interviews, the surveyors 
attended a full-day training session in survey administration, which 
was conducted by trainers from the Health Training Innovations 
Program of The Medical Foundation in Boston. 
 
To be eligible to participate, respondents had to have received services at 
one of the targeted facilities within the past year while they were 
uninsured.  The surveys were conducted between May 8 and July 14, 
2000. 
 
At Clay Primary Care Center, WomenCare & FamilyCare, and West 
Virginia Health Right, respondents were identified at the facilities. All 
patients were asked at the registration desk to complete a form 
determining their eligibility and willingness to participate in the survey. 
Individuals who were uninsured and willing to participate were then 
directed to a private room in a secluded part of the facility to meet with 
the surveyor and complete the survey.  
 
At Boone Memorial Hospital, respondents were identified in a variety of 
ways.  The survey coordinator contacted individuals on a list of 
uninsured patients who had received services at the hospital, letters 
were sent to parents of local students, and survey administrators 
approached people as they entered local stores.  The surveys were 
administered in peoples’ homes, outside of stores and businesses, and at 
two elementary schools.  
 
Surveys were completed for 100 respondents at Boone Memorial 
Hospital, 154 respondents at Clay Primary Care Center, 151 
respondents at WomenCare & FamilyCare, and 154 respondents at 
West Virginia Health Right.  The Access Project arranged for entry of 
the data by an independent firm.  The data were analyzed by Dennis 
Andrulis and Christina An of the State University of New York, 
Health Science Center at Brooklyn. 
 
Because respondents were not randomly selected, the survey results 
cannot be generalized to the entire population of uninsured persons or 
of individuals receiving care at the targeted facilities.  The results 
reflect the experiences only of those surveyed.   
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SURVEY FINDINGS 

This section describes the survey results for respondents who received 
care at Boone Memorial Hospital, Clay Primary Care Center, 
WomenCare & FamilyCare, or West Virginia Health Right while 
uninsured, and compares them with averages for all similar facilities 
included in the CAMS project nationwide.  All comparisons are 
statistically significant unless otherwise indicated (ns = non-
significant). See Appendix A for a table of the results for these 
facilities, as well as for the aggregate results for all similar facilities 
included in CAMS. 
 
Note:  For the purpose of analysis, all facilities included in the CAMS 
project were grouped by type (hospital or clinic), and by location 
(urban/suburban or rural.) These designations were determined by the 
organizations that sponsored the surveying. See Appendix B for a list 
of all facilities included in the project nationally.   
 
BOONE MEMORIAL HOSPITAL  

This section presents survey results for respondents who received care 
at Boone Memorial Hospital while uninsured.  It also compares these 
results with results for All Rural Hospitals (ARHs) included in the 
CAMS project nationwide. 
 
RESPONDENT CHARACTERISTICS 
Nearly all the Boone Memorial Hospital respondents were 
white.  One of five respondents answered on behalf of a child.   
 
Ninety-six percent of the respondents for Boone Memorial Hospital 
identified themselves as white.  In comparison, the average proportion 
of white respondents for ARHs was 72 percent.  All the respondents 
chose to take the survey in English. 
 
Respondents varied in age, but Boone Memorial Hospital respondents 
were twice as likely as the ARH average to have responded on behalf 
of a child (20% vs. 11%, respectively).   
 
USE OF HEALTH SERVICES 
Nine of ten respondents for Boone Memorial Hospital reported 
that they used the emergency room at least once in the past 
year, higher than the ARH average.  In addition, two-thirds of 
the respondents used the facility more than once in the past 
year.   
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Emergency room use: An overwhelming majority of the Boone 
Memorial Hospital respondents—92 percent—said that they used the 
emergency room at least once in the past 12 months.  In comparison, 
the average for ARHs was 77 percent.  (Chart 1) 
 

 
Outpatient clinic use: The proportion of Boone Memorial Hospital 
respondents who reported using the outpatient clinic was much lower  
than the average for ARHs (26% vs. 54%, respectively). 
 
Inpatient hospital use: One of ten (11%) respondents for Boone 
Memorial Hospital reported that they had been admitted to the 
hospital.  The average for ARHs was 22 percent.   
 
Frequency of use: Two of three (65%) respondents said they used the 
facility more than once in the past year.  The average for ARHs was 
slightly lower—58 percent.     
 
Reason for use: Two of five (40%) respondents stated that they sought 
care to treat a chronic problem such as asthma, a figure only slightly 
higher than the average for ARHs (34%) (ns). 
 
OPENNESS TO THE UNINSURED AND SATISFACTION WITH PROVIDERS 
The majority of the respondents said the hospital had been 
open and accepting to them even if they were unable to pay 
for their care.  In addition, more than half reported that the 
hospital had a positive reputation in the community for 
providing care for the uninsured.  Boone Memorial Hospital 
respondents were generally satisfied with their interactions 
with  staff. 
 

Chart 1
The Majority of Respondents Reported 

Using the Emergency Room

77%

92%

0%

25%

50%

75%

100%

ARHs Boone Memorial Hospital

Percent of respondents who used ER at least once in the past year

Source: The Community Access Monitoring Survey of the Uninsured, 2000.
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More than four of five (84%) Boone Memorial Hospital respondents 
reported that the hospital had been “open and accepting” to them even 
if they were unable to pay for their care.  In comparison, the average 
for ARHs was 62 percent.  (Chart 2) 
 

 
About half (52%) of the respondents said Boone Memorial Hospital has 
a reputation in the community for providing “a lot” of care to the 
uninsured, compared with an average of 41 percent for ARHs.  
Another 33 percent of Boone Memorial Hospital respondents said the 
hospital has a reputation for providing “some” care to those who 
cannot pay, while the ARH average was 26 percent.  (Chart 3) 

 

Chart 2
Facility Is Open and Accepting Even If 

You Cannot Pay for Health Care

62%

84%

0%

25%

50%

75%

100%

ARHs Boone Memorial Hospital

Percent of respondents who responded “True”

Source: The Community Access Monitoring Survey of the Uninsured, 2000.

Chart 3
Reputation of Facility to Provide Care 

to the Uninsured

52%

41%

33%

26% 11%

6%

22%

9%
Boone

Memorial
Hospital

ARHs

A Lot Some Very Little or None Don't Know

Source: The Community Access Monitoring Survey of the Uninsured, 2000.

“I was treated very well 
even though I didn’t have 

medical insurance.” 
Boone Memorial Hospital 

Respondent 

“They wouldn’t deny any 
services even if you 

couldn’t pay.  Very open.   
No problem.” 

Boone Memorial Hospital 
Respondent 
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The great majority of Boone Memorial Hospital respondents reported 
that they were either “satisfied” or “very satisfied” with the care and 
service they received from staff members.  For example, over 90 
percent of the respondents said they were satisfied with the care and 
service they received from receptionists and nurses. In addition, 
respondents were likely to report either that they were satisfied with 
care they received from social workers, billing clerks and pharmacists, 
or that they did not know; only two percent or less said they were 
unsatisfied.   
 
However, while nearly four of five (78%) respondents reported that 
they were satisfied with the care they received from their examining 
physicians, 15 percent said either they were “unsatisfied” or “very 
unsatisfied.”   
 

ACCESSIBILITY 
More than half the respondents reported that the waiting time 
to see a provider on the day of an appointment had been a 
problem for them at least sometimes.  In addition, more than 
one-third of the respondents reported that access to public 
transportation and getting assistance with transportation 
when needed were a problem at least sometimes.   
 
Over 80 percent of the Boone Memorial Hospital respondents said that 
the facility’s hours and its location were never a problem for them, 
while four percent of respondents said the hours were a problem for 
them at least sometimes and 17 percent said the location was 
sometimes a problem.  These responses did not differ significantly 
from the ARH averages.   
 
Three of ten (29%) respondents said that the waiting time to get an 
appointment was a problem at least sometimes.  This proportion was 
similar to the ARH average of 26 percent.   
 
One-half (52%) of the respondents reported that the waiting time to 
see a provider on the day of an appointment had been a problem at 
least sometimes.  In contrast, the ARH average was 37 percent.  
Indeed, the average waiting time reported by Boone Memorial 
Hospital respondents was more than twice as long as the average 
waiting time for ARHs: 75 minutes versus 36 minutes, respectively.  
(Chart 4) 
 
 
 
 
 

“The waiting time to see 
a doctor is two hours or 
more at times.” 
Boone Memorial 
Hospital Respondent 
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More than a third (36%) of the Boone Memorial Hospital respondents 
said that convenience to public transportation was a problem for them 
at least sometimes, while the average for ARHs was 20 percent.  In 
addition, respondents reported that getting transportation assistance 
when needed was a problem at least sometimes twice as often as the 
average for ARHs (37% vs. 18%).   
 
OBTAINING PRESCRIPTION MEDICATIONS 
More than four of five respondents said they had medications 
prescribed.  Of these respondents, 60 percent reported that 
paying for their medications was very difficult and that they 
needed financial assistance, while 73 percent said staff never 
offered to find out if assistance was available. 
 
Among Boone Memorial Hospital respondents, 84 percent reported 
they had medications prescribed.  About one-third (35%) of these 
respondents said they received their medications free, higher than the 
average for ARHs of 23 percent.  (Chart 5)   Another three of five 
respondents (63%) said they paid for their prescriptions out-of-pocket.  
However, nearly one of four respondents (23%) said they were unable 
to fill all of their prescriptions because of the cost.  This proportion 
was identical to the ARH average.  

Chart 4
Average Waiting Time to See a 
Provider on Day of Appointment

35.8

74.5

0

25

50

75

100

ARHs Boone Memorial Hospital

Average reported waiting time, in minutes

Source: The Community Access Monitoring Survey of the Uninsured, 2000.

“Transportation is a 
big problem for me.” 

Boone Memorial 
Hospital Respondent 

“The services were fine, 
but we couldn’t get the 

medicine because of no 
insurance.” 

Boone Memorial 
Hospital Respondent 

“I got the medication 
unless it was too 

expensive.  Then I didn’t 
get it.  I did without.” 

Boone Memorial 
Hospital Respondent 
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Three of five respondents (61%) reported that paying for their 
medications was “very difficult” for them.  This proportion was not 
significantly different from the ARH average of 52 percent.  Sixty 
percent of respondents reported that they needed help paying for the 
medications, almost identical to the ARH average (61%).  Finally, 
among the respondents who said they needed help, nearly three-
fourths (73%) said they were “never” offered any form of financial 
help, similar to the ARH average of 71 percent.   
 
CONCERNS OVER PAYMENT FOR HEALTH CARE 
The majority of Boone Memorial Hospital respondents 
reported that paying their medical bills was very difficult and 
three-fourths said that they needed help to pay.  Four of five 
respondents who needed help, however, reported that they 
were never offered assistance. 
 
More than four of five (83%) Boone Memorial Hospital respondents 
said that they had difficulty paying their medical bills, compared with 
an average of 69 percent for ARHs.  In addition, most respondents 
(77%) reported that they needed help paying their bills.  Among the 
respondents who needed financial assistance, however, only about one 
of five respondents (21%) said they were offered assistance even 
sometimes.  In fact, most respondents—79 percent—were never 
offered any assistance, a proportion much larger than the ARH 
average. (Chart 6)  
 

Chart 5
Received Medications Free

23%

35%

0%

20%

40%

60%

ARHs Boone Memorial Hospital

Percent of respondents who had medications prescribed and received them free

Source: The Community Access Monitoring Survey of the Uninsured, 2000.

“I asked them if I could 
receive help and was 
told no.” 
Boone Memorial 
Hospital Respondent 

“I paid some every 
month, but they never 
offered me a plan.” 
Boone Memorial 
Hospital Respondent 
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Among the respondents who did receive assistance, referral to a 
charitable organization and arrangements for paying in monthly 
installments were the most common forms of assistance offered.  
(Chart 7) 

 
SEEKING CARE IN THE FUTURE 
Most respondents were in debt to the hospital.   More than 
four-fifths of the respondents reported that they would use the 
facility again if they had health insurance.   
 
Eleven percent of respondents reported that their past experiences 
paying bills would make them not seek care at Boone Memorial 
Hospital again.  However, most respondents (67%) said that their past 

Chart 6 
Needed but “Never” Received Help 

48% 

79% 

0% 

25% 

50% 

75% 

100% 

ARHs Boone Memorial Hospital 

Percent of respondents who said they needed help with their medical 
bills but who were “never” offered assistance by staff 

Source: The Community Access Monitoring Survey of the Uninsured, 2000. 

Chart 7
Common Forms of Financial Assistance

(Base: Respondents who Needed and Received Help From Staff)

11%

17%

28%

44%

Other

Bill Reduction

Monthly Billing

Charitable Org

Source: The Community Access Monitoring Survey of the Uninsured,2000.

“They will see me here 
even if I don’t have 

insurance.” 
Boone Memorial 

Hospital Respondent 
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experiences would not affect the likelihood of seeking care there in the 
future, and 15 percent reported it would make it easier to seek care.   
 
The majority of the respondents (81%) said they owed money to the 
hospital. (Chart 8)  However, only 9 percent said this debt would deter 
them from seeking care at the hospital again. The average for ARHs 
was higher (29%). 
 

 
Finally, 82 percent of Boone Memorial Hospital respondents said they 
would use the facility again if they had health insurance, a proportion 
only slightly lower than the ARH average of 90 percent.   
 
 

 
Chart 8 

Respondent in Debt to Facility 

60% 

81% 

0% 

25% 

50% 

75% 

100% 

ARHs Boone Memorial Hospital 

Percent of respondents who said they currently are in debt 
to the facility 

Source: The Community Access Monitoring Survey of the Uninsured, 2000. 
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CLAY PRIMARY CARE CENTER 

This section presents survey results for respondents who received care 
at Clay Primary Care Center while uninsured.  It also compares these 
results with results for All Rural Clinics (ARCs) included in the CAMS 
project nationwide. 
 
RESPONDENT CHARACTERISTICS 
Clay Primary Care Center respondents were predominantly 
white and more than half were between the ages of 18 and 39. 
 
The overwhelming majority of respondents—94 percent—identified 
themselves as white.  In comparison, the average proportion of white 
respondents for ARCs was 24 percent.   
 
More than three of five (63%) respondents for Clay Primary Care 
Center were between the ages of 18 and 39, compared with an average 
of 41 percent for ARCs.  However, only 4 percent answered on behalf 
of a child, compared to 20 percent for ARCs. 
 
USE OF HEALTH SERVICES 
More than four of five respondents said they used the clinic 
more than once in the past year.  Two of five respondents said 
they sought care to treat a chronic problem.   
 
More than half (54%) of Clay Primary Care Center respondents used 
the clinic between two and four times in the past year, while the 
average for ARCs was 45 percent.  Thirty percent said they used the 
clinic five or more times, almost identical to the average for ARCs.  
(Chart 9) 

 

Chart 9 
Facility Utilization in Past Year

16%

24%

54%

45% 19%

19% 11%

12%

Clay Primary
Care Center

ARCs

Once 2-4 Times 5-9 Times 10 Times or More

Source: The Community Access Monitoring Survey of the Uninsured, 2000.
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Two of five (41%) Clay Primary Care Center respondents sought care 
to treat a chronic problem, such as asthma and diabetes, while the 
average for ARCs was 34 percent (ns).   
 
OPENNESS TO THE UNINSURED AND SATISFACTION WITH PROVIDERS 
The majority of respondents reported that Clay Primary Care 
Center had been open and accepting to them even if they were 
unable to pay.    In addition, four of five respondents said that 
the clinic has a reputation for providing a lot of care to those 
who cannot pay.  Nearly all the respondents were satisfied 
with their interactions with staff. 
 
The overwhelming majority of respondents—86 percent—said that 
Clay Primary Care Center had been open and accepting to them even 
if they could not pay for their care, while the average for ARCs was 81 
percent.  Moreover, four of five respondents for Clay Primary Care 
Center reported that the clinic has a reputation in the community for 
providing “a lot” of care to the uninsured. (Chart 10) 

 
Nearly all (95% or more) Clay Primary Care Center respondents said 
they were either “very satisfied” or “satisfied” with the care and 
service they received from receptionists, physician assistants, nurses 
and doctors at the clinic.  Notably, however, 16 percent of the 
respondents reported that they had been “unsatisfied” or “very 
unsatisfied” with the service they received from billing clerks, twice 
the average for ARCs (8%).  In addition, several respondents 
commented that they had difficulty understanding their physicians, 
for whom English was not their first language. 

Chart 10
Reputation of Facility to Provide Care 

to the Uninsured

79%

70%

10%

13% 4%

5%

13%

7%Clay Primary
Care Center

ARCs

A Lot Some Very Little or None Don't Know

Source: The Community Access Monitoring Survey of the Uninsured, 2000.

“A lot of people come 
here with no insurance 
and they give them free 
medicine.  I can’t afford 
to go anywhere else.” 
Clay Primary Care 
Center Respondent 

“Even if it’s a walk-in, 
they try to get you in.  
They’re pleasant.” 
Clay Primary Care 
Center Respondent  

“A lot of people don’t 
have insurance and 
come here because of 
the sliding scale.” 
Clay Primary Care 
Center Respondent  

“It is hard to 
understand the 
doctor.  I usually just 
nod my head yes and 
hope I’m giving the 
right answers.” 
Clay Primary Care 
Center Respondent 
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ACCESSIBILITY 
Most of the respondents reported that the clinic’s hours and 
its location were never a problem for them.  However, more 
than two-thirds of the respondents reported that the waiting 
time to see a provider on the day of an appointment was a 
problem for them at least sometimes.   
 
Ninety percent or more of the Clay Primary Care Center respondents 
reported that they never had a problem with either the clinic’s hours 
or its location.   
 
One of five respondents (22%) reported that the waiting time to get an 
appointment had been a problem for them at least sometimes, smaller 
than the ARC average of 34 percent.  In fact, the average reported 
waiting time to get an appointment was less than 2 days for Clay 
Primary Care Center respondents, while the average for ARCs was 8 
days.  (Chart 11) 

 
In contrast, waiting time to see the provider on the day of the 
appointment was a concern for many Clay Primary Care Center 
respondents.  Two-thirds (65%) of the respondents said the waiting 
time was a problem at least sometimes, while the average for ARCs 
was 45 percent.  However, the average reported waiting time to see a 
provider for Clay Primary Care Center respondents was about 39 
minutes, while the average for ARCs was about 55 minutes.   
 

Chart 11
Average Waiting Time to Get an 

Appointment

8.1

1.6

0

5

10

ARCs Clay Primary Care Center

Average reported waiting time, in days

Source: The Community Access Monitoring Survey of the Uninsured, 2000.

“I once had to wait 
2½ hours to see the 

doctor.” 
Clay Primary Care 

Center Respondent  

“Very slow.” 
Clay Primary Care 

Center Respondent  
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OBTAINING PRESCRIPTION MEDICATIONS 
The overwhelming majority of Clay Primary Care Center 
respondents received prescriptions for medications.  Among 
the respondents who received prescriptions, more than 60 
percent said they received their medications free from clinic 
staff.  However, 41 percent said they were unable to fill all of 
their prescriptions because of the cost.   
 
Nearly all of the respondents (93%) had medications prescribed.  
Three of five respondents (62%) reported receiving their prescriptions 
free by staff, while 70 percent said they went to a pharmacy and paid 
for their medications out-of-pocket (70%).  Nevertheless, 17 percent of 
the respondents who had medications prescribed reported that they 
were unable to fill any of their prescriptions because of cost.  In 
addition, two of five reported that they were unable to fill some of 
their prescriptions because of cost.  (Chart 12) 
 

 
Three of four (75%) Clay Primary Care Center respondents said 
paying for their medications was “very difficult,” compared with an 
average of 43 percent for ARCs.  Furthermore, 84 percent of 
respondents for Clay Primary Care Center said they needed help 
paying for their medications, compared with half of the respondents 
for ARCs.  (Chart 13)  Among the respondents who said they needed 
help, about one-third reported that they were never offered any 
assistance by staff, which was almost identical to the average for 
ARCs.    
 

“Often it did me no 
good to go the doctor 
because I couldn’t 
afford the medicine 
he prescribed.” 
Clay Primary Care 
Center Respondent  

“I can’t usually pay 
for the full 
prescription.  I take 
half hoping to get 
well.” 
Clay Primary Care 
Center Respondent  

“When you have a 
family, any money 
coming out of your 
budget for medical puts 
a burden on you.  
Sometimes you have to 
make a choice between 
eating and taking 
medicine.” 
Clay Primary Care 
Center Respondent  

 
Chart 12 

Many Respondents Cannot Fill Some Many Respondents Cannot Fill Some Many Respondents Cannot Fill Some Many Respondents Cannot Fill Some 
of Their Prescriptions Due to Costof Their Prescriptions Due to Costof Their Prescriptions Due to Costof Their Prescriptions Due to Cost 

17% 

41% 

0% 

20% 

40% 

60% 

ARCs Clay Primary Care Center 

Source: The Community Access Monitoring Survey of the Uninsured, 2000. 

Percent of respondents who reported they were unable to fill  
some of their prescriptions due to costs 



. . . . . . . . . 

 
 

33 

 
CONCERNS OVER PAYMENT FOR HEALTH CARE 
Two of three respondents for Clay Primary Care Center 
reported that paying for their medical care was very difficult.  
The vast majority said they needed financial assistance to pay 
their bills.   
 
Nearly two-thirds (64%) of the Clay Primary Care Center respondents 
said paying for their medical care was “very difficult.”  In comparison, 
the average for ARCs was 45 percent.  In addition, the overwhelming 
majority of Clay Primary Care Center respondents (93%) said they 
needed help paying their medical bills, much higher than the average 
for ARCs.  (Chart 14)   

 

Chart 13

Needed Help Paying for Medications

50%

84%

0%

25%

50%

75%

100%

ARCs Clay Primary Care Center

Percent of respondents who responded “True”

Source: The Community Access Monitoring Survey of the Uninsured, 2000.

Chart 14

Needed Help Paying for Medical Bills

56%

93%

0%

25%

50%

75%

100%

ARCs Clay Primary Care Center

Percent of respondents who responded “True”

Source: The Community Access Monitoring Survey of the Uninsured, 2000.

“I have to borrow 
money every time I go 

to the doctor.” 
Clay Primary Care 

Center Respondent 
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Among the respondents who said they needed financial help, 87 
percent reported that staff offered to find out if financial assistance 
was available at least sometimes.  In comparison, the average for 
ARCs was 77 percent.  Among the respondents who did receive help, 
96 percent reported that the amount of their bill was reduced and 40 
percent said that they were able to pay in installments.   
 
SEEKING CARE IN THE FUTURE 
About half of the respondents reported that they are in debt to 
the clinic, and a quarter of these respondents said the debt 
would cause them not to seek care there in the future.  Over 90 
percent of the respondents said they would use the clinic 
again if they had health insurance. 
 
While a few respondents said that their past experiences paying bills 
at the clinic would make them not seek care there in the future (4%) 
or use a different facility (4%), 48 percent reported their experiences 
would make it easier to seek care and another 44 percent said it made 
no difference.   
 
A little more than half (55%) of the Clay Primary Care Center 
respondents said that they were in debt to the facility, a proportion 
similar to the ARC average of 48 percent.  However, Clay Primary 
Care Center respondents who were in debt to the clinic were twice as 
likely as the ARC average to state that the debt would discourage 
them from seeking care at the clinic again (24% vs. 12%, respectively).   
 
The vast majority—93 percent—of respondents said that if they had 
insurance they would use the clinic again.  The ARC average was 90 
percent (ns).   
 

“I was told to pay what I 
could every month and 
to keep coming back 
when I needed to.” 
Clay Primary Care 
Center Respondent 

“I was supposed to 
be on the sliding 
scale.  I applied over 
two months ago and 
still haven’t heard 
anything.” 
Clay Primary Care 
Center Respondent  

“If I could find some 
place cheaper, I 
would go 
somewhere else.” 
Clay Primary Care 
Center Respondent 

“I only come when I 
am very sick.” 
Clay Primary Care 
Center Respondent 

“I wish that they could 
get something better 
for people who are 
chronically sick and 
really need help and 
can’t afford it.” 
Clay Primary Care 
Center Respondent 
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WEST VIRGINIA HEALTH RIGHT AND WOMENCARE & FAMILYCARE 

This section presents survey results for respondents who received care 
at the West Virginia Health Right or WomenCare & FamilyCare clinic 
while uninsured.  It also compares these results with results for All 
Urban and Suburban Clinics (AUSCs) included in the CAMS project 
nationwide. 
 
RESPONDENT CHARACTERISTICS 
Respondents for West Virginia Health Right were generally 
older than respondents for WomenCare & FamilyCare (Women 
Care).  Respondents for both clinics were predominantly 
female. 
 
Ninety-six percent of the Women Care respondents said they were 39 
years of age or younger, while 74 percent of those using West Virginia 
Health Right said they were 40 years of age or older.   
 
Respondents for both clinics were predominantly women (Women Care 
97% and West Virginia Health Right 76%).   
 
About one of five (21%) West Virginia Health Right respondents 
identified themselves as Black or Other, compared to only six percent 
of Women Care respondents.  All the respondents chose to take the 
survey in English.   
 
USE OF HEALTH SERVICES 
The majority of respondents for both clinics said they used 
their facilities more than once in the past year.  In addition, 
nearly 90 percent of West Virginia Health Right respondents 
said they sought care to treat a chronic condition. 
 
Eighty-seven percent of West Virginia Health Right respondents and 
over 90 percent of Women Care respondents said they used their 
respective clinic more than once in the past year. The corresponding 
average for AUSCs was 80 percent.  Notably, 27 percent of 
respondents for West Virginia Health Right said they used the clinic 
10 or more times in the past year.  (Chart 15) 
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Nearly nine of ten West Virginia Health Right respondents sought 
care to treat a chronic condition such as diabetes or asthma, while the 
proportions for Women Care and the average for AUSCs were 
significantly lower.  
 

 

Chart 15 
Facility Utilization in Past Year

9%

14%

20%

54%

26%

48%

34%

27%

19%

11%

13%

27%

Women Care

West Virginia
Health Right

AUSCs

Once 2-4 Times 5-9 Times 10 Times or More

Source: The Community Access Monitoring Survey of the Uninsured, 2000.

Chart 16
Went to Clinic To Treat a Chronic ProblemWent to Clinic To Treat a Chronic ProblemWent to Clinic To Treat a Chronic ProblemWent to Clinic To Treat a Chronic Problem
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50%
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AUSCs West Virg inia
H ealth R ight

Wom en C are

Source: The Community Access Monitoring Survey of the Uninsured, 2000.
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OPENNESS TO THE UNINSURED AND SATISFACTION WITH PROVIDERS 
Nearly all the respondents for both facilities reported that 
their respective clinics had been open and accepting to them 
even if they were unable to pay.  In addition, more than four of 
five respondents for both clinics said that their facility had a 
reputation for providing a lot of care to the uninsured.  
Respondents rated their interactions with staff very highly; 
few said they were dissatisfied with the care they received.  
 
Nearly all of the West Virginia Health Right and Women Care 
respondents reported that their clinic had been “open and accepting” 
to them even if they were unable to pay for their care.  In comparison, 
the average for AUSCs was 78 percent.  (Chart 17) 
 

 
More than 80 percent of the respondents for West Virginia Health 
Right and Women Care said that their clinic has a reputation in the 
community for providing “a lot” of care to those who cannot pay.  The 
average for AUSCs was much lower.  (Chart 18) 

Chart 17
Facility Is Open and Accepting Even If 

You Cannot Pay for Health Care

78%

97% 99%

0%

25%

50%

75%

100%

AUSCs West Virginia Health
Right

Women Care

Percent of respondents who responded “True”

Source: The Community Access Monitoring Survey of the Uninsured, 2000.

“They’re great to me.  I 
cannot say enough 

about this organization. 
Always treated me nice.  

I get $600 worth of 
medications.  They 
never refused me.” 

West Virginia Health 
Right Respondent 

“They don’t make you 
feel like a charity case.  

They treat everyone 
the same – polite and 

courteous.” 
West Virginia Health 

Right Respondent 
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Respondents for both clinics were likely to report either that they were 
satisfied with the care and service they received from staff or that 
they did not know.  Over 95 percent of the respondents for both clinics 
reported that they were either “very satisfied” or “satisfied” with the 
care and service they received from receptionists and nurses, while 
less than 3 percent of the respondents reported that they had been 
dissatisfied with their interactions with doctors, physician assistants, 
social workers, billing clerks, or pharmacists.  
 

ACCESSIBILITY 
Ten to 30 percent of the respondents reported that their 
clinic’s hours, location, and waiting time to get an 
appointment were a problem at least sometimes.  Notably, 
respondents for West Virginia Health Right reported waiting 
times to see a provider on the day of an appointment that were 
nearly three times longer than the AUSC average and more 
than four times longer than for Women Care.   
 
About one of five respondents for both clinics reported that the 
facility’s hours were a problem for them at least sometimes.  The 
AUSC average was similar.  In addition, several respondents for West 
Virginia Health Right (13%) and Women Care (16%) reported that the 
location of the facility was a problem for them at least sometimes.  
Notably, the average travel time reported by West Virginia Health 
Right respondents (35 minutes) was longer than the average travel 
time reported by both Women Care respondents (20 minutes) and the 
average for AUSCs (19 minutes). 
 

Chart 18
Facility Provides “A Lot” of Care for 

Those Who Cannot Pay

62%

92%
83%

0%

25%

50%

75%

100%

AUSCs West Virginia
Health Right

Women Care

Percent of respondents who responded “True”

Source: The Community Access Monitoring Survey of the Uninsured, 2000.

“Comfortable in coming 
here.  They let you 
know if something is 
wrong.  They make 
sure you keep up with 
your yearly visits.” 
Women Care 
Respondent 

“Facility hours are 
sometimes a problem, 
but it’s not Health 
Right’s fault.  It’s 
understandable that 
you have to wait a long 
time for services.” 
West Virginia Health 
Right Respondent 
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Women Care respondents were three times more likely than West 
Virginia Health Right respondents to report that the waiting time to 
get an appointment was a problem at least sometimes (30% vs. 10%, 
respectively). In fact, with respect to reported wait times, Women Care 
respondents said it took, on average, over a week to get an 
appointment, compared to five days for West Virginia Health Right 
respondents.  However, the average for AUSCs was nearly nine days.   
 
Two of three (67%) respondents for Women Care reported that the 
waiting time to see a provider on the day of an appointment was a 
problem at least sometimes.  In comparison, the average for West 
Virginia Health Right was 41 percent.  However, the average waiting 
time reported by West Virginia Health Right respondents was 
substantially longer than for Women Care respondents: two hours and 
23 minutes versus 35 minutes, respectively.  (Chart 19) 
 

 
OBTAINING PRESCRIPTION MEDICATIONS 
Two-thirds of Women Care respondents and 90 percent of West 
Virginia Health Right reported that they received 
prescriptions for medications.  The majority of respondents 
for both clinics said they received their medications free.  
However, as many as one-fourth of the respondents said they 
needed help paying for their medications.   
 
Nine in ten (90%) respondents for West Virginia Health Right said 
they received prescriptions for medications, as did almost two-thirds 
(64%) of Women Care respondents.  Nearly all of the West Virginia 
Health Right respondents—98 percent—reported that they received 
medications free, compared with 74 percent of Women Care 

Chart 19
Average Waiting Time to See a 
Provider on Day of Appointment

47.5

142.8

34.4

0

50

100

150

AUSCs West Virginia
Health Right

Women Care

Average reported waiting time, in minutes

Source: The Community Access Monitoring Survey of the Uninsured, 2000.

“The wait is so long 
because of so many 

uninsured people.” 
West Virginia Health 

Right Respondent 

“Since they have 
moved locations, wait 
time has decreased, 
but still a long wait.  I 

expect to wait and 
take my turn.  Can’t 

complain for free 
medication.” 

West Virginia Health 
Right Respondent 

“They gave 
prescriptions in three 

month supplies.” 
West Virginia Health 

Right Respondent 
“Since I have been 

coming to Health 
Right I have been 

getting the 
medications I need.” 
West Virginia Health 

Right Respondent 
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respondents and an average of 56 percent of respondents for AUSCs.  
(Chart 20) 

 
Seven percent of the West Virginia Health Right respondents reported 
that they did not get some of their medications due to cost.  An 
additional six percent of West Virginia Health Right respondents said 
they were unable to fill any of their prescriptions due to cost.  
 
Between 11 and 13 percent of the respondents for both clinics said 
that paying for their medications was “very difficult,” while the 
average for AUSCs was much higher—27 percent.  One-fourth of the 
West Virginia Health Right respondents and 16 percent of Women 
Care respondents reported that they needed help paying for their 
medications.  The AUSC average was 36 percent.  Among these 
respondents who needed assistance, 26 percent of West Virginia 
Health Right respondents and 46 percent of Women Care respondents 
said they were never offered assistance.   
 
Nearly all (over 96%) of the respondents for both facilities reported 
that they understood their medication instructions.   
 
CONCERNS OVER PAYMENT FOR HEALTH CARE 
Nearly all the West Virginia respondents and close to half of 
the Women Care respondents said paying for their medical 
care was easy.  Between 24 and 30 percent of the respondents 
reported that they needed financial help to pay for their bills.  
Among those who needed help, the majority did receive 
assistance at least sometimes.   
 

Chart 20
Received Medications Free
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AUSCs West Virginia
Health Right
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Percent of respondents who had medications prescribed and received them free

Source: The Community Access Monitoring Survey of the Uninsured, 2000.

“It’s really good that 
Health Right supplies 
medications to people 
who can’t afford it.” 
West Virginia Health 
Right Respondent 
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Ninety-six percent of West Virginia Health Right respondents 
reported that paying for their medical bills was “easy.”  In contrast, 45 
percent of Women Care respondents said it was easy and another 43 
percent stated that it was “not so difficult.”  These proportions were 
higher than the averages for AUSCs. 
 
Three of ten respondents for Women Care (30%) and 24 percent of 
West Virginia Health Right respondents said they needed help paying 
for their medical bills.  Among the respondents who needed help, 64 
percent of West Virginia Health Right respondents and 71 percent of 
Women Care respondents said they were “always” offered assistance 
by staff, higher than the AUSC average of 41 percent.  However, 33 
percent of West Virginia Health Right and 16 percent of Women Care 
respondents said they were “never” offered assistance.  Among the 
Women Care respondents who were offered assistance, 40 percent said 
they were offered monthly installment plans, another 13 percent said 
they had the amount of their bill reduced, and one-fourth (24%) said 
staff helped find a charitable organization.  Most West Virginia 
Health Right respondents—92 percent—reported that they had their 
bill waived.  In contrast, the average for AUSCs was 26 percent.   
 
SEEKING CARE IN THE FUTURE 
Nearly all the Women Care respondents, but only 63 percent of 
West Virginia Health Right respondents, said they would seek 
care again at the clinic even if they had insurance.   
 
About nine of ten respondents—89 percent for West Virginia Health 
Right and 88 percent for Women Care—said that their past 
experiences paying bills would make it easier for them to seek care at 
their clinic again.  In contrast, the AUSC average was 53 percent.   
 
Nearly all the Women Care respondents—98 percent—said they would 
use the clinic again in the future if they had health insurance.  The 
proportion for West Virginia Health Right respondents was lower—63 
percent.  (Chart 21) 

“Because the services 
are basically free, I 
don’t need financial 

assistance.” 
West Virginia Health 

Right Respondent 

“They are really nice 
and they asked me how 

much I could afford to 
pay a month and 

accepted it, where other 
doctors won’t.  
Women Care 

Respondent 

“It depends.  I’ve never 
come here for sickness.  If 
I had to choose between a 
hospital and here, then I’d 

choose here.” 
Women Care Respondent 

“Health Right is in a 
good location and it’s 

good for helping people 
in West Virginia because 

a lot of people can’t 
afford health care.” 

West Virginia Health 
Right Respondent 

“I think it’s really good 
for them to have this 
place.  Need more of 

them.” 
West Virginia Health 

Right Respondent 
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Chart 21 
Would Use Facility if Insured
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DISCUSSION 

This section discusses some of the perceived strengths of each of the 
four facilities suggested by the survey results.  In addition, it 
highlights issues that might warrant further discussion. 
 
BOONE MEMORIAL HOSPITAL MEMORIAL 

♦ Boone Memorial respondents reported high emergency room use--
ninety-two percent reported at least one emergency room visit in 
the past year.  In contrast, only 26 percent of respondents said 
they used the outpatient clinic.  In addition, more than three of 
five respondents reported that they used the hospital more than 
once in the past year.   

♦ Most respondents (84%) found the hospital open and accepting to 
them even if they could not pay.  About half the respondents said 
the facility had a reputation in the community for providing a lot 
of care to the uninsured.  These proportions were higher than the 
averages for All Rural Hospitals (ARHs) included in the CAMS 
project nationwide. 

♦ The great majority of respondents reported that they were 
satisfied with the care and service they received from staff.  
However, while nearly four of five (78%) said they were satisfied 
with the care they received from physicians, 15 percent said they 
were dissatisfied. 

♦ The average waiting time on the day of the appointment was one 
hour and 15 minutes for Boone Memorial Hospital respondents.  
This was considerably longer than the average for ARHs, which 
was 36 minutes.  

♦ Boone Memorial Hospital respondents were more likely than the 
ARH average to report that convenience to public transportation 
was a problem, and they were twice as likely as the ARH average 
to report problems getting transportation assistance when needed. 

♦ While about a third of the Boone Memorial Hospital respondents 
said they received their medications free, nearly one of four 
respondents (23%) who had medications prescribed did not get all 
of the medications due to cost.  Of the 60 percent of Boone 
Memorial Hospital respondents who said they needed assistance 
paying for medications, 73 percent said they were never offered 
any form of assistance by staff.   
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♦ An overwhelming majority—83 percent—of Boone Memorial 
Hospital respondents had difficulty paying for their medical care, 
and three of four respondents said they needed help paying their 
medical bills.  However, 79 percent of those who needed help said 
they were never offered any financial assistance.  In addition, one 
in ten said that because of their past experiences paying bills at 
Boone Memorial Hospital, they would not seek care there again, 
while another 7 percent said they would use a different facility.  
Four out of five respondents said they were in debt to the hospital. 

 

CLAY PRIMARY CARE CENTER    

♦ Most of the respondents for Clay Primary Care Center (86%) said 
the clinic had been “open and accepting” to them even if they could 
not pay for their care.  Four of five respondents also reported that 
the clinic has a reputation in the community for providing a lot of 
care to the uninsured.  

♦ Ninety-five percent or more of respondents were satisfied with the 
care they received from receptionists, physician assistants, nurses, 
and doctors.  However, 16% said they were dissatisfied with the 
service they received from billing clerks. 

♦ The average waiting times both to get an appointment and to see a 
provider on the day of the appointment were significantly shorter 
for Clay Primary Care Center respondents than the average for All 
Rural Clinics (ARCs) included in the CAMS project.  Specifically, 
Clay Primary Care respondents reported an average of two days to 
get an appointment, compared with more than eight days for 
ARCs.  While two thirds of the respondents said the waiting time 
on the day of an appointment was a problem at least sometimes, 
their average reported waiting time was about 15 minutes less 
than the average for ARCs.   

♦ While three of five Clay Primary Care Center respondents said 
they received their medications free, a significant proportion—41 
percent—said they were unable to fill some of their prescriptions 
due to cost.  Of the 84 percent of respondents who said they needed 
help paying for their medications, one third (32%) said they were 
never offered any assistance by staff.   

♦ Nearly all of the respondents —93 percent—said they needed help 
paying their medical bills.  All but 13 percent were offered some 
form of assistance by staff.  Among those who were offered 
assistance, 96 percent of the respondents reported that the amount 
of their bill was reduced.     



. . . . . . . . . 

 
 

45 

♦ Few respondents said that their experience paying bills at Clay 
Primary Care Center would cause them not to seek care there in 
the future.  However, more than half of the respondents said they 
owed money to the clinic, and about one-fourth of these 
respondents said the debt would deter them from seeking care at 
the clinic again.   

♦ Most respondents (93%) said they would use the clinic again if 
they had health insurance.  

 

WEST VIRGINIA HEALTH RIGHT AND WOMENCARE & FAMILYCARE 

For both West Virginia Health Right and WomenCare & FamilyCare, 
survey responses suggested a number of strengths. 
 
♦ Nearly all of the respondents said that, in their experience, the 

clinics had been open and accepting to them even if they could not 
pay for their care, and that they have a reputation in the 
community for providing a lot of care to the uninsured. 

♦ At both clinics, respondents reported high levels of satisfaction 
with their interactions with staff; few respondents reported 
dissatisfaction. 

♦ Over 90 percent of respondents for both clinics said they were 
always treated with respect by staff.   

♦ Nearly all the respondents said they understood their medication 
instructions. 

♦ About nine of ten respondents for each clinic said their past 
experiences paying bills would make it easier for them to seek care 
at their clinic again.   

Other key findings for West Virginia Health Right included the 
following:  
 
♦ Almost all of the respondents were 40 years of age or older, and a 

majority—89 percent—reported that they sought care to treat a 
chronic problem.  Twenty-seven percent said they used the clinic 
10 or more times in the past year. 

♦ Two-thirds of the respondents said waiting time to see a provider 
on the day of an appointment was a problem at least sometimes 
and, in fact, the average reported waiting time—almost two and a 
half hours—was much longer than the average for All Urban and 
Suburban Clinics (AUSCs) included in the CAMS project 
nationwide. 



. . . . . . . . . 

 
 

46 

♦ Since West Virginia Health Right is a free clinic, nearly all of the 
respondents—98 percent—received their medications free, and 96 
percent said it was easy to pay for their medical care.     

Other key findings for WomenCare & FamilyCare included the 
following: 
 
♦ Thirty percent of respondents said the time to get an appointment 

was a problem at least sometimes.  However, the average reported 
time (7 days), while longer than for West Virginia Health Right, 
was shorter then the average for AUSCs (9 days). 

♦ Almost three-quarters of the respondents who received 
prescriptions said they received their medications free; almost 
none said they couldn’t fill their prescriptions because of cost.  
However, among those who needed help paying for their 
medications, about one-half (46%) said they were never offered any 
assistance by staff.   

♦ Of respondents who said they needed help paying their medical 
bills, most —85 percent—said they were offered assistance at least 
sometimes, most commonly in the form of a monthly billing plan.  
Few respondents (3%) said their bill was waived. 

♦ Nearly all of the respondents—98 percent—said they would use 
the clinic again even if they had health insurance.   

 
CONCLUSION 

This report provides information on a topic that has not often been 
investigated, the experiences of the uninsured when they access 
health care at their local health facilities.  Given the large numbers of 
uninsured in our country, it is a topic of increasing importance.  
 
Because the survey was not based on a random sample, the results are 
more suggestive than definitive. Notwithstanding its limitations, 
however, the authors expect that the results will be useful in 
suggesting issues and questions that would benefit from further 
discussion and investigation as communities attempt to ensure and 
improve access to care for their uninsured residents. 
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