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An Overview of the Marketplace Survey 
What Topics Are Covered by the Marketplace Survey? 
The questions in the Marketplace Survey focus on major aspects of consumers’ experiences with the 
Marketplaces:  

• How easily consumers can provide information about family and income. 

• Getting information and help from the website. 

• Getting information and help from the call center. 

• Getting information and help from in-person assisters. 

• How easily consumers can get information to choose a health plan. 

• How easily consumers can find out which health plans offer therapeutic and home health services. 

• Getting information in a needed language or format.  

All respondents are also asked to rate specific aspects of the Marketplace (its website, call center, and in-person 
assisters), rate the Marketplace as a whole, and indicate how likely they are to recommend the Marketplace to 
others.  

Table A.1 summarizes the major categories of questions in the survey.  

Major Categories of Consumer Experience Assessed by the Marketplace Survey (Table A.1) 
Measure of Consumer 

Experience Survey Questions Response Options 
How easily consumers 
can provide information 
about family and income 

 Was it easy to give or review information about yourself or the people in your family who 
wanted health insurance? 

 Did giving or reviewing information about yourself or the people in your family take longer 
than you expected? 

 Did giving or reviewing your household income information take longer than you 
expected? 

 Was it easy to find out if you or the people in your family could get help paying for health 
insurance? 

 Was it easy to understand how to update {INSERT MARKETPLACE NAME} about 
changes to your household income or the number of people in your family? 

 Yes, definitely  
 Yes, somewhat  
 No 

Getting information and 
help from the website 

 How often did you have to wait to get what you needed because of problems on 
{INSERT MARKETPLACE NAME}’s website?  

 How often did you get the information you needed from {INSERT MARKETPLACE 
NAME}’s website?  

 How often was it easy to understand the information on {INSERT MARKETPLACE 
NAME}’s website? 

 How often was the information on {INSERT MARKETPLACE NAME}’s website as helpful 
as you thought it should be? 

 Never 
 Sometimes 
 Usually 
 Always 
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Measure of Consumer 
Experience Survey Questions Response Options 

Getting information and 
help from the call center 

 How often did you get the information or help you needed when you called {INSERT 
MARKETPLACE NAME}’s customer service Call Center?  

 How often was it easy to understand the information you got when you called {INSERT 
MARKETPLACE NAME}’s customer service Call Center? 

 How often was {INSERT MARKETPLACE NAME}’s customer service Call Center as 
helpful as you thought it should be? 

 How often did {INSERT MARKETPLACE NAME}’s customer service Call Center staff 
treat you with courtesy and respect when you called? 

 Never 
 Sometimes 
 Usually 
 Always 

Getting information and 
help from in-person 
assisters 

 How often did you get the information or help you needed when you met in person with 
someone about getting health insurance from {INSERT MARKETPLACE NAME}? 

 How often was it easy to understand the information you got when you met in person with 
someone about getting health insurance from {INSERT MARKETPLACE NAME}? 

 How often were the persons you met with about getting health insurance from {INSERT 
MARKETPLACE NAME} as helpful as you thought they should be? 

 How often did the persons you met with about getting health insurance from {INSERT 
MARKETPLACE NAME} treat you with courtesy and respect? 

 Never 
 Sometimes 
 Usually 
 Always 

How easily consumers 
can get information to 
choose a health plan 

 How often was it easy to understand the services covered by the health plans available to 
you and how much you would have to pay? 

 How often was it easy to understand which health plans had any of the doctors or 
hospitals you wanted? 

 How often was it easy to understand which health plans covered the prescription 
medicines you needed? 

 Was it easy to choose a health plan? 

 Never 
 Sometimes 
 Usually 
 Always 

 For last question only: 
 Yes, definitely  
 Yes, somewhat 
 No 

How easily consumers 
can find out which 
health plans offer 
therapeutic and home 
health services. 

 Was it easy to find out which health plans available to you through {INSERT 
MARKETPLACE NAME} offered the physical, occupational, or speech therapy services 
you needed? 

 Was it easy to find out which health plans available to you through {INSERT 
MARKETPLACE NAME} offered home health care services you needed? 

 Yes, definitely  
 Yes, somewhat 
 No 

Getting information in a 
needed language or 
format.  

 When you needed an interpreter to help you speak with anyone about getting health 
insurance from {INSERT MARKETPLACE NAME}, how often did you get one? 

 How often were the forms that you had to fill out through {INSERT MARKETPLACE 
NAME} available in the language you prefer? 

 How often were the forms that you had to fill out available in the format you needed, such 
as large print or braille? 

 Never 
 Sometimes 
 Usually 
 Always 

Where Do I Find the Marketplace Survey? 
To access the current version of the Marketplace Survey, available in multiple languages, go to: 
http://www.cms.gov/Medicare/Quality-Initiatives-Patient-Assessment-
Instruments/QualityInitiativesGenInfo/Health-Insurance-Marketplace-Quality-Initiatives.html.  

Who Developed the Marketplace Survey? 
CMS developed the Marketplace Survey with support from AIR, Ipsos, and the National Committee for Quality 
Assurance. The statutory authority to conduct this survey is included in sections 1313 and 1321(a) of the 
Affordable Care Act. 
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The Marketplace Survey builds on AHRQ’s Consumer Assessment of Healthcare Providers and Systems 
(CAHPS®) surveys (https://cahps.ahrq.gov/), which are the national standard for assessing patient and consumer 
experience. The survey development and testing involved: 

• A comprehensive review of the literature and related surveys.

• Consumer focus groups.

• Stakeholder interviews.

• Input from a technical expert panel, including representatives of the SBMs, consumers, insurers, state
regulators, and providers.

• A field test to confirm the reliability and validity of the draft survey questions and measures and evaluate
the data collection strategy.

Who Fills Out the Survey? 
CMS sends the Marketplace Survey to a random sample of adult consumers (18 or older) who started, completed, 
and/or submitted an application through the Marketplace, including those eligible for Medicaid coverage. All 
consumers who provided contact information are eligible to be included in the survey sample regardless of how 
far they got in the application and enrollment process. Contact information may have been provided through the 
website, through the mail, to an in-person assister, or over the phone. 

Who Receives the Survey Results? 
Each Marketplace receives a report with the survey results for consumers in its state. This report shows how your 
Marketplace’s performance compares to that of other Marketplaces across the country. CMS also reviews the 
results to assess how well all of the Marketplaces are meeting the needs of consumers, evaluate consumer 
experience with the federal website (HealthCare.gov), and identify similarities and differences across 
Marketplaces. CMS does not intend to share survey results with the public or issuers.  
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